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INTRODUCTION
Welcome to Sydney Community Services.
This handbook provides information on our services and supports, explains your
rights and responsibilities as a client or participant and our responsibilities to you as
your support provider.
This handbook reflects Sydney Community Services’ policies and procedures
together with all Legislative, Standards, Principles and Guidelines requirements.
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ABOUT US
We are a Not for Profit Community and Disability service provider delivering services and
supports to older people and adults living with a disability from all cultural, linguistic and diverse
backgrounds. Our services and supports enhance participation within the community, health
and wellbeing, life skills and enables independence.
Our services and supports are available to people who either,


Have been assessed by My Aged Care as requiring supports and services, or



Have an NDIS Plan, or



Are carers, or



Request services and supports on a fee for service basis.

We are committed to the community and disability sectors and will,


Support clients and participants to live independently at home and participate within
their communities.



Support health and wellbeing.



Provide life skills to encourage independence.



Respect the individual’s rights to freedom of expression, self-determination and decision
making.



Build on individual strengths and enable clients and participants to reach their goals and
aspirations

Our services include,












Home Nursing, Podiatry, Linen and
Personal Care
Home Delivered Meals
Maintenance in the Home and
Garden
Assistance with Travel and Transport
Arrangements
Shopping
In-Home Respite
Carers Support
Community Visitors
Hardship Assistance & Financial
Counselling
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Community Engagement and
Participation and Skills Development
programs for Adults with Acquired
and Inherited Disability
Specialised Support Services such as
Advocacy and Service Access
Culturally and Linguistically Diverse
(CALD) Communities Program
Social Activities and Events
Seniors Hub – Centre Based Day
Service
Day Trips
Bus Hire

Details of these services and supports are contained in the enclosed ‘Our Services at a Glance’
leaflet and on our website; for further information, please ring 02 9427 6425.

OUR HOURS OF OPERATION
Our Lane Cove and Hunters Hill offices are open between the hours of 8.30 am and 4.00 pm
Monday to Friday each week.

SERVICE ACCESS AND EQUITY
Sydney Community Services will provide service and supports free of any form of discrimination
on the basis of a person’s country of birth, language, culture, gender, marital status, age, political
affiliation, disability, sexual preference, race or religion.
Access to supports and services is provided on the basis of eligibility and personal choice in a
transparent, fair, equitable and responsive way.

TRANSLATING AND INTERPRETING SERVICE
The translating and interpreting service is a free service available for anyone from a different
language background wanting to discuss services and supports with an employee from Sydney
Community Services.
To contact Sydney Community Services and access the translating and interpreting service ring
13 14 50 and wait whilst an English Language message is played ending with the question,
“Which language should the interpreter speak?”
Please reply and confirm the language you would like the interpreter to speak, and you will be
connected with a translating and interpreting service interpreter speaking your chosen language.

CAN SOMEONE ADVOCATE ON MY BEHALF
Whenever you communicate with Sydney Community Services you may ask someone you know
and trust to be your advocate. Your advocate may put your case on your behalf for services and
supports, to negotiate on your behalf and to be your representative in any way you choose.
Your advocate maybe a family member, friend or an advocacy service. If you choose to use an
advocate, please advise Sydney Community Services in writing your choice of advocate and we
will accept this person as representing your interests and rights. You have the right to change
your choice of advocate at any time and should inform us in writing. Page 20 of this Handbook
provides a comprehensive list of Advocacy Organisations.
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SERVICE AND SUPPORT DELIVERY TIMES
Most of our services and supports are delivered between 8:30 am and 4:30 pm Monday to
Friday.


Your coordinator will provide you with your time and dates of supports and services after
discussing with you your preferences and for us to match a member of staff who is
available to deliver the services and supports to you.



If you have support or service requirements outside these general hours, please discuss
this with your coordinator.



It is possible the arrival time of your support worker may vary as they can be delayed
travelling from one client or participant to the next.



Please contact your coordinator if you have any concerns about service or support
delivery times or dates.

ASSESSMENT AND REVIEW
Following a referral or your initial contact with Sydney Community Services we will arrange an
assessment appointment with you to identify the services and supports you require and our
capacity to provide those services and supports. Together we will develop your support/service
plan taking into consideration the complexity of your needs.
There will be a regular review of your supports and services to ensure your needs have not
changed.


If during a review of your supports and services changes need to be made to your plan,
you and your coordinator will identify and agree on the changes and your plan will be
adjusted to accommodate the changes.



If you feel your needs have changed, please contact your coordinator.

If Sydney Community Services cannot provide some or any of your support and service needs,
we will refer you to service providers who can support you.


We will facilitate the referral with your chosen service provider(s) and work with the
provider(s) to ensure a smooth transition to their services.



With your consent we will share information with the other service provider(s).

CHANGES TO YOUR SERVICE
There may be the occasional time when we are unable to provide your scheduled service or
supports due to circumstances beyond our control.
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If this happens we will contact you as soon as possible to reschedule at a mutually
convenient time.



Your service coordinator will plan your requirements around Public Holidays to ensure
you continue to receive your services and supports.



If it is necessary to alter the day and time of your service or support on an ongoing basis,
your coordinator will provide as much notice as possible and discuss your preferences
and the availability of staff for your adjusted supports and service.

REQUESTING A CHANGE IN YOUR SERVICE TIME
If you request a change in your support or service time we will require seven (7) days’ notice.


We will make every effort to accommodate your request providing it does not incur
additional costs to us or affect the services or supports of other clients or participants.



If you make a change in your support or service time we cannot guarantee your preferred
support worker.

WHAT TO DO IF YOU ARE UNAVAILABLE FOR A SERVICE
Where possible you should give us 24 hours’ notice that you will not be available for a service by,


Ringing your coordinator to confirm your unavailability or leave a message on the office
phone outside business hours.



Ringing either the Lane Cove or Hunters Hill office outside business hours and leave a
message for the coordinator on the answering machine. The telephone numbers for the
Offices are Lane Cove (02) 9427 6425 and Hunters Hill (02) 9817 0101.

If you do not provide 24 hours’ notice you may


Be charged a fee in accordance with your Service Offer letter or your NDIS Service
Agreement. You will not have to pay this fee in the case of an emergency.

IN HOME CARE EMERGENCIES
Sydney Community Services staff have a duty of care to help you if there is an emergency
situation whilst you receive services or supports in your home or you do not respond to a
scheduled visit.


When you are assessed by your coordinator we will record your preferences in regards to
an emergency and if you do not respond to a schedule visit.
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If there is an emergency situation in your home whilst our staff are delivering services or
supports, they are trained to make you comfortable and seek immediate assistance by
phoning 000 for an ambulance. Your emergency contact person may be contacted.



If you do not respond to a schedule visit, your coordinator will attempt to contact you by
phone.



If this is not successful, the coordinator will contact your emergency contact person for
further advice.



If your emergency contact person is unavailable or is not contactable, the police may be
called to access your premises to confirm you are not injured and unable to seek help.

SUSPENDING YOUR SERVICES AND SUPPORTS
You or your representative must advise your coordinator if you wish to temporarily suspend your
services and supports and the length of time the services and supports should be suspended.


If you need to go to hospital for a period of time, your services and supports can be put
on hold until you return.



Your Doctor may recommend that you are reassessed for service and supports as your
needs may have changed during your absence.



If you are absent or out of contact for a period of three months your services and
supports can be cancelled and you will need to reapply before you can continue services
with us.

CANCELLING YOUR SERVICES AND SUPPORTS
You or your representative may cancel your services and supports permanently, by advising your
coordinator in writing, at any time without a penalty.
Should Sydney Community Services cease providing your service or supports, you will be given
an explanation and if necessary your coordinator will find and refer you to an appropriate Service
Provider to deliver the service and supports you require.

WHAT ARE MY RIGHTS
You have the following rights,


To be treated with respect and have the same legal and human rights as the rest of the
community.
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To receive service and supports that take into account your lifestyle, cultural, linguistic
and religious background and preferences.



To be entitled to privacy and confidentiality in regard to your personal information.



To be consulted and involved in deciding what services and supports will meet your
needs.



To have a Service Offer letter or NDIS Service Agreement together with a Service
Plan/Schedule of Supports covering all the services and supports you and Sydney
Community Services have agreed to and the time and date of the services and supports.



To have your Service Offer letter or NDIS Service Agreement, your Service Plan/Schedule
of Supports and this Handbook explained to you by your coordinator.



To have your services and supports reviewed and adjusted on a regular basis.



To have your fees, if any, determined in a way that is transparent, accessible and fair.



Have access to information on how to make a complaint and comments about Sydney
Community Services.



You may choose an advocate to speak on your behalf for any reason.



To have your services and supports provided in a safe environment free from any form of
discrimination, harassment, sexual, physical or emotional abuse or neglect.

WHAT ARE MY RESPONSIBILITIES
You have the following responsibilities,


To act in a way that respects the rights of other clients, participants and Sydney
Community Services staff and volunteers.



To take responsibility for the results of your own actions and choices even though some
actions and choices may involve an element of risk.



To provide sufficient information to your coordinator to develop a plan to deliver the
service and supports to meet your needs.



To follow the terms and conditions of your Service Offer letter or NDIS Service
Agreement.



Ensure in-home staff and volunteers have a safe, healthy and free from harassment
workplace to deliver services.



Provide us with a minimum 24 hours’ notice when you will not be available for your
services and supports.
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Inform us of any changes you may wish to make your support plan or schedule of
supports.



To be aware our staff are only authorised to provide the agreed hours and supports
recorded in your agreement.



To the best of your ability care for your own health and wellbeing.



Provide us with information that will help us better meet your needs.



If applicable pay the fees as agreed in your Service Offer letter or NDIS Service
Agreement.



Provide us with feedback about our services and supports.

For your information we have included in this Handbook the Commonwealth Charter of Rights
and Responsibilities for Home care on Page 16 and the National Disability Standards on Page 18.

WORK HEALTH AND SAFETY
If you receive in-home services, your home is considered a place of work for our staff, under the
Work Health and Safety Act 2011.
You have a duty under this law to provide a healthy and safe environment for our staff and
volunteers who provide services and supports in your home.


We will complete a safety check during our first service visit to ascertain and discuss any
risks we identify.



Safety checks will be conducted on an ongoing basis and in accordance with Work Health
and Safety legislation.

To provide in-home services we ask that you,


Participate in a safety assessment of your home.



Fix any hazards found in your home, please discuss with your coordinator your options.



Notify staff of unsafe conditions in your home.



Ensure your pets are controlled and confined during service provision.



Provide a smoke free working environment.



Provide an environment that is free of any form of discrimination or harassment, sexual,
physical or emotional abuse.



Treat our staff with dignity and respect.
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Notify our staff if you have been diagnosed with a short term infectious illness.



Notify our staff if you are feeling unwell or cannot do the things you can usually do.



Notify our staff if you or another household member are having chemotherapy and/or
using cytotoxic medication.



Ensure your personal mobility equipment and other items you may need to maintain
your independence in the home are available, clean and well maintained to enable us to
provide a safe service.

There may be times when we cannot provide services and supports due to your and/or our
member of staff’s safety. If this happens we will advise you and work with you to find other
options or ways to assist you.

PRIVACY AND CONFIDENTIALITY
Sydney Community Services respects the privacy and confidentiality of client information and
has a comprehensive policy and procedure in place for staff and volunteers to adhere to.
We collect information that is relevant to your services and supports which enables us to provide
a safe service that meets your individual requirements and preferences.


Your information is only provided to authorised staff who deliver your services and
supports



We are bound legally to store your information in a secure location.



If we are required by legislation to provide your information, we will do so.

For your information we have included in this Handbook a copy of the Australian Privacy
Principles on Page 19.

DATA COLLECTION
As part of our Government funding which supports our service and support delivery, we are
required to collect and record information about how often you use our services and the type of
services and supports you receive.


This information is used to inform future government policy as well as decisions about
funding services and supports in our locations.



To share this information with our funding partners and other service providers we will
require your written or verbal consent. Your coordinator will ask you to provide or
decline your consent and document your response on your file.
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Any information we share with our funding partners and other service providers does not
include any personal details which may identify you, for example your name and address
or telephone number.



You have the right to withdraw your consent at any time.

IF YOU HAVE CONCERNS
If you have concerns with the service and supports you are receiving or the staff member who is
providing the service and supports, we would like to know. Please contact or speak with any
staff member, coordinator or manager, whoever you feel most comfortable with.


If you complain, your service and supports will not stop and your complaint will be dealt
with promptly, confidentially and without any repercussions to you or your services and
supports.



You have the right to nominate a person of your choice to manage your complaint and to
use an advocate on your behalf.



We can organise an interpreter for you should you need one through the Translating and
Interpreting Service on 13 14 50.



You can telephone:

Lane Cove Office on 9427 6425
Hunters Hill Office on 9817 0101



Email:

support@sydneycs.org



In writing:

Sydney Community Services
1 Pottery Lane Cove
Lane Cove NSW 2066

If you are still concerned after speaking to a member of staff, please contact


Sydney Community Services’ Chief Executive Officer (CEO) and, or



If you are a CHSP client lodge a concern with the Aged Care Complaints Commissioner
which is a free service. To lodge a complaint, telephone their Free Call service 1800 550
552 or contact the website www.agedcarecomplaints.gov.au.
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If you are a person with disability under the age of 65, please contact the NSW
Ombudsman who handles and investigates complaints about disability services on,
NSW Ombudsman
Level 24, 580 George Street
Sydney NSW 2000
Toll Free: 1800 451 525
Direct: (02)9286 1000
Email: nswombo@ombo.nsw.gov.au

FEEDBACK
We value your feedback, it helps us to improve the standard of service and support delivery to all
our clients and participants. We welcome feedback about our services and supports at any time
and encourage you to talk to any member of staff. We also survey our clients and participants
on a regular basis for their thoughts and feedback on service and support delivery.
All feedback will be confidential and only accessed by authorised members of staff. If you
require the Translating and Interpreters service to provide feedback, please contact your
coordinator.

CONTINUOUS IMPROVEMENT
Sydney Community Services is consistently making improvements and increasing the quality of
services, supports and care. Our Continuous Improvement Cycle is driven by valuable feedback
from you, our staff, volunteers, funding organisations and other stakeholders from which
changes in care, service and support needs are identified.

STAFF AND VOLUNTEER CODE OF BEHAVIOUR
Our staff and volunteers cannot


Accept any financial rewards or gifts, including any benefits from a client or participant’s
will.



Provide any services that are outside the client or participant’s Service Offer Letter or
NDIS Service Agreement.



Offer financial advice to clients or participants.



Operate a client or participant’s bank account.



Act as an Executor for a client or participant’s estate.
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Act as a Power of Attorney for a client or participant.



Sign credit card transactions or know the personal identification number (PIN) and online
bank security details of any client or participant’s bank or credit card accounts.



Offer to buy anything owned by a client or participant.

CLIENT CONTRIBUTION TOWARDS THE COST OF SERVICES
If you are a NDIS participant who receives funding for your supports, you may be required to pay
a personal contribution for incidental items such as meals and entry tickets to venues which are
not covered under your NDIS funding. It is important you discuss with your support worker the
personal expenses, if any, you may incur during the delivery of your supports.
If you are a Commonwealth Home Support Program client, you are required to contribute
towards the cost of your services.


Your Service Offer letter will contain details of your contribution and will be explained by
your coordinator.



You will be mailed or emailed a monthly invoice for your services delivered during the
previous month.



If you experience hardship in paying your contribution, please contact your coordinator
and request a contribution review.



You will not be denied service if you have a genuine reason why you cannot pay your
contribution.

HOW CAN I PAY MY INVOICE
There are a number of different ways you can pay your monthly invoice,


CREDIT CARD:
payments can be made by telephoning any of the offices or made in person at one of the
offices.



CHEQUE OR MONEY ORDER:
payments can be made at one of the offices or by post.



DIRECT CREDIT:
Payments can be made directly into Sydney Community Services bank account.
Bank details will be on your monthly invoice, please ensure you use the Invoice number
as the reference.

All these payment methods are detailed on your monthly invoice.
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HOW CAN YOU HELP YOUR COMMUNITY
You can help us to support your community in several ways,


Become a valued volunteer.



Make a donation by contacting us on 9427 6425; all donations are used to support
services.



Donate grocery items which can be dropped into our Hunters Hill office at 46 Gladesville
Road, Hunters Hill and we will distribute them to those who require assistance.



Make a donation to Sydney Community Services by





Calling one of our offices and make a donation using a credit card.



Post a cheque marked “not negotiable” to;
1 Pottery Lane, Lane Cove NSW 2066



Making a direct deposit into Sydney Community Services Bank Account.
Please contact the Lane Cove office on 9427 6425 to advise you wish to make a
donation and we will provide the bank account details.

Please consider including Sydney Community Services in your Will.
Your bequest will enable us to effectively continue our work in the community.

Thank You.
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LIST OF ADVOCACY SERVICES
Seniors Rights Service
Level 4, 418A Elizabeth Street,
Surrey Hills, NSW 2010
Phone 1800 424 079
Web Page
www.seniorsrightsservice.org.au

NSW Ombudsman’s Office
Level 24, 580 George Street
Sydney NSW 2000
Phone 1800 451 524 (outside Sydney
Metro) or (02) 9286 1000
TTY: 133 677
and ask for 02 9286 1000
Email nswombo@ombo.nsw.gov.au
Web site www.ombo.nsw.gov.au/contactus

Carers NSW
Level 10, 213 Miller Street
North Sydney, NSW 2060
Phone 1800 242 636
Email: contact@carersnsw.asn.au
Web Page www.carersnsw.asn.au

Office of the Australian Information
Commissioner
Level 3, 175 Pitt Street
Sydney NSW 2000
Phone 1300 363 992
TTY 133 677 then ask for 1300 363 992
Email enquiries@oaic.gov.au
Web page www.oaic.gov.au

Department of Family and
Community Services
Ageing and Home care
Bligh House, Level 7, 4-6 Bligh Street
Sydney NSW 2000
Phone 1800 666 611 or (02) 8303 7600
Email servicembx@facs.nsw.gov.au
Web page www.facs.nsw.gov.au/about
us/contact us/

National Disability Abuse and
Neglect Hotline
PO Box Q687
Sydney NSW 1230
Phone 1800 880 052
Email hotline@workfocus.com
Web Site www.jobaccess.gov.au

Aged Care Complaints Commissioner
GPO Box 9848
(Your Capital City/Territory) and Post Code
Phone 1800 550 552
TTY 1800 555 677
and ask for 1800 550 552
Internet relay users connect to the:
National Replay Service and enter
1800 550 552
Web page
www.agedcarecomplaints.gov.au/raisinga-complaint/lodgeacomplaint

NSW Elder Abuse Helpline and
Resource Unit
Phone 1800 628 221
Web Site www.elderabusehelpline.com.au
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