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1. About Heart Wing Supports
Who we are

Heart Wing Supports is an NDIS provider in Weste

I t i s Kimtendebspn.

We help people with disability to:
f Build confidence
T Become more independent
f Learn new |ife skills
1 Reach their personal goal s
1 Get through | ife changes

What supports we provide

We help with:

Life planning and goal setting
Building everyday skills
Emoti onal and mental wellbeing support

Coaching and mentoring

Connecting to community and services
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Support during difficult |ife changes
We do not provide:

f Therapy or psychology

f Medical or clinical treatment
1 Behaviour support plans

1 Restrictive practices

I f you need these, we help you find the right pr

Our Mission (Why we exist)

We support people with disability to:
T Build confidence
T Grow independence



19 Make their own choices
T Live a meaningful i fe
We wal k beside you during |ife changes.

Our Vision (What we want)

We want every person to feel

T Safe
f Heard
1 Respected
f Supported
1 Abl e to grow and thrive
Our Values
We believe in:
1 Respecti Your identity and choices matter
1 Honestyi We are open and truthful
f Privacyi Your information is protected
1 GrowthiLearning and i mprovement matter
! Qualityi We f oll ow NDI S best practice
7 Individual supporti Ever yone is different
1 Safetyi Emoti onal, cul tur al and physical safety
7 Lived experiencei Under st anding through real i fe

Who runs Heart Wing Supports
Kim Henderson is responsible for:
f Your support
Safety and quality
Compl aints and incidents
Records and privacy

Ri sk and i mprovement

=A =4 =4 =4 =4

Service planning and revi ews

Heart Wi ng Supp osoléetsader @neprovideg.nt | y a



Our Promise to You

N We f ol INDI® Practice Standards
NWe f ol INDI® Cddé af Conduct
NWe r es pehumanyightsr

N We f oc us safety arydawellbeing

NWe | isten and i mprove through feedback

About this Guide

This guide expl ains:

T Your rights

f How we support you

T How we Kkeep you safe

9 How we protect your privacy

f How we i mprove our services

This document is reviewed every year.

Section 2 — How Heart Wing Supports is Run
(Governance & Safety Systems)

Who is responsible

Kim runs Heart Wing Supports
Kim is responsible for:

f Making sure supports are safe
Foll owing NDIS rul es
Managing risks
Handling complaints and incidents
Keeping records safe

|l mproving services
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Protecting your ©privacy

Heart Wing Supponostaff. currently has

Our promise about safety and quality

NWe make ethical decisions
NWe foll ow NDIS rules



NWe respect participant rights
NWe keep clear records
NWe try to improve all the ti me

How we manage documents
We keep documents organised and up to dat e.
This includes:

Version numbers
Approval dat es

Review dates
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Ol d versions safely stored

Only Kim can approve official document s.



How we improve our services

© rocr ©

We use a simple i mprovement cycl e:
1.Listenif eedback, compl aints, i ncidents
2.Planideci de what to i mprove
3.Doimake the change
4 .Checkisee if it worked
5. Improveikeep | earning

We review services regularly.



How we manage risks
A risk is anything that could cause har m.
We manage risks by:
Finding risks early
Checking how serious they are
Reducing or removing risks

Recording risks in a register
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Reviewing risks regularly

Types of risks we watch for

§ Participant safety risks
Unsafe environments
Wor king alone risks
Privacy ri sks

Business disruptions
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Documentation mistakes

| f a ri sk i simmediatelyo u s , we act

Conflicts of interest (being fair)

A conflict means something could wunfairly influe
We avoid conflicts |ike:

1 Supporting close family members

T Financi al relationships

1 Favouring one provider only

1 Accepting | arge gifts

Participant s €ddhttachesosehproviderst h e



Your privacy and information safety

We protect your information.
We :
T Follow privacy | aws
i Ask consent before sharing info
f Store records securely
1T Use pasprwotredct ed systems
f Limit access to information
1 Report any data breaches

How we check our quality

We regularly review:
Every year

Policies

Ri sks

I ncident s

Compl aints

Participant outcomes
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Privacy
Every few months
T Participant files
T Quality and risks
After any incident
f I mmedi ate review
T Fix probl ems

T | mprove systems



Section 3 — Your Rights and Responsibilities

(Your voice, choice and safety)

Your Rights

You have rights when you receive support.
You have the right to be treated with respect

Be treated kindly and fairly

!

1T Be respected for who you are

f Have your culture, identity and beliefs resp:
il

Make your own choices

You have the right to make decisions (choice and control)

1 Be involved in all/l decisions about your | ife
T Choose your supports

T Choose your provider

T Change providers if you want

1T Sayeso mo

You are in charge of your |ife.



You have the right to be safe

A

You have the right to:

i Feel safe physically and emotionally
T Be free from abuse, harm, bullying or negl ecHt
1T Speak up i f something feels wrong
1 Have concerns taken seriously
We wi | | act quickly if safety is at risk.

You have the right to privacy
Your personal information must be protected.

You have the right to:

19 Keep your information private

f Know how your information is used

1 Say yes before information is shared
1 Ask to see your records

10



You have the right to quality supports
Safe and professional support
Honest and clear communicati on

Reliable and respectful service
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Supports based on your goal s

You have the right to communication that works for you

f

We wi | | communicate in ways that suit you:
1 Simple | anguage
T Visual supports
T Written informati on
f Extra time to process
19 Repeating or explaining differently

You wi ||l be supported to understand and make dec

You have the right to complain or give feedback

You can:

Give feedback anyti me

Make a complaint safely

Be |listened to respectfully

Use an advocat e

=A =4 =4 -4 -4

Not be treated badly for speaking up

11



You have cultural rights

f Your culture must be respected

f Your identity must be respected

f You must feel included and safe

f You can involve family or community
This includes:

1 First Nations peopl e
1 CALD communities

T LGBTQI A+ people

Rights for children and young people
Children and young people have the right to:
1 Be safe
T Be heard
1 Get -apgpropriate support
il

Have family involved when appropriate

12



Our Responsibilities (Heart Wing Supports)

O
O

We promise to:

f Treat you with respect
Support your choices
Keep you safe
Protect your privacy
Listen and respond
Be honest and cl ear

Foll ow NDIS rul es
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Act quickly if concerns arise

Your Responsibilities (Working Together)

You motferced, but these help supports work wel
f Treat your support person respectfully
f Communicate your needs and concerns
T Let us know if plans change
T Be involved in your support planning
il

Respect safety and boundari es

13



Supported decision-making

You have the right to make your
We can help you:

f Understand informati on

T Think about options

f Understand risks

f Communicate your <choice
You are all owed to:

T Try new things

T Make mistakes

T Learn from

Thi s

experience

i dlignityadf fisk.d

Advocacy (Someone who supports your voice)

own

You can have an advocate anyti me.
An advocate can help you:

T Understand your rights

1 Speak up

1 Make compl aints

T Make decisions
We can help you find an advocate

Section 4 — How Your Supports Work

This section explains:

f How to start supports

f How we plan your supports

9 How we help you build skills
T Reviews and changes

T Crisis and transition support
f Communication and accessibildi

i f

ty

you

deci sions.

want .

14



Starting Supports (Getting Help)

You can start supports by:

f Contacting Heart Wing Supports
T Being referred by a Support Coordinator
i Being referred by a service or organisation
f§ Contacting us yourself
We wi ||
1. Talk with you about your needs
2.Check if supports fit your goal s
3.Complete an intake form
4 . Ask for consent
5.Create a Service Agreement
6.Start planning supports

Understanding Your Needs

We | earn about you so supports match your |ife.
We talk about:

Your goals and hopes

Your strengths

Things that are hard right now

Supports you already have

Ri sks and safety
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Communi cation needs

15



il

Thi s

Cul ture

Your Support Plan

Your
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Support

an

Your goal s

d pre

ferences

i withyom,n enot for you.

Pl an

What supports vy

How we w
Ri sks an
Wh a't hel

When we

il
d
ps

| sup
saf et

when

expl ains:

ou want
port you
y plans

you feel

review your plan

You help create your plan.

You receive a copy.

stressed

16



How we support you

We p r ccapacityebuilding supports.

This means
We may support you with:

Pl anning and |
f Setting

T Planning

hel ping

goal s

you grow skills and independe

e direction

changes

T Problem solving
Skill building

f Routines

f Confidence

9 Decision making

f Emotional
T Organisation
Communi ty
T Finding
T Connecting
T Building
Coaching and
f Encouragement
T Emoti onal
f Motivation
GCrisis and
T Support
1 Safety

f Shotrdrm extr a

and ti me

wi t h

adjust ment

during

regul ati on

skills

connecti on

services

communi ty

rel ationships

mentoring

support

support

big |Iife changes

pl anning

support

17



Supports for psychosocial disability
Some people experience ment al health chall enges.
We support using:

Tr awimaf or med car e
Respect and safety
Choice and contr ol

Stredhagsled approach
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Recovery focus
We help build:
Emoti onal skills

I ndependence

Confidence

!
!
f Routine
il
1 Resilience
!

Soci al connecti on

Progress notes (recording your support)

After each support session, we record:
T What support was given

T Progress toward your goal s

f Any concerns or risks

1 What happens next

This helps keep supports safe and effective.

18



Reviewing your supports

We

revi e

-Ill ".‘

W your supports:

T Everig Bont hs

your needs change
you ask

about :

i s working

is not working

progress

Changes needed

T When

T When
We tal k

1 What

1 What

f Your

1 New goal s
il
Your

pl an can change anyti me.

Transition or ending supports

Supports

f
f
f
f
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You r
You ¢
Your
You d
wi ||
Tal k
Gi ve
Hel p
Provi

Provi

may end when:

each your goal s

hoose another provider
needs change

ecide to stop

with you first

noti ce

you transition

de referrals if needed

de records if requested

19



Continuity of support (keeping support stable)

I f something changes (illness,
T Tell you early
§ Offer new ti mes
T Support safe transitions
T Keep communication clear

emergency,

20

et

Cc .



Communication and accessibility

®O®H»ODU

We communicate in ways that suit you:

T Pl ain English

T Visual supports

f Text or written communication

f Advocates

9 Family or cultural support

T Interpreters if needed

You wi ||l be supported to understand and be heard

21



Section 5 — Feedback, Complaints and Incidents
(Your voice, safety and protection)
This section explains:

How to give feedback

How to make a compl aint

il
il
T What happens when something goes wrong
f What an incident is

il

How we keep you safe

[

O @ O
OO 6.8 .

Giving feedback

22



t s.

Feedback helps i mprove suppor
You can:

1 Say what vyou 1ike

1 Say what could be better

f Share ideas

1 Give compliments
You can give feedback anyti me.

Making a complaint

You have the right
You can compl ain:

1 By phone

i By emai l

T I n person

T I'n writing

T Using a form

f Through an
We will help you
Yo u ot be treated badly f o r

t o

advocat e

f you need

compl aining.

compl ain

support

safely.

t

o

compl ain

23



External complaints (NDIS Commission)

I f you are not satisfied, you can contact:

NDIS Quality and Safeguards Commission
1800 035 544
WWw. ndi scommi ssion. gov. au

You can use an advocate to help you.

What happens after a complaint

We follow clear steps:
1 .Listend we acknowledge within 2 business days
2 . Recordd we document safely
3 .Reviewd we understand the issue
4 Respondd usually within 14 days
5 . Resolveorescalatei f needed
6 .lImproved we | earn from compl aints

What is an incident?

An incident is when something goes wrong.
An incident may include:
Someone is hurt

Someone feels unsafe

il

il

T A safety risk occurs

f A privacy issue occurs
!

Somet hing serious happens during support

24


http://www.ndiscommission.gov.au/

What happens if an incident occurs

We take incidents seriously.

Steps we foll ow:

1. Make sure you are safe

2. Provide support or first aid if needed

3.Call emergency services if needed

4 Record what happened

5.lnform you (and support people if appropriat
6. Review the situation

7.Reduce future risks

8.Foll ow up with you

Serious (Reportable) Incidents

Some incidents must be reported to the NDIS Comn
These include:

9 Death of a participant

f Serious injury
T Abuse or negl ect
f Sexual mi sconduct
f Unl awful <contact
We must report these quickly and follow NDIS rul

25



If an incident shows a new risk

We may:
f Update your Support Pl an
1 Update safety strategies
T Add to Risk Register
T Adjust supports
T Provide extra support
f Review communication methods

Open and honest communication

I f something goes wrong, we wil
1 Be honest
1 Explain what happened
1T Support you
T Explain how we wil/ prevent

Advocacy during complaints or incidents

You can use an advocate anyti me.

Especially if:
T You f eel unsafe

T You are making a complaint
T You need help understanding
ll

You f eel unheard

it again

deci si ons

We can help you find an advocate.
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Records of complaints and incidents
We safely record:
T Compl aints
f Incident reports
f Actions taken
f | mprovements made

Records are kabldastZgears.r el y f or

Section 6 — Safety, Risk and Work Health
(Keeping you safe during supports)

This section explains:

f How we Kkeep supports safe

1 Safety in homes and community

1 What happens in emergencies

f Behaviour and distress

f Travel and transport safety

T Crisis and ment al health support

27



Our safety promise

zuﬁwx

We work safely to protect:
T You
T Your well being

f The support environment

Check ri sks
Foll ow safety procedures
Respond quickly in emergencies

Work within safe |imits
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Keep i mproving safety

Lone worker safety (when support is 1-to-1)

Supports are oftteeme.provided one

To keep everyone safe, we:
T Pl an supports carefully
T Watch for risks
T Use safe communication
9 End sessions if wunsafe
T Follow safety procedures



Safety in your home or community

X

e
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R N f

We check for safety risks such as:

T Unsafe wal kways
1 Aggressive behaviour nearby
f Unsafe ani mal s
§ Drugs or alcohol risks
f Poor lighting or heat
f Unsafe environments
I f something is unsafe, we may:
T Tal k with you
T Change the environment
f Move the session
f End the session if needed

Personal safety and boundaries
Safety includes emotional and professional Dbouno
We wi | |

19 Stay calm and respectful

f Maintain professional boundari es

T Work within support scope

29



f Avoid unsafe situations

f Use safe communication
Participants are expected to:

1T Be respectful

f Maintain safe environments

1 Respect boundaries

Travel and transport safety

o O

Car Safety

When transport is part of support:

f Travel must be safe

1 Consent must be given

T I't must be part of your Service Agreement
I f an accident occur s:

i Emergency procedures are foll owed
T I nci dent is recorded

19 Relevant people are notified
If distress or behaviour changes
Heart Wi ng S nqgtgse restrictivd practices.
I f distress occur s:
We stay calm

Use -edsecal ati on
Of fer breaks and choices

End session if unsafe

= =2 =4 =4 -4

Follow incident procedures

30



I f behaviour risks continue:
1 Update support plan
T Adjust supports

T Refer to other services | f needed

Emergency response

=}
MR

-]
<&
o
0
o

1S
&
=|
| ® @

S -
505 ZL Dy

I n an emergency we:

UE
9

1. Ensure safety
2.Cabo0i f needed
3.Foll ow emergency instructions

31



4 Record the incident
5.1lnform relevant peopl e

6 . Review and i mprove safety

Mental health crisis support

I f someone is in crisis:

f Stay cal m

f Support grounding

1 Encourage use of <c¢crisis plan

f Contact crisis services or 000 if needed
9 Document and follow up

Support services may include:

9 Lifedlihell 14

i BeyondoBIB3W® 22 4636

1 Ment al Heal th Emergency Response Line
f Emergency services

Continuity of supports (when disruptions happen)

Sometimes disruptions happen (illness, emergency
We wi ||

T Tel l you early

1 Of fer rescheduling

i Provide referrals if needed

f Maintain communication

1 Restore supports as soon as possible

32



Section 7 — Workers and Professional Standards
(Safe, skilled and respectful support)
This section explains:

Who provides your supports

1
T Worker safety and checks
f Training and quality

1

Professional behaviour and boundari es

Who provides your supports

Heart Wing Suppor toneprovidere—Kiment |l y run by
Thi s means:

9 Kim provides all supports

T There are currently no staff

T I'f staff are added in future, safety rules wi

Worker safety and checks

To keep participants safe, workers must have:
T NDI'S Worker Screening clearance
T Working With Children Check (i f supporting cl
19 Relevant checks and qualifications

Kim holds a valid NDIS Worker Screening clearanc

33



If workers are added in the future

Al'l future workers must:

T Be screened for safety

1 Be suitable and qualified

f Foll ow NDIS Code of Conduct

19 Respect participant rights

T Follow Heart Wing Supports policies
No worker can start wuntil safety checks

Training and learning

Wor kers must:

a

f Complete NDIS Quality, Safety and You
f Maintain skills

9 Foll ow safety and complaint procedures
f Understand privacy and confidentiality
1 Use t rianufroar med practi ce

Training is recorded.

Professional behaviour

We must al ways:

Treat you respectfully

Mai ntain clear boundaries
Communicate professionally
Protect your privacy

Foll ow NDIS Code of Conduct
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Provide safe, ethical support

34
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I f behaviour is unsafe or unprofessional, acti on

Professional boundaries

To keep supports safe:

Rel ationships must stay professional
No personal or romantic relationships
No | oans, gi fts, or financi al i nvol vement

No services outside scope

=A =2 =4 -4 -4

Privacy must always be respected

Self-care and safe practice (provider safety)
Because there is one provider, maintaining wellob

We ensur e:

f Safe workl oad

f Good ment al heal th

1 Rest and fatigue management

T Professional supervision if needed
T Work/1life balance

This helps keep participants safe.
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Insurance and safety

Heart Wing Supports maintains:

f Public Liability I nsurance

T Professional I ndemnity I nsurance

This protects participants and the provider.

Section 8 — Privacy and Confidentiality

(Protecting your personal informati on)

This section explains:

f What information we coll ect

1 Why we collect it

f How we protect it

f When we share information

f Your rights about your information

Your privacy matters

We protect your information by:
9 Foll owing privacy | aws
1 Asking your consent
i Keeping information secur e
f Only collecting what we need
f Only sharing when all owed

36



What information we collect

We

We

may coll ect:
Personal informati on
T Name

§ Date of Dbirth

f Contact details

T Emergency contacts
f Cultural identity
NDI'S information

f NDI'S number

T Goal s

T Support needs

f Service agreements

Sensitive

f
f
f

Records

f
f
f
f

Ment al he
Safety ri

Il nf or mat.

Progress
Il nci dent
Communi ca
Review no

only <col |l

nf or mat i

al th

s ks

i nfo

on shared

not e
repo
tion
tes

ect

How we collect information

We

may col |l e
I ntake fo
Conversat
Email s or
Referrals

Observati

ct i
r ms

i ons

created du

S

rts

ring

on

(only if

(relevant to

during sessi

support

records

information needed

nformation through:

messages

(wi

ons

th your

dur i

ng

consent)

support

t

ons

(0]

needed)

supports)

support
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Why we collect information

We collect information to:

T Provide safe supports

T Understand your needs and goal s

T Pl an and review supports

f Manage risks

T Meet NDIS requirements

i Keep accurate records
Consent (your permission)

X X

We ask your consent before:

T Collecting information

f Sharing information

1 Contacting others

T Transport

T Photos or recordings

Consent

1
1
1
f

You

Your

mu st be:

choice

Il nf or med

Speci fic

Written or recorded

c

an

withdraw

consent

anyti me.
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Sharing information
We only share information:
NWith your consent
Ot her providers
Support coordinators

1
1
9 Family or carers (i f approved)
f Medical services

1

Advocat es

"z
2

thout consent only when required by | aw

Serious safety risk

1

f Court order

i Reportable incidents
1

Legal requirements

We inform you whenever possible.

How your information is stored

We store information securely wusing:
Passwormralt ected systems

Encrypted cloud storage

il
il
f Limited access
f Locked devices
ll

Locked cabinet for paper files

Only the provider can access your information.
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How long we keep your information

We keep records:
1T 7 years after supports end (adults)
1 7 years after a child turns 18

After this, records are securely destroyed.

Your right to access your information

You can:

1 Ask to see your information
T Ask for corrections

f Ask how information is wused
T Ask for a copy of your file

We respon3f@days. t hi n

Privacy breaches
A privacy breach may include:
f Lost records
T I'nformation shared wrongly
f Unauthorised access
f Data breach
I f this happens, we:
.Act quickly
.l nvestigate

1
2
3.l nform affected peopl e
4 Report if required

5

. mprove systems
Privacy complaints

You can complain about privacy to:

T Heart Wing Supports

T Of fice of the Australian I nformation Commi ssi

Complaints follow the nor mal compl aints process.

40



Section 9 — Records and Information Management

(How we

This sec

=A =A =4 =4

Wh a't

safely keep your information)

ti

on explains:

records we keep

Why records are i mportant

How records are stored safely

Your

rights to access records

Why we keep records

We

/.

records t o:

(0]

keep

Provide
Track vy
Meet NDI
|l mprove
Keep ac

c

What records we keep

Participant records

1
f
f
f
f

Il nt ake

Consent

Service
Support
Ri sk as

f

S

safe supports
ur progress
S rul es
services

urate informati on

or ms
f or ms
agreement s
pl ans

essments (i f needed)
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il

Progress n
Communi cat
Il ncident r
Review not

Exit s umma

Organisation records

T Compl aints
f Incident r
T Risk regis
T | mprovemen
T Policy doc
Administrative records

f I'nsurance

T Billing re
T Registrati
T Training r

e

gi st

er

ecords

S

ster

er

register

me nt

S

ocument s

ords

n document s

(i f

cord

Progress notes (after each support)

Progress

=A =4 =4 -4 -4

notes record:
What support was
How it relates to
Your progress

S

O
0-

Any concerns or

Next steps

r

staff i

provided

your

s ks

goal s

n

future)
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Notes must be:
Written the same day
Cl ear and factual

Respect ful

= =2 =4 =4

Accur at e

Communication records

We record i mportant communication such as:
1 Phone calls
T Email s
T Texts
§ Coordination with other services

Only important information is recorded.

How records are stored safely

We store records securely wusing:
1 Passwmwpmralt ected devices
f Locked screens

1 Secure backups
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How long records are kept

We keep records:
1T 7 years after support ends (adults)
1 7 years after a child turns 18

After this, records are securely destroyed.

Your right to access records

You can:

Ask to see your records
Ask for corrections

Ask how records are used

=A =2 =4 =4

Ask for a copy

We respond within:
T Acknowl edgwimemitn 7 days
T Full r @swiotnhsien 30 days

Sharing information

We only share information:
f With your consent
1 For safety emergenci es
T When Il egally required

All sharing is recorded.

File audits (checking quality)

We regularly check records to ensur e:
Records are compl ete

I nformation is accurate

Supports match goal s

Safety is maintained

44



Section 10 — Service Agreements and Billing
(Understanding your agreement and costs)

This section explains:

1 What a Service Agreement 1is
f What is included

f How billing works

f Travel and cancell ations

1 Changes and ending supports

What is a Service Agreement

(L M

A Service Agreement is a written document that e
f What supports you receive
T Your rights and responsibilities
f Costs and billing
f How to make changes
f How to end supports

The agr ee meyouandthe pravidér.s
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Our promise about Service Agreements

We make sure:

You receive a written agreement before suppor
The agreement is explained clearly

You understand before signing

You can involve family, carer s, or advocates

=A =4 =4 =4 =4

You can change or end the agreement anyti me

What is included in your Service Agreement
Your supports
9 Type of support (Life Stage [/ Transition)
T Where and how supports happen
1 Scheduling and availability
!

Goal s and focus areas

Rights and responsibilities
T Your rights
T Provider responsibilities
1 Safety expectations
!

Professional boundari es
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Costs and billing

l ncludes:

f Hourly rate (within NDIS Iimits)
T Travel (i f agreed)

T Nodi#i a¢«¢eé ace supports

§ Cancellation rules

f How invoicing works

Communication and contact
f Your preferred communication method
1 Emergency contact

T Provider cont act

Changes and reviews
f How to request changes

f When reviews happen

Ending the agreement
T Notice period
T Your right to change providers

f§ Situations where supports may end



Complaints and feedback
T How to

f External

Explaining the agreement
We wi | |
Use cl ear
Answer

Support

= =2 =4 =4

Provide a
I f you cannot
Changing the agreement
An agreement
T Your goal s
f Your needs
T Pricing
T You reques

1.Di scuss

2.Update doc

your

rul es

compl ain

options

( NDI'S Commi ssi on)

| anguage

guest

copy

sign,

may c¢cha
change

change

t chang

changes

ument

3.Get consent

4 Provide ne

Ending supports

You can end s

T Anyti me
T For any re
T With notic
Supports may

1 Needs ar e

W copy

upports:

ason
e (usua
end i f:

out si de

i ons

understanding

your nominee ofr

nge i f:

change

es

Iy 7 days)

scope

guardi an
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1 Safety cannot be maintained
1 Agreement is breached

f You change provider

We wi | |

1 Explain clearly

f Give notice

f Support transition
f Offer referrals

T Finalise billing
Billing rules

S

We follow NDIS pricing rules.

We ensur e:

9 No hidden fees
T Clear i nvoi ces
T Only bil!l for delivered services

1T Records are kept

Travel charges

Travel may be billed when:
¢ I't is agreed in the Service Agreement
T Within NDIS |imits

19 Related to your supports



Non-face-to-face supports

May include:

T Planning

f Coordination

T Writing notes

f Reviewing information
Must be:

T Related to your support

1 Agreed in your Service Agreement

Cancellation rules
A cancell ation fee may apply when:
f Less than 7 daysodo notice is given
1 Session cannot be replaced
No fee if:
f Provider cancel s
i Emergency or hospital situation

T Unsafe to deliver support

Section 11 — Risk, Safeguarding and Duty of Care
(Keeping you safe and protected)
This section explains:
How we protect your safety
Duty of <care

Dignity of risk

Responding to abuse or harm

il
il
ll
1 Safeguarding
il
f Mandatory reporting
ll

Safety and crisis planning
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Your safety comes first

;Uﬁux

You have the right to:
Be safe from harm
Be free from abuse and negl ect

Be treated with dignity

=A =2 =4 =4

Receive safe supports

Safety ispaiwaysyt he

Duty of care (our responsibility)

Duty of care means we must:
T Protect you from harm
19 Provide safe supports

T Respond to risks

T Act when safety concerns arise
1T Escal ate emergencies

1T Keep records

Duty of care applies at all ti mes

dur i

ng

51
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Dignity of risk (your right to choose)

You have the right
Make your own

Try new things

Learn from exp
We Dbal ance:
Your safety + your independence

We wi | |

1 Tal k about risks with you

T Help reduce ha

1T Respect your c

Identifying risks

Ri sks may include:

Personal risks
T Ment al health
9 Distress or cr
f Communication
il

Trauma history

t o:

choices

Take reasonable risks

erience

rm

hoi ces

changes
i si s

chall enges
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Environmental risks
f Unsafe home
1 Aggressive behaviour nearby
T Unsafe community | ocations
Relationship risks
f Abuse
T Exploitation
T Bullying
Support risks
f Lack of supports
1 System barriers

Al | risks are recorded and reviewed.

Safeguarding (protecting participants)
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We protect participants by:
Using tmdwmaned support
Maintaining safe boundari es
Checking environments

Pl anning for safety
Supporting crisis response

Referring to other services if needed

=A = =4 -4 4 -4 -5

Recording concerns

Responding to abuse, neglect or harm

I f harm is suspected or disclosed, we wil!/
1. Ensure safety
.Listen and believe you

.Stay calm

2

3

4 . Record facts
5.Report if required
6.Support you
7.Update safety plan
Reports may be made to:

NDI'S Commi ssi on

il

T Police
T Child protection (for children)
!

Emergency services

Mandatory reporting

Some situations must be reported by | aw.
This includes:

1 Serious injury

T Abuse or negl ect

f Sexual misconduct

f Criminal behaviour

f Risk to a child
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We must report to appropriate authorities when r

If a participant discloses harm

We wi | |
T Listen without judgment
T Not promise secrecy
f Explain duty of care
T Record clearly
1 Report if required
f Support you emotionally

Safety planning

Safety plans may be used if someone is at risk.
A safety plan may include:

Warning signs

Coping strategies

Support contacts

Emergency contacts

=A =4 =4 -4 -4

Steps to stay safe

Safety plans are optional but hel pful

Crisis response
A crisis may include:

f Severe distress

f Panic attack
f Unsafe situation
T Threat of har m
1 Medi cal emergency
We wi | |
1.Stay calm
2. Ensure safety
3.Use supportive communication
4 .Cal | emergency services if needed
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5.lnform supports (with consent)

6 . Record and follow up

External support services

We may contact:

Emergency services (000)

Ment al Heal th Emergency Response Line
Crisis services

Advocacy services

= =/ =2 =4 =4

Support coordinators

This happens with consent wunless safety requires

Section 12 — Incident Management System
(How we respond when something goes wrong)

This section explains:

1 What the incident system is

f How incidents are handl ed

f How we record and review incidents
f How we i mprove safety

What is the Incident Management System

The I ncident Management System is how we:
Respond to incidents quickly
Keep people safe

ll
|l
1T Record what happened
T Review and | earn

il

|l mprove services

What is an incident
An incident is any event that:
19 Causes harm

f Could cause harm
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1T Affects safety or well being
19 Happens during support

f I mpacts privacy or dignity

What the system includes
The system includes:
T Il'ncident policy

T I'ncident response steps

T I'ncident report form

T I'ncident register

i Reportable incident process
T Continuous i mprovement

What happens when an incident occurs

Steps we foll ow:

1.Ensure safety first

2.Provide support

3.Call emergency services if needed

4 . Record the incident

5.l nform participant and supports (when approp!
6

.Review what happened
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7. Reduce future risks

8.Fol l ow wup

Recording incidents

We

=A =2 =4 =4 -4 -4

record:

What happened

When and where

Who was involved

What actions were taken
Risks identified

Folijupwacti ons

Records ar e:

f
f
f

Factual
Accur at e

Secur e

Reviewing incidents

After an incident we:

f Check what caused it

T Il'dentify risks

f Il mprove safety

1 Update support plan if needed
1T Update risk register

Reportable incidents (NDIS rules)

Some incidents must be reported
These include:

7 Death

1 Serious injury

1 Abuse or negl ect

T Sexual mi sconduct

T Unl awful contact

We must:

T Act 1 mmedi ately

t

(0]

t

he

NDI' S Comn
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f
f
il

Report within required timeframes
Provi deupf orlelpoon t s

Cooperate with investigations

Supporting participants after an incident

We

= =2 =4 =4

il

wi ||

Check your safety
Provide emotional support
Review your needs
Adjust supports if needed

Foll ow up with you

Improving after incidents

I ncidents help improve safety.
We :

T Learn from incidents

T Il mprove systems

|l

Update policies
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1 Reduce

future

ri sks

Section 13 — Continuous Improvement

(How we keep maki

This section expl
f How we | earn
f How feedback
f How we check
f How we make s

Our promise to improve

ng servi
ai ns:
and i mpr
hel ps
qgual ity

ervices

ces

ove

better)

better over

We al ways

We | earn f

Compl ai

Revi ews
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try to

rom:

Feedback

nt s

Il ncidents

Setkfl ection

i mprove

our

services.

t

me
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1 Experience

How we improve

We follow simple steps:
.Listend f eedback, concerns, ideas
.Pland deci de what to i mprove

1
2
3.Dod make changes
4

.Checkd see i f it worked
5 .Improved keep | earning
Thi s i sontinadu$ improvement.

How feedback helps improvement

Your feedback helps us:
T Il mprove supports

T Fix probl ems

T I mprove safety

f I mprove communication
T I mprove quality

Al | feedback i s wel come.



How we check quality
We regularly review:

T Participant outcomes
Safety and risks
Compl aints and incidents
Records and documentati on

Service delivery

= =/ =2 =4 =4

Policies and procedures

Recording improvements

We recor d:

What needs i mprovement
What changes were made

Results of changes

=A =2 =4 =4

Ongoing i mprovements

This helps us stay safe and effective.

Your role in improvement

You help improve services by:
1 Giving feedback
f Sharing concerns
f Saying what works
f Saying what does not work

Your voice matters.



Section 14 and 15 — Cultural Safety, LGBTQIA+ Inclusion

(Respecting gender, identity and who you are)
This section explains:

Respect for gender and identity

Safe and inclusive support

Your rights

=A =A =4 =4

Support without discrimination

You have the right to feel respected

% MR & W

GENDER EQUALITY ETHNIC DIVERSITY INCLUSIVE HIRING ACCESSIBILITY EQUAL PAY
7 R\ T o,
[ O
INCLUSIVE CULTURE ANTI-DISCRIMINATION INTERSECTIONALITY AGE DIVERSITY DISABILITY SUPPORT
@@ T ) A3A
LI |
EMPLO(;%EO'BEPSSOURCE NEURODIVERSITY DEI TRAINING DIALOGUE & FEEDBACK CULTURAL AWARENESS
ANTI-HARASSMENT SUERORT FOR DLDER INCLUSIVE LEADERSHIP TEAM SUPPORT REPRESENTATION

WORKERS

You have the right to:

Be respected for who you are
Feel culturally safe
Be included

Be treated fairly

=A =4 =4 =4 =4

Feel accepted
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Cultural safety

Cultural safety means:

Your <culture is respected
Your identity is respected

You feel safe being yourself

=A =A =4 =4

You are not judged

We support:

First Nations peopl e

People from different cultures (CALD)
LGBTQI A+ peopl e

People with trauma

=A =2 =4 -4 -4

People with psychosocial disability

Inclusive supports

We provide supports that:

1 Respect your identity

1 Avoid bias or assumptions

f Support inclusion

i Respect your beliefs and values
l

Support family and community connections
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Respectful communication
We :
Listen carefully
Use respect ful | anguage

il
il
T Adapt communication to your needs
T Use cul tural understanding

il

Seek cul tural advice when needed

Your role

You can:

1 Share your culture and identity

T Tel | us what helps you feel safe

T Tel | us what 1is important to you

T I'nvolve family or community if you wish
Your identity matters.

You have the right to be yourself

&)

a } o
= %

g

s

>

. B
<
Q
S

I@ e =, 33

o
B w2
R @ @ 23

&

65



You have the right to:
Be respected for who you are
Be safe expressing your identity

|l

il

1T Be treated equally

i Be free from discrimination
il

Feel safe and accepted

Respect for gender and identity
We respect:
T Your gender identity
T Your pronouns
T Your relationships
T Your expression
f Your privacy

You can tell us how you want to be addressed.

Safe and inclusive supports
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We ensur e:

f No discrimination
1T Respectful communication
f Safe environment
T Privacy and confidentiality
T Tr awmaf or med support
Your rights

You have the right to:

1 Feel safe

1 Be heard

1 Be respected

T Choose your supports

T Complain if you feel unsafe or disrespected
We wi | | respond respectfully and take concerns s

If you feel unsafe or disrespected

You can:

Speak to the provider
Make a compl aint

Use an advocat e

= = =4 =4

Contact the NDIS Commi ssi on

Your safety and dignity matter.

Section 16 — Trauma-Informed Care
(Safe, respectful and supportive care)
This section explains:

f What t-rabbmamed care means

9 Emotional safety and trust

1 Choice and control
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f Empower ment and support

What is trauma-informed care

Tr awimaf or med care means:
Understanding some people have experienced t|
Providing safe and respectful support

Avoiding -haepmmati sati on

= = =4 =4

Supporting emotional well being

Emotional safety

You have the right to feel
Saf e

Cal m

Respected

Heard
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Supported
We create safe environments by:
f Listening carefully

1 Respecting boundaries
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1 Avoiding judgment
f Moving at your pace

Trust and transparency

9 o Yo

G

%

We build trust by:
Being honest
Explaining clearly
Keeping promises

Respecting privacy
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Being consistent

Choice and control

You stay in control of your supports.
We :

f Support your decisions

f Provide information

7T Respect your pace

1 Respect your preferences
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f Respect your boundari es

Empowerment

We support you to:
Build confidence

|l
f Build independence
ll

Develop skills
1 Feel <capable
1 Feel respected

How we support people with trauma

We :

1 Respect emotional needs

f Use calm communicati on

T Avoid pressure

i Provide safe structure

f Support coping strategies
i Refer to other services if
Your role

You can:

needed
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Share what helps you feel safe
Share triggers or sensitivities (if comfortal

Tel | us when something feels unsafe

=A =2 =4 =4

Move at your own pace

Section 17 — Environmental Sustainability
(Caring for the environment and community)
This section explains:

f How we protect the environment

i Responsible and safe practices
1 Reducing waste
il

Respect for the community

Caring for the environment
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Heart Wing Supports aims to:
T Protect the environment

Y9 Reduce waste
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f Use resources responsibly
f Support a healthy community
Reducing waste
We try to:

Use | ess paper

Reduce unnecessary printing
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Recycle when possible
Responsible practices
We aim to:
Use energy responsibly

Reduce unnecessary travel

= =2 =4 =4

Respect for community

We support:

f Clean and safe environments
19 Respect for | ocal communi ties
1 Responsible behaviour

f Community well being

Your role
You can help by:
1 Respecting shared spaces
T Supporting recycling
f Using resources responsibly

Every small action helps.

Section 18 — Social Media and Communication
(Safe, respectful and professional
This section explains:

1 How we communicate safely

1 Soci al media rul es

Use digital records where possible

Use safe and sustainable practices

Respect community and environment

communi cati on
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19 Protecting privacy online

9 Professional communi cati on

Safe communication

- -
S8 2y
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Honest and Respectful
Communication

We communicate in ways that are:

Saf e
Respectful

Cl ear
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Professional

We protect your privacy in all communication.

Communication methods

We may communicate using:
Phone

Emai |

Text message

Video call
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Written communicati on
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You can choose how you prefer to communicate.

Protecting your privacy online

We ensur e:

1 No private information shared without consent
f Secure communication where possible

19 Respect for confidentiality

9 Limited sensitive information in messages

Social media boundaries

To keep supports safe:

1 We do not form personal relationships online
T We do not share participant information

1 We maintain professional boundari es

1T We respect privacy

Professional communication

We wi ||
f§ Communicate respectfully
1 Be clear and honest
1 Respond appropriately
f Maintain boundaries

| f communi cation ever feels unsaf e, you can spes
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Section 19 — Working With Interpreters

(Support for clear communication)

This section explains:

f When interpreters are used
f How interpreters helop
T Your rights when using an interpreter

When an interpreter may be used

C@

An interpreter may be used i f:
T You prefer another | anguage
f§ Communication is difficult
f You want <clearer understanding
T You request one

)
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I nterpreters help make communication easi

How interpreters help
I nterpreters:
Transl ate spoken | anguage

!
T Hel p both people understand each other
f Support clear communicati on

!

Hel p you express your needs

Your rights when using an interpreter

You have the right to:

Ask for an interpreter

Use your preferred | anguage
Feel respected

Have privacy and confidentiality

= =/ =4 =4 =4

Understand information clearly

Privacy and confidentiality
I nterpreters must:
1 Respect your privacy
T Keep information confidential
T Transl ate accurately
19 Remain professional
Your choice
You can:
Accept or refuse an interpreter
Choose your preferred | anguage

Ask questions anyti me

= = =4 =4

Ask for clarification

Communication should always work for you.
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Section 20 — Domestic and Family Violence Support

(Safety, protection
This section explain
What domestic and
How we support yo

Getting help
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Safety planning

Your safety comes first

and

S !

family

ur

getting

safety

DOMESTIC

VIOLENCE
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vi ol ence
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You have the right to:

Be safe

Feel safe

Be protected

Be supported

I f you are 000i dmedicat elcw.l |

What is domestic or family violence

Domestic or family violence may include:
T Physical har m

f Emoti onal har m

f Threats or fear

f Controlling behaviour

9 Financi al control

1 Coercion or intimidation

Vi ol e mever yaussfault.



How we support you

7~
N

services

We can:

T Listen without judgment
T Help you feel safe

1 Support safety planning
T Hel p connect you with

f Support crisis response
19 Respect your choices
Safety planning

A safety plan may include:
f Warning signs

1 Safe places

1 Emergency contacts

f Support services

1 Steps to stay safe
Safety planning is your

choice.

/ |\
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Getting help

Support services may include:
Emergency 0s000d vi ces

Crisis support services
Domestic violence services

Advocacy services
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Support coordinators

We can help you contact services i f you want.

Confidentiality and reporting

We respect your privacy.

However, we may need to report if:
T There is serious danger

f A child is at risk

f Law requires reporting

We will explain whenever possible.

You are not alone

You can:

1 Ask for help anyti me
T Speak safely
f Use an advocate
T Move at your pace
Your safety and well being matter.
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Section 21 — Emergency and Disaster Management

(Staying safe in emergencies and
This section explains:

f What to do in an emergency

f Disaster situations

9 How we keep you safe

f How supports continue during

Emergencies

di sasters)

di sruptions

An emergency may include:
T Medi cal emergency

T Fire

f Serious injury

f Threat of harm

f Mental health crisis
f Missing person

I n an emergency:

1. Ensure safety

2.Cabooi f needed
3.Foll ow emergency nstructions
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4 Provide support

5. Record the incident

Disaster situations

A disaster may include:
T Fire
T Fl ood
T Storm
f Natural disaster
f Major disruption

During disasters we:
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Prioritise safety
Foll ow emergency guidance
Communicate clearly

Support safe decisions
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Communication during emergencies

We wi ||
T Contact you if safe
T Provide updat es
f Adjust supports i f needed
T Keep communication cl ear

Continuity of supports

Sometimes supports may be disrupted by:

T I'l'l ness
1T Emergency
1 Disaster
1T Technology failure
We wi | |
T Tell you as early as possible
T Reschedule supports
i Provide referrals if needed
T Prioritise vulnerable participants
1 Restore supports when safe

Emergency contacts

Emergency support may include:
Emergency 0s00d vi ces
Crisis services

!
il
1 Ment al Health Emergency Response Line
f Support coordinators

!

Advocacy services
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