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Your Feedback is Important

Your feedback helps us to improve, so that you will feel safer, happier and get more out of
our services.

We will often ask you for feedback. Feedback can be compliments, comments or complaints.
We love to hear compliments; that means we’re getting it right. But if you’re not happy, tell
us. It’s OK to complain. Don’t be shy — help us do better. Your complaint will be kept private.

When you tell us what you like or don't like, we will listen. And we will try to change things if
we can.

You will always receive a reply as quickly as possible.

It’s OK to Complain!
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Tell us what you think: Contact the NDIS Commission:
Phone: www.ndiscommission.gov.au
9913 3823 phone: 1800 035 544
Email: TTY: 133 677.

hello@occupationaltherapy.com.au Interpreters can be arranged.
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Advocates can help you complain:

The National Disability Advocacy Program can help you work with an advocate.

Email them at:
disabilityadvocacy@dss.gov.au

Or write to:
Disability, Employment and Carers Group
Department of Social Services
GPO Box 9820
Canberra ACT 2601

Or search "disability advocate" online.

This information is part of the Feedback, Compliments and Complaints Policy and Procedure.

If you wish to read the entire policy, we are happy to provide a copy.


http://www.ndiscommission.gov.au/
http://www.ndiscommission.gov.au/
mailto:disabilityadvocacy@dss.gov.au
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Your Rights and Responsibilities

Our Responsbilities
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We will listen to you and work with you. By working together, you will receive the best service

possible.

You have rights: to be treated well, to participate fully, to speak out.

If we forget this, or treat you badly, you have the right to complain.

Your right to be treated well

o We will treat you with respect and dignity.

o We will treat you fairly and speak honestly.

« We will protect your personal information
and only use it for the right reasons.

« We will provide good quality services that
suit your needs, age, lifestyle and cultural
background.

Your right to speak out

» You have the right to complain about the
service.

« You have the right to a reply as quickly as
possible.

« If you still are not happy, you have the right
to complain again, or talk with the NDIS
Commission.

Make sure to update your contact information
as it changes.

« Keep your appointments — or let us know if
you can’t.

« Choose someone to support you make
decisions — an advocate, friend or family
member.

« Treat other people with fairness, honesty
and respect.

« Respect other people’s right to a safe and
comfortable environment.

« Respect other people’s right to privacy
and confidentiality.

 Give us honest feedback about our
services.

This information is part of the Feedback, Compliments and
Complaints Policy and Procedure.

If you wish to read the entire policy, we are happy to provide a copy.

Your right to be treated well

You have the right to a safe and comfortable place
to use the service.

« You have the right to make choices and
decisions about the services you receive.

« You have the right to the information you need
to make good choices.

« You have the right to have someone help you
make the best choices — an advocate or
support person.

« You have the right to get help accessing
services in the community.

It’s OK to Complain!
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Tell us what you think:

Phone:

9913 3823

Email:
hello@occupationaltherapy.com.au

Contact the NDIS Commission:
www.ndiscommission.gov.au
phone: 1800 035 544

TTY: 133 677.
Interpreters can be arranged.

Advocates can help you complain:

The National Disability Advocacy Program can
help you work with an advocate.

Email them at:
disabilityadvocacy@dss.gov.au

Or write to:
Disability, Employment and Carers Group
Department of Social Services
GPO Box 9820
Canberra ACT 2601

Or search "disability advocate" online.
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http://www.ndiscommission.gov.au/
http://www.ndiscommission.gov.au/
mailto:disabilityadvocacy@dss.gov.au

Incidents
Working Together Safely

Your safety is very important to us.
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We work hard to deliver safe services. But sometimes accidents happen. Sometimes people make
mistakes or treat other people badly. We call these things 'incidents'.

We do our best to try to prevent incidents, but this flyer explains what we do if one happens.

You can help prevent incidents happening too. Act safely. Treat other people with respect. And if you

don't feel safe, tell someone about it.

Your Information belongs to you

Your personal information belongs to you.

We need your permission to collect information
about you. And to share your information. Your
information helps us provide good and safe
services.

But you don't have to give permission.

We only ask for information we need. We will tell
you why we need it. That includes photos and
videos too.

If you don't understand why we need
information, it's OK to ask us.

If your information is not correct, we may be
unable to do a good job.

Give us correct information, and help us keep it
up-to-date.

If your personal information changes, please let
us know.

Moved house? New phone number? New service
provider? New contact? — remember to tell us!

We will also check your information regularly, and
update it.

This information is part of the Feedback, Compliments and
Complaints Policy and Procedure.
If you wish to read the entire policy, we are happy to provide a
copy.

Keeping your Information safe

We will protect your information and only use
it for the right reasons, and only show the right
people. The people who work with you need to
see your information. It helps them deliver
better services.

We will only share your information if:
« you give permission to share it, or
« < we are very worried about your safety, or
« «if the law requires us to share it.

You can see your information too. Just ask us.

It’s OK to Complain!
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Tell us what you think:

Phone:

9913 3823

Email:
hello@occupationaltherapy.com.au

Contact the NDIS Commission:
www.ndiscommission.gov.au
phone: 1800 035 544

TTY: 133 677.

Interpreters can be arranged.

Advocates can help you complain:

The National Disability Advocacy Program can
help you work with an advocate.

Email them at:
disabilityadvocacy@dss.gov.au

Or write to:
Disability, Employment and Carers Group
Department of Social Services
GPO Box 9820
Canberra ACT 2601

Or search "disability advocate" online.
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http://www.ndiscommission.gov.au/
http://www.ndiscommission.gov.au/
mailto:disabilityadvocacy@dss.gov.au

Privacy Policy

Keeping your Information Safe

Your Information
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We need to know some things about you. There are laws to make sure your information is kept private.

These laws say:
« How we can collect information
- How we store information
« Who can see your information
« What we do with your information

This brochure explains how we follow those laws, respect your privacy, and what you can do to make sure your

privacy is respected.

Feeling Safe; being safe

NDIS providers must follow rules about keeping
people safe. We work hard to keep everyone safe.
That means you, our workers and other people in the
community.

We think about how accidents can happen and how
to prevent them. This is called 'risk management'.

We ask you questions, and think about the supports
we provide, about the places where those supports
happen, about the people who work with you and
other people around you.

We want everyone to be safe, and to feel safe. If you
feel unsafe, you can tell us. We promise to listen.

Our staff know what to do if there is problem or

accident. We follow NDIS rules if an incident happens.

« We must tell the NDIS Commission

« We must investigate the incidents.

« We must do something so that the incident
doesn't happen again.

« We must talk about all this with the person who
was hurt.

We must follow these rules if someone gets hurt, if
someone says they have been hurt, or if staff treat
NDIS participants badly.

If you don't feel safe to talk with our staff, then tell
someone else. You can talk with your family and
friends, or an advocate. You should complain to the
NDIS Commission — they make the rules and help
participants when people break the rules.

This information is part of the Feedback, Compliments and
Complaints Policy and Procedure.
If you wish to read the entire policy, we are happy to provide a
copy.

Complaining about Incidents

Everyone has the right to be treated fairly.

If you are involved in an incident, you have the right
to know what went wrong and what is being done to
make it right.

If you don't get these answers, you have the right to
complain.

We will always keep you informed. We want to treat
you with respect.

If you are unhappy with our complaints process, you
have the right to get help.

It’s OK to Complain!

Tell us what you think:

Phone:

9913 3823

Email:
hello@occupationaltherapy.com.au

Contact the NDIS Commission:
www.ndiscommission.gov.au
phone: 1800 035 544

TTY: 133 677.

Interpreters can be arranged.

Advocates can help you complain:

The National Disability Advocacy Program can
help you work with an advocate.

Email them at:
disabilityadvocacy@dss.gov.au

Or write to:
Disability, Employment and Carers Group
Department of Social Services
GPO Box 9820
Canberra ACT 2601

Or search "disability advocate" online.
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mailto:disabilityadvocacy@dss.gov.au

Advocacy For Clients

Giving your a voice

What is advocacy?
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Advocacy is when someone helps you to speak up, understand your rights, and get the support you need.

How can advocacy help you?

Speak Up:
An advocate can help you say what you want and
make sure your voice is heard.

Know Your Rights:
An advocate can help you understand your rights and
make sure you are treated fairly.

Get the Support You Need:
An advocate can help you get the services and
supports that are right for you.

Who can be your Advocate?

Family or Friends:
People you trust can be your advocate.

Professional Advocates:
There are people whose job is to help you speak up
and get the support you need.

Advocacy helps you have control over your life and
make sure your needs are met.

For support with advocacy contact :
https://www.ndiscommission.gov.au/resources/find
-assistance/find-advocate

It’s OK to Complain!
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Tell us what you think: Contact the NDIS Commission:
Phone: www.ndiscommission.gov.au
9913 3823 phone: 1800 035 544
Email: TTY: 133 677.
hello@occupationaltherapy.com.au Interpreters can be arranged.
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Advocates can help you complain:

Email them at:
disabilityadvocacy@dss.gov.au

Or write to:
Disability, Employment and Carers Group
Department of Social Services
GPO Box 9820
Canberra ACT 2601

Or search "disability advocate" online.

The National Disability Advocacy Program can help you work with an advocate.

This information is part of the Feedback, Compliments and Complaints Policy and Procedure.
If you wish to read the entire policy, we are happy to provide a copy.


http://www.ndiscommission.gov.au/
http://www.ndiscommission.gov.au/
mailto:disabilityadvocacy@dss.gov.au
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Payment Terms

« Allinvoices are payable within 7 days of the invoice date.
« Payment must be made in full unless a written payment plan has been agreed upon by

both parties.

Pausing of Services

« Where two consecutive invoices remain unpaid, therapy services will be paused until

payment is received or a mutually agreed payment plan is in place.
« Supports may be scaled back to essential services only, to prevent further debt

accumulation.

Payment Plans

« Clients experiencing financial difficulty may request a structured payment plan.
« Approval of such plans is at the discretion of OTHC and must be documented in

writing.

In the event of a dispute regarding fees or services, both parties agree to first attempt
resolution through direct negotiation with the Accounts Manager or Lisa Hughes.

Debt Recovery Action

« If the dispute remains unresolved and payment remains outstanding, OTHC reserves
the right to initiate formal debt recovery proceedings.
« Any costs incurred in the recovery of outstanding debts may be added to the client’s

account.

Continuity of Support

« OTHC will take reasonable steps to ensure continuity of essential supports, while
scaling back non-essential services to avoid further debt.

« The client will be advised by text message and/or email of any outstanding debt.

« Any changes to service delivery will be communicated to the client in writing.
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Understanding our Process

The following structured process aims to resolve disputes efficiently and fairly while maintaining a positive
relationship between the provider (OTHC) and the participant, ensuring that the terms of the Service
Agreement are upheld and clearly understood by both parties

1.Initial Discussion

- Encourage open communication between the participant and the service provider. Both parties should
feel empowered to raise concerns directly related to the Service Agreement in a calm and respectful
manner.

« The focus should be on clarifying the issue and exploring potential solutions based on the terms of the
agreement.

2. Written Documentation

. If the issue remains unresolved after the initial discussion, either party can submit a complaint detailing
their concerns, including specific clauses of the Service Agreement that are in question, along with any
supporting documentation. To the greatest extent possible this information should be made available in
a format that the participant understands.

- The other party must acknowledge receipt of the complaint within a specified timeframe (e.g., 5
business days).

- The service provider will conduct a formal review of the complaint, focusing on the relevant sections of
the Service Agreement.
- The provider should aim to complete the review within a set timeframe (e.g., 10-15 business days).

4.Resolution Meeting

« Once the review is complete, a meeting will be arranged with both parties to discuss the findings and
proposed solutions, specifically addressing the disputed terms in the Service Agreement. This meeting
can be held in person, via phone, or through video conferencing.

- Both parties should come prepared to discuss the review results and any potential resolutions related to
the Service Agreement.

5.0utcome Notification

- After the meeting, the provider will formally communicate the outcome of the review and any agreed-
upon actions in writing, including timelines for implementation and any necessary amendments to the
Service Agreement.

6.Follow Up

- The provider should follow up with the participant after the resolution has been implemented to ensure
that the issue has been satisfactorily addressed and to gather feedback on the dispute resolution
process.

7.Escalation Options

. If either party is not satisfied with the outcome, they may choose to escalate the matter to an external
body, such as the NDIS Quality and Safeguards Commission, a relevant consumer advocacy
organisation or escalation to small claims court.

- Provide both parties with information on how to access these external resources and the steps involved
in lodging a complaint or claim.

- The provider should regularly review and analyse disputes and complaints related to Service
Agreements to identify trends and areas for improvement in service delivery, ultimately enhancing the
experience for both participants and providers while preventing future disputes.
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