EASY READ PARTICIPANT HANDBOOK

MULTICULTURAL
SERVICES CENTRE

COMPLAINTS / FEEDBACK

HOW TO FILE A COMPLAINT OR GIVE FEEDBACK

This document is to help you complain or give us

/‘1 feedback
=,

It is okay to complain if you are not happy about:
S Your support workers
Your service Coordinator
Or
Multicultural Services Centre

MSC also welcomes your feedback, whether good or
bad

Your feedback helps us understand where our supports
are not meeting your needs

Or
Where we need to improve the quality of our services

You can talk to the Manager, Disability Services on
(08) 9444 8283

Or
You can write to us about your complaint or feedback

The Complaint Form can be found in your Service
Agreement
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You can also ask an Advocate to help you

An Advocate is someone who speaks up for you if you
cannot speak up for yourself

Not sure who can help you?

Talk to the Manager, Disability Services on
(08) 9444 8283 to help you find someone

We will talk to you about your complaint

We will try to fix your concerns

Shh!!
We will keep anything you say private

We will not share what you tell us with anyone
without your approval

Not Happy?
You can tell:

NDIS Commission on 1800 03 55 44
(This is a free call from landlines)

Or online
https://www.ndiscommission.gov.au/about/complaints
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INCIDENTS
An incident is when someone or something causes you
= harm while you are receiving supports.

We record what is said and done during the incident
including:

j o~ What happened
- Who it happened to

When it happened
Who saw it happen

When we are looking into the incident that affected
you, we will:

Check in with you during the process

Listen to your ideas about any changes that will
make things better

@ There are times that we must tell the NDIS

, Commission about serious incidents.

\_,.-/ For example, if you are abused

You are important to us

aVllp MSC will make sure your safety and wellbeing is

%@ protected
MSC'’s steps for handling incidents are in your

Service Agreement
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SERVICE AGREEMENT

A Service Agreement is a document that
explains the supports you receive from your
service provider

j ~ The document also explains your rights and what you
B -~ and MSC can and cannot do

MSC is your service provider - the organisation
that provides you with supports and with whom
you have the agreement

What is in the Service Agreement?

Information about supports MSC will provide
How and when you receive the supports

D How long you will receive the supports
Your rights and responsibilities

MSC's rights and responsibilities

Costs - The Service Agreements tells you

<=

How much your supports cost

<

When you pay

How to pay
You can ask another trusted person to help you
with the agreement and speak for you.

This could be a family member, friend or legal
guardian
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Together, you, your trusted person and MSC will:

Talk and listen to each other
And

Write the Service Agreement

When do you sign the Service Agreement?

Al After you and your trusted person are happy
%@ that the agreement meets your need.

After MSC agrees with what is written

When you sign the agreement it means you agree
to the supports MSC will give you and the rules
about how you are supported.

If you are unhappy with the supports you receive:

You can ask to change your supports or

m You can cancel your services with MSC

You will get a copy of the signed agreement

N
Don't forget to keep a copy in a safe place.

It is a good idea to have a copy of your NDIS Plan
when you talk about your Service Agreement.

The Service Agreement is a good way to make sure
you receive the services that are right for you.

o It is also a helpful way to make sure you have
—\~ - everything in writing if there are problems.

EASY READ HANDBOOK Multicultural Services Centre Page 5 of 9
Version 1, July 2025

Approval by: Manager, Disability Services/ Approval date: 16-7-2025/Date Published: 28/7/2025/File Number:DSP-MAN-019-01 /Date of Review: 28-07-2027



¢
EASY READ PARTICIPANT HANDBOOK Vll

MULTICULTURAL
SERVICES CENTRE

SUPPORT PLANS

Your Support Plan explains in detail your needs,

% preferences and goals
and

the supports you will receive

Your Support Plan will also explain:

j oy How you want the supports to be given

Your goals for each service

Any special needs you have

Tell your Service Coordinator how you would like to
be supported

They will include it to your Support Plan

MSC support workers can only help you according to
this plan

Your preferences and choices (and those of your

o 0 trusted person) are important when you and MSC are
putting together or reviewing your Support Plan

If your needs or preferences change, your Support

/‘ Plan will be updated
g , If you want to make any changes, please let your

Service Coordinator know.
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) aV0s { You have a right to have a copy of your Support Plan

Your Support Worker CAN

Cleaning:
Help sweep the floor
Help vacuum the floor
Help mop the floor
Help with your washing

Social Support:
Help with food shopping
Take you to your appointments

Personal Care:
Help you wash your hair
Help you brush your teeth
Help you get dressed

Your support worker CANNOT

Cleaning:
Help clear the gutters
Help clean the garden
Help clean windows
O Do your family’s washing

Social Support:
Take your family shopping
Take your family to their appointments

Personal Care:
Cut your nails
Give you a massage
Cut or colour your hair
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YOUR PRIVACY

We store information about you, such as:

Your name, address and phone number
@ People who you are close to (mum, dad, daughter,

son, etc.)

Details about why and how we are helping you

We are responsible for keeping your information safe.

We will keep your information safe.

We only share your information with the NDIS or
other government organisations when it is necessary.

We will always ask your permission to share your
information.

When asked to share your information you have the
O right to say No if you do not wish to

You have the have the right to see a copy of the
AN information we hold about you

i w
9, You also have the right to ask us to correct wrong or
@ incomplete information about you
U

If you want to see the information we keep about you
please ask your Service Coordinator
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YOUR RIGHTS

ome Our laws respect the rights of people with disability.
AT
L You have the same rights as everyone else.

You have a right to:
Feel safe in your home and everywhere else
Be treated with respect and dignity

Be part of your cultural community

Communicate in your language of choice
Practice your religion

Express your sexuality

You have the right to tell MSC:

What you want and when you want it

How you want things done

What type of support worker you want

You have a right to complain about the supports we give
you if you are not happy about them

You have a right to tell us if you wish to transfer to
another service provider

O We will follow your instructions, unless we feel that you

may get hurt. If that happens, we will talk to you or your
—QE‘P— trusted person about our concerns
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