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 Service Charter 
 We  ensure  that  the  intent  of  the  following  principles  is  implemented  in  the  course  of  service 
 delivery: 
 ▪  All people have the right to respect for their human worth and dignity. 

 ▪  All  people  have  the  right  to  be  free  from  discrimina�on,  abuse  or  neglect  and  receive  services 
 that respect and promote their legal and human rights. 

 ▪  All  people  have  the  right  to  full  par�cipa�on  in  society  equal  to  all  other  people,  according  to 
 their individual and cultural needs and preferences. 

 ▪  All people have the right to make their own decisions on how they live their lives. 

 ▪  All  people  should  be  able  to  access  or  be  supported  to  access  informa�on  on  their  rights  and 
 exercise them. 

 ▪  All  people  have  the  right  to  receive  services  that  maintain  the  privacy  of  their  personal 
 informa�on in line with relevant legisla�on. 

 ▪  Gender equality. 

 ▪  Ac�ve  partnerships  between  services  and  people  with  disability;  and,  where  appropriate,  their 
 families, friends, carers and/or advocates. 

 ▪  Our  “duty  of  care”  and  legislated  responsibili�es  for  par�cipant  safety  may  take  precedence  over 
 confiden�ality under certain circumstances (e.g. subpoena) 

 ▪  When  a  par�cipant  cannot  make  a  cri�cal  decision  without  assistance  about  their  best  interests, 
 the  family  may  provide  informal  support  to  make  the  decision.  Some�mes,  we  will  seek  guidance 
 and support from external agencies to assist with this process. 

 ▪  In  the  case  of  any  disagreement  about  what  cons�tutes  the  best  interest  of  the  par�cipant  or 
 par�cularly  cri�cal  decisions,  a  legally  appointed  guardian  with  the  specific  decision-making 
 func�on may be required to give or withhold consent. 

 ▪  Some�mes,  there  are  disputes  between  families,  legally  appointed  guardians,  and  service 
 providers  rela�ng  to  what  is  in  the  best  interests  of  par�cipants  who  cannot  make  decisions.  If 
 these  cannot  be  resolved  through  discussion,  and  a  decision  is  required,  it  will  be  made  by  the 
 legally appointed guardian with the specific func�on. 

 ▪  Families  and  carers  have  the  right  to  make  choices  and  be  involved  in  decisions  about  all  aspects 
 of services offered in cases where the par�cipant is a child. 

 ▪  Par�cipants  have  a  right  to  be  consulted  directly  about  decisions  that  impact  them  in 
 age-appropriate ways. 

 ▪  We  are  commi�ed  to  providing  each  person  using  a  service  with  informa�on  and  support  in  a 
 language  and  communica�on  method  that  enables  the  par�cipant  to  understand  and  exercise 
 their legal and human rights both within the service and in the broader community. 

 ▪  We  are  commi�ed  to  undergoing  further  training  and  training  for  poten�al  staff  on  the 
 importance  of  recognising  and  respec�ng  the  legal  and  human  rights  of  people  who  use  the 
 service. 

 ▪  We  are  commi�ed  to  undergoing  further  training  and  training  for  poten�al  staff  that  ensures  they 
 are  skilled  in  iden�fying  and  addressing  risk  factors  and  in  responding  effec�vely  and  proac�vely 
 to allega�ons of abuse or assault. 
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 Complaints Policy 
 We  are  commi�ed  to  managing  complaints  in  an  accountable,  transparent,  �mely,  direct  and 
 meaningful way. 

 We support and encourage the rights of our 

 ▪  par�cipants, 
 ▪  their families and carers, 
 ▪  advocates and 
 ▪  other stakeholders 

 to lodge and pursue any complaint about any aspect of the company or its opera�ons. 

 HWH is commi�ed to the following complaints management principles: 

 ▪  Assis�ng  people  to  make  a  complaint  in  whatever  way  is  meaningful  for  them  and  in  a  language 
 or communica�on method appropriate to the Par�cipant. 

 ▪  Complaints can be lodged without fear of retribu�on. 

 ▪  Protect the confiden�ality and privacy of complainants. 

 ▪  Complaints are assessed fairly, objec�vely, and professionally. 

 ▪  Openness and accountability. 

 ▪  Complaints are resolved promptly. 

 ▪  Ensure the applica�on of procedural fairness and natural jus�ce for all involved. 

 ▪  Encourage the development of harmonious partnerships. 

 ▪  Integrate  complaint  informa�on  into  the  organisa�on’s  improvement  process.  We  expect  that 
 most  complaints  or  feedback  will  be  able  to  be  addressed  and  responded  to  by  the  people 
 directly involved or at a service and/or Manager. 

 However,  where  complaints  require  inves�ga�on  or  more  formal  review,  we  will  ensure  that 
 sufficient  resources  are  allocated  to  ensure  that  complaints  are  proficiently  managed  and 
 inves�gated.  We  will  only  assign  suitably  skilled  professionals  to  analyse  and  manage  complaints.  If 
 required, we will refer to or seek guidance from external agencies, such as the Ombudsman. 

 Management Stages 

 1.  Acknowledgment of receipt of the complaint 

 2.  Complaint assessment. 

 3.  Inves�ga�on of the complaint. 

 4.  Complaint response. 

 5.  Communica�ng the decision; and 

 6.  Complaint closed. 

 Making a Complaint. 

 An easy way to file a complaint is to fill out our Complaints Form  at  h�ps://bit.ly/HWHComplaints 
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 Incidents Policy 
 As  part  of  our  commitment  to  the  highest  levels  of  support  for  you,  we  wish  to  be  con�nually 
 informed of any incidents where you or someone you observed 

 ▪  may be put at risk 
 ▪  got hurt or had a “near-miss” 
 ▪  something happened that made you feel uncomfortable 

 We  are  commi�ed  to  responding  to  any  incident  raised  in  an  accountable,  transparent,  �mely  and 
 direct way. 

 We support and encourage our 

 ▪  par�cipants, 
 ▪  their families and carers, 
 ▪  advocates and 
 ▪  other stakeholders 

 to lodge and pursue any observed or experienced incident rela�ng to any aspect of your service. 

 HWH is commi�ed to the following management principles: 

 ▪  Assis�ng  people  to  report  incidents  in  whatever  way  is  meaningful  for  them  and  in  a  language  or 
 communica�on method appropriate to the Par�cipant. 

 ▪  Incidents can be lodged without fear of any nega�ve consequences. 
 ▪  Help you to appoint an advocate to support you 
 ▪  We protect the confiden�ality and privacy of those that bring the incident to our a�en�on. 
 ▪  Incidents are assessed and resolved speedily, professionally and objec�vely 
 ▪  We  integrate  any  incident  reported  into  our  improvement  process.  We  expect  that  most 

 incidents will be able to be addressed and responded to by the people directly involved or by us. 

 Some  incidents  require  further  inves�ga�on  or  more  formal  review  to  prevent  reoccurrence.  We 
 will  ensure  that  sufficient  resources  are  allocated  to  ensure  that  they  are  proficiently  managed  and 
 inves�gated  and  will  only  allocate  suitably  skilled  professionals  to  inves�gate  and  manage  such 
 incidents. 

 Management Stages 

 1.  Confirming receipt of the Incident Report 

 2.  Incident assessment. 

 3.  Inves�ga�on of the Incident. 

 4.  Incident response. 

 5.  Incident resolu�on no�fica�on; and 

 6.  Incident closed. 

 Report an Incident 

 An  easy  way  to  report  an  incident  that  you  experienced  or  a  complaint  is  to  fill  out  our  Incident 
 Report at  h�p://bit.ly/HWHIncidents  . 
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 Par�cipant’s Rights and Responsibili�es 
 Par�cipants have the right to 
 ▪  Respect their human worth, dignity, and privacy 
 ▪  Par�cipate fully in the life of their community 
 ▪  Be  informed  about  available  services/programs  provided  by  HWH  and  how  to  par�cipate  in  and 

 contribute to the decision-making 
 ▪  Have services and supports to match their ongoing needs and goals 
 ▪  Have services and supports provided by appropriately qualified employees 
 ▪  Be consulted about their needs and preferences 
 ▪  Request to have their service provider changed 
 ▪  Involve an advocate of their choice 
 ▪  Have someone to speak on your behalf 
 ▪  Have  control  over  their  own  lives  and  have  a  say  in  the  provision  of  services  that  affect  them 

 including  par�cipa�ng  in  decisions  concerning  the  type  of  support/assistance  provided  and  the 
 way it is provided. 

 ▪  Appropriate support/assistance that is flexible in response to their changing needs and priori�es. 
 ▪  Access  to  quality  services  irrespec�ve  of  sex,  race,  ethnicity,  culture,  language,  religion,  marital 

 status,  disability,  sexuality,  or  age  and  in  a  language  or  communica�on  method  that  suits 
 everyone. 

 ▪  Expect  support/assistance  that  is  reliable,  of  high  quality,  and  culturally  and  linguis�cally 
 relevant. 

 ▪  Privacy and confiden�ality. 
 ▪  View  any  informa�on  about  them  held  by  us  in  their  files  (and  to  amend  any  incorrect 

 informa�on). 
 ▪  Express  grievances  and  seek  redress  without  fear  of  it  affec�ng  decisions  rela�ng  to  the 

 assistance they receive and be supported where necessary through this process. 
 ▪  Have  complaints  or  grievances  about  service  provision  heard  and  dealt  with  fairly  and 

 objec�vely. 
 ▪  Refuse a service/support (and refusal should not prejudice their future access to services). 

 Par�cipants accessing our support have a responsibility to 
 ▪  Respect our staff, volunteers and other people using the service, their families, and carers. 
 ▪  Respect the rights of others, including their rights to confiden�ality and privacy. 
 ▪  Inform us of all support needs. 
 ▪  Inform us of any health, behavioural or well-being issues. 
 ▪  Proac�vely  par�cipate  in  developing,  implemen�ng  and  reviewing  person-centred  support  plans 

 and schedules. 
 ▪  Communicate any changes in circumstances and/or needs. 
 ▪  Promptly pay any fees. This generally only applies to self-managed Clients. 
 ▪  Inform us as early as possible when support is not required. 
 ▪  Act in a way that respects the rights of other Par�cipants, our employees, and partners. 
 ▪  Take responsibility for the results of any decisions they make. 
 ▪  Seek a fair resolu�on of any complaints. 
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 Personal Informa�on and Privacy 
 ▪  We collect your personal informa�on to provide the required services. 
 ▪  This  includes  your  contact  and  personal  details  and  informa�on  about  your  health,  housing,  and 

 social situa�on. 
 ▪  It  may  also  include  photographs  and  video  from  �me  to  �me  to  provide  you  with  the  appropriate 

 level of Care Management, Services and/or equipment. 
 ▪  You can choose  what informa�on you provide to us. 
 ▪  We  keep  your  informa�on  confiden�al  and  will  not  disclose  your  informa�on  to  people  outside 

 the organisa�on, except where you have provided consent or we must do so by law. 
 ▪  On  occasions,  we  may  need  to  disclose  personal  informa�on  to  other  organisa�ons  or 

 individuals.  For  this  to  occur,  we  will  need  your  consent  to  disclose  your  details  to  external 
 people or agencies. 

 ◻  For  the  provision  of  certain  services  (e.g.  {Die�cians  and  Physiotherapists),  we  engage  the 
 relevant  exper�se  for  the  appropriate  delivery  of  these  services  and  are  permi�ed  to  share 
 this informa�on. 

 ◻  Where  addi�onal  needs  are  iden�fied,  we  will  discuss  these  with  you  and  seek  your 
 addi�onal consent to release the relevant informa�on. 

 ◻  We  may  also  seek  your  addi�onal  consent  to  involve  external  people  or  prac�ces  in  the 
 assessment and management processes. 

 ◻  Other details may be disclosed where we are required to do so by law. 

 ◻  You  may  also  be  more  specific  about  what  informa�on  you  do  not  want  to  be  shared  by 
 comple�ng the following details 

 Type of Informa�on: 
 (if not in the list, add the informa�on you mean) 

 Not to be shared with: 
 (e.g my brother Jim, my Parents, my Carer etc.) 

 All or any 

 Agreements 

 Assessments 

 Pictures or Photographs 

 Medical Details 

 ... 

 ... 

 ... 

 When  addi�onal  requests  for  providing  informa�on  are  being  made,  we  will  seek  your  consent  for 
 each  instance.  This  will  be  through  a  “  Consent  to  Share  Informa�on  ”  form,  which  will  only  exist  for 
 that request. 
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 Medica�on Responsibility 
 Please �ck whichever direc�on is appropriate: I confirm that I, 

 ◻  take personal responsibility for the self-administra�on of the medica�ons listed following. 

 ◻  wish  the  visi�ng  ⬜  Nursing  Service  ⬜  Allied  Health  Professionals  to  take  responsibility  for 
 administering medica�ons. 

 ◻  as  a  rela�ve  or  advocate  for  the  above  par�cipant,  take  responsibility  for  administering 
 medica�ons. 

 ◻  wish HomeWise Health to be responsible for administering all medica�ons via a Webster Pack. 

 Authority for Ou�ngs 
 I give permission for the Carer, Registered Nurse or Manager to take me, when requested. 

 ▪  If the Carer’s vehicle is used (in place of the par�cipant’s vehicle), a travel record must be kept. 

 ▪  A rate of $0.95 per kilometre will be charged, or as otherwise specified in the Service Agreement, 
 and the carer will be reimbursed upon submission of the appropriate documenta�on. 

 Our Advocacy Commitment 
 HWH  is  commi�ed  to  ensuring  that  all  incidents  and  complaints  are  resolved  to  our  client's 
 sa�sfac�on  and  providing  the  necessary  support  to  resolve  the  problem.  Where  a  client  does  not  feel 
 able  to  express  their  concern  adequately  or  is  perhaps  in�midated  by  the  process,  HWH  is 
 commi�ed to suppor�ng the use of an advocate to express their wishes and to act on their behalf. 

 ▪  We are commi�ed to your right to be supported by an advocate. 

 ▪  HWH will support you if you choose to self-advocate, change advocates, or withdraw their 
 authority for an advocate. 

 ▪  if you need an advocate and a family or carer cannot provide it, we will a�empt to introduce an 
 advocate chosen by you. 

 ▪  if you request one of our carers to be an advocate, their authority to act is recorded along with 
 the issues important to you and your goals. 

 ▪  We will work with the advocate chosen by you and involve the advocate in all areas of your 
 service planning and decision-making. 

 ▪  We will document whenever an advocate assists you. 

 To learn more about the role of advocates, your right to use advocates and advocacy services, and 
 how to contact and involve advocacy agencies go to  h�p://bit.ly/HWHAdvocacy  . 
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 Consents 

 Document 
 Reviewed/ 
 Explained 
 (please �ck) 

 Service Charter  ◻ 

 Complaints Policy  ◻ 

 Incident Repor�ng  ◻ 

 Rights and Responsibili�es  ◻ 

 Personal Informa�on and Privacy  ◻ 

 Medica�on Responsibility  ◻ 

 Authority for Ou�ngs  ◻ 

 Our Commitment to Advocacy  ◻ 

 Checklist 
 To  ensure  the  person/person’s  authorised  representa�ve  can  make  an  informed  decision  about 
 consent to the sharing of informa�on as detailed above, the worker/prac��oner should: 

 (please �ck each when completed) 

 ◻  Discuss  with  the  par�cipant/nominee  the  proposed  sharing  of  informa�on  with  other 
 services/agencies. 

 ◻  Explain  that  the  par�cipant’s  informa�on  will  only  be  shared  with  these  services/agencies  if 
 the  person  has  agreed  and,  when  referring,  advise  whether  referral  for  service  can  s�ll 
 proceed if the person does not want the informa�on disclosed. 

 ◻  Provide  the  par�cipant/nominee  with  informa�on  about  rights  and  responsibili�es,  including  a 
 copy of the Services Charter and Feedback form. 

 ◻  Provide the par�cipant/nominee with a copy of this form if requested once completed. 

 Policies & Consents  25  th  Sepetember 2022  Page  9  of  10 



 Wri�en 
 The  worker/prac��oner  has  discussed  how  they  will  work  with  me  in  delivering  my  support  and 
 other  services,  the  documents  indicated  above  and  how  and  why  certain  informa�on  about  me  may 
 be shared to assist in that delivery. 

 I  understand  our  mutual  rights  and  responsibili�es  and  give  my  consent  for  my  relevant  informa�on 
 to be shared as appropriate to the delivery of the services outlined in the Service Summary. 

 Applicant/Par�cipant Name: 

 Applicant/Par�cipant Signature:  _______________________________________________________ 

 Date:  ___ /___ / ____ 

 or 

 Verbal 
 I  have  discussed  with  the  person  /  the  person’s  authorised  representa�ve  the  documents  indicated 
 above,  our  mutual  rights  and  responsibili�es  and  why  and  how  any  informa�on  gathered  may  be 
 shared to support the delivery of the services indicated in the Service Summary. 

 I  am  sa�sfied  that  this  has  been  understood  and  that  informed  consent  for  the  informa�on  to  be 
 shared as detailed above, has been given. 

 Worker/Prac��oner Name: 

 Posi�on:  Disability Care Manager 

 Worker/Prac��oner Signature:  ____________________________________________________ 

 Date:  ___ /___ / ____ 
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