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welcome

Thank you for joining the Multicap Tasmania community!

This handbook has been designed specifically to provide detailed information to new and current
clients of Multicap Tasmania. So, on behalf of our organisation thank you for your interest in
receiving services from us, or if you are already, for your ongoing interest in the services we
provide across our region.

As CEO of Multicap Tasmania | can assure you that | am committed to ensuring we provide the
services you are looking for, delivered in a way that meets your requirements and is consistent with
our organisational values. We have a history that spans 50 years, and we are proud of the work we
have undertaken during our history, however we of course will never rest on our laurels and we
actively commit to engaging with each client and their support network to deliver the outcomes
you are seeking.

The NDIS represents a significant change in service expectation for individuals living with a
disability and as an organisation we are committed to ensuring we deliver the key supports you
require.

This handbook provides information on how we aim to meet your needs and expectations as

a service provider, and, importantly, how you can let us know when we are not meeting your
expectations. We welcome any feedback from you, both positive and negative, so we can continue
to evolve as a service provider. We recognise that we will not always get things right and appreciate
your help in letting us know when we have let you down, so we can improve, and you get the
service you deserve.

| encourage you to take the opportunity to take the time to read our service offering as detailed in
this document, and to expect that we deliver on what we have said. At all times we welcome your
feedback and look forward to ensuring we build a better service that is responsive to your needs.

I would also encourage you to find out more about what the services we provide. We have a track
record for the provision of high quality services to an increasingly diverse client base, many of the
details are provided in this document, on our website, or on our social media channels.

I welcome the opportunity to engage with you, to find out what you expect from us and to be
attuned to your feedback.

Please take some time to review the information provided here, and to engage with us to ensure
you get the services you require from us.

S

o

Nigel Hill
Chief Executive Officer
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a little about us

Multicap Tasmania has been an integral part of the local community since 1971 providing a variety
of services to meet the needs of people living with a disability, their families and carers. By helping
people develop skills and by providing support we can assist people to participate fully in their
community, to express their independence, choices and opinions.

Our beliefs are based on:

e People with disability have the same rights as non-disabled people.
e People with disability, as individuals, have the right to self-determination,

e particularly the right to choose place of residence and employment, to privacy and
participation and respect as equals in the community.

e Services for people with disability will be in accordance with the principles of normalisation
whereby programs and services should be conducted in the community, or where this is not
practicable, in an environment as near as possible to the current cultural norm, with respect
for the feelings, wishes and dignity of people with disability.

Our mission

Multicap Tasmania empowers those with a disability to reach and be recognised for their full
potential, express their individuality and engage in our community.

Our vision

To be the Service Provider of choice for people living with disability.

Our values

Dignity and Respect
We treat people with dignity and respect regardless of their culture, religion, age, race, sexual
orientation or disability.

Integrity and Transparency
We work with each other to build effective relationships based on trust and honesty.

Quality and Accountability
We take responsibility for what we do and strive to improve our services.

Empowering and Encouraging
We empower, encourage and enable people who need care and support and other staff to do
things for themselves and to make their own decisions.



We can assist you with the following NDIS support categories:

e Assistance with Daily Life

e Assistance with Social & Community Participation
e Coordination of Supports

e Improved Living Arrangements

e Increased Social and Community Participation
e Finding and Keeping a Job

e Improved Relationships

e Improved Health and Wellbeing

e Improved Learning

e Improved Life Choices

e Improved Daily Living

e Behavior Support

e School Leaver Employment Supports (SLES)

Our points of difference

We are the disability specialists
¢ We have been providing high quality services for almost 50 years
e We provide flexible services, customised to your support needs

e QOur staff have extensive experience supporting a variety of people, including those with
high and complex needs

¢ We uphold the highest standards of quality and safeguards

High quality staff
e Qur staff are experienced, qualified and highly trained
¢ We meet required quality standards

You’re in total control
e Supports are cost effective and self-directed — totally in your control

e \We can match support staff to your unique needs, based on qualifications, experience,
physical location, and any other requirements

e You can sign off on all shifts with our mobile time management system

multicap tasmania empowering capability



our staff

Our staff are eager to empower those with a disability to reach and be recognised for their full
potential, express your individuality, engage in our community and ensure we meet the high
standards of the NDIS Quality and Safeguards Commission Code of Conduct. That is our mission
and is at the core of what we do every day.

Chief Executive Officer (CEO)

. Nigel Hill commenced in the role of CEO at Multicap Tasmania in 2016, and

' has overall responsibility for implementing the strategic plan and ensuring
Multicap Tasmania remains viable and effective in the NDIS. He brings a strong
a background in transforming organisations, strategic planning and operational
management

Chief Financial Officer

As Chief Financial Officer, Shirralea Holman is responsible for our Finance,

ICT, Risk, Rostering and Property Functions. Shirralea is a CPA (Certified Public
Accountant) with over 20 years of corporate finance and business experience,
from a diverse range of industries including NDIS and Aged Care.

Executive Manager — Operations

As Executive Manager of Operations, Sam coordinates service delivery and
oversees all Service Managers, Team Leaders and Support Workers. Sam also
focuses on implementing contemporary disability practice through coaching,
mentoring and developing our workforce to deliver rights-based supports.

Executive Manager — People and Culture

As Executive Manager of People and Culture, Nick Adams is responsible for
human resources, training and workplace health and safety functions that
support our service delivery and cultural transformation toward contemporary
disability practice.

Executive Manager — Quality, Risk and Audit

As Executive Manager of Quality, Risk and Audit, Anthony Ozols oversees
quality frameworks, risk management, and audit functions ensuring
compliance with human rights standards and NDIS requirements. Anthony
drives continuous improvement initiatives across the organisation while
maintaining robust governance frameworks.




the teams who make our organisation excel

Client Service Coordinators

manage intake and planning of services with
a person centred approach for delivery of
high quality and contemporary services and
programs

Disability Support Service Managers
are responsible for providing operational
support to our disability support teams, the
improvement and development of services
whilst ensuring the provision of high-quality
supports to our clients

Team Leaders

are responsible for coordinating a team of
staff in the provision of high quality client
care in a residential setting whilst also
providing direct care assistance and support
for clients

Disability Support Workers

provide direct care assistance and support to
our clients. These supports may be delivered
in a Multicap Tasmania owned or leased
building, in a clients home location, or in the
community

Clinical and Behaviour Supports
include our Behaviour Support Practitioners,
our Nurse and our Dietician and Clinical
Facilitator. Responsible for the development,
implementiation, monitoring and reporting
on behaviour support plans, clinical
expertise in nutrition and health and provide
strategies to support clients goals

Support Coordinators

connect with clients and support the
development of their NDIS Plan and assist
with accessing supports which align with the
clients goals

Training and Learning

ensure our staff are well trained and
provide access to acredited training courses,
maintain records of staff attainment and
certification

Customer Service and Administration
are responsible for ensuring an exceptional
customer service experience and provide
quality administration through our reception
areas and administration tasks. Order
stationary

Rostering (Workforce Planning)

is responsible for maintaining rosters within
our policies and guidelines that support
the daily operational requirements of the
organisation and our clients needs

Finance and Business

ensure all Finance functions including client
invoicing, accounts receivable, payables,
payroll, corporate accounting and associated
functions are undertaken in a timely and
accurate manner

Property and Fleet

are responsible for undertaking planned and
impromptu maintenance activities across
the property portfolio of the organisation
and maintain and managing our fleet of
vehicles

Quality and Compliance

are responsible for ensuring compliance of
regulatory requirements and legislations
along with development of continuous
improvement in regards to quality, risk
and incident management systems of the
organisation

Client Experience and Engagement
Manager

is responsible for business development,
strategic oversight and reporting
responsibility for client retention and
engagement with key stakeholders

Marketing and Communication

is responsible for delivering key internal and
external communications and engagement,
marketing and promotional activities, social
media, branding and website content

multicap tasmania empowering capability
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how to contact us

2 Contact us anytime

7  enquiries@multicap.com.au
€ 0364335000

Rostering

9 rostering@multicap.com.au
@& 0364335000

@ Invoicing or Finance

7  finance@multicap.com.au
@ 0364335000

Feedback, Compliments and Complaints

Multicap Tasmania actively seeks your input and encourages positive feedback, or

suggestions for improvement, that you might provide about our services or the people who

support you.

You can provide feedback at any time. You can provide feedback via our website, in person,

via email or mail.

G www.multicap.com.au/feedback
7 email feedback@multicap.com.au

Q phone 03 6433 5000

Stay Connected and Informed

(v, sign up to our client newsletter www.multicap.com.au/connect-with-us

connect with our social channels @ @ © @
read our blog www.multicap.com.au/blog

V)
/24
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where to find us

© Burnie (Head)

35 Marine Terrace
Burnie Tas 7320

03 6433 5000

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

Circular Head

Havelock St,
Smithton Tas 7330

03 6433 5000

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

@ Panorama

186 West Mooreville Road
East Cam Tas 7320

03 6776 0761

enquiries@multicap.com.au

9.00 am- 3:00 pm weekdays

Devonport

10 Fenton Street
Devonport Tas 7310

03 6431 5057

enquiries@multicap.com.au

9.00 am- 3:00 pm weekdays

@ Devonport

10 Fenton Street
Devonport Tas 7310

03 6433 5000

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

Hobart

Shop 5, 105-111 Main Road,
Moonah, Hobart Tas 7009

03 6433 5000

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

Our Community Access Hubs

© Miranbeena

307 Mount Street
Burnie Tas 7320

03 6432 4160

enquiries@multicap.com.au

9.00 am- 3:00 pm weekdays

Launceston

31 Tamar Street
Launceston Tas 7250

03 6344 3109

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

@ Launceston

11- 15 Cameron St
Launceston Tas 7250

03 6433 5000

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

© Wynyard
140 Goldie Street
Wynyard Tas 7325

03 6442 4226

enquiries@multicap.com.au

9.00 am- 3:00 pm weekdays

© Riverside

244 West Tamar Road
Launceston Tas 7250

03 6344 3109

enquiries@multicap.com.au

9.00 am- 5:00 pm weekdays

multicap tasmania empowering capability 9
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services — accommodation

Increasing independence and choice through a range of accommodation options Multicap
Tasmania can assist you with a variety of accommodation options that provide the appropriate
level of support to meet your needs and aspirations.

Multicap Tasmania operates a range of accommodation options across Launceston and the
North West Coast, designed specifically to suit the needs of people with disability who need
accommodation.

Our accommodation options include a mix of units, houses, villas, group homes, and a large
residential facility. These accommodation options provide for people with a broad range of
disabilities where assistance with daily living is required.

Our accommodation options are broadly based around two different models of
support:

e Supported Independent Living (SIL) (also known as Supported Accommodation)

e Lead Tenant model

Supported Independent Living Lead Tenant

Within our supported accommodation, Our Lead Tenant model is best suited to
Multicap Tasmania provides full-time care and people who wish to live independently and
support, with an ability to tailor our supports require support for just for a few hours a
to best meet the needs and goals of our NDIS day, in @ managed community.

participants.

Our accommodation options provide for increasing independence and community engagement,
allowing you:
e Assistance with daily living

e Providing high quality, individualised supports in your home and community

Our daily living supports are flexible and customised to your own needs, goals and outcomes.
At home, in the community, at school or work, for business, health or leisure, we provide one-on-
one support, seven days a week.

You might want:
e Support getting ready for your day
e To get out and about in the community
e Someone to do household chores
e Someone to help with food preparation and meals
e Support with health and fitness
e Assistance getting to appointments, or
e Some travel support

These are just a few things we can assist with.



clinical services and behaviour
supports

Multicap Tasmania is experienced in providing clinical services and behaviour supports to our
clients. We are excited to provide these services that enhance the lives of those we support.These
are just a few things we can assist with.

Behaviour Support Practitioners

Multicap Tasmania continues to build its range of services to be responsive to the needs of our
growing client base across North and North West Tasmania.

Multicap Tasmania has two Behaviour Support Practitioners whose role includes the development
and implementation of behavioural support plans, with our team serving both the Launceston and
North West areas of the state.

This service is available to both internal Multicap Tasmania clients as well as clients from other service
providers, who have the need for a Behaviour Support Plan as identified in their NDIS plan.

Registered Nurse

Our organisation continues to look for opportunities to provide our services where there are
identified gaps. We are committed to ensuring that our participants receive the services they need,
and so are constantly assessing what we can do to assist where services are not readily available.

One such opportunity was employing Kylie Hales, a Registered Nurse. This role provides the
training and assessments of our workforce in their mandatory competencies, including but not
limited to medication management and PPE application. There is an opportunity for growth to
develop and deliver complex health care plans to our clients.

multicap tasmania empowering capability
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community access + supports

Supporting community and social participation through a range of group and individual supports
Multicap Tasmania provides a ‘hub and spoke” model of community-based supports for people
with disability, where every individual is encouraged to pursue their goals by accessing skills-based
learning, recreation and social activities.

With hubs (or meeting places) located across North West Tasmania and Launceston, you can
receive the support you require, meet new friends and get out in your local community, all while
learning new skills. > See all our Community Hub locations on page 9

Working together with you and your family or support network, Multicap Tasmania will create a
personalised plan around your goals and aspirations, and identify the programs and supports that
will assist you to achieve them.

Support can complement your existing informal supports, such as your family, friends and other
community members. Multicap Tasmania caters to many different needs and interests in a safe
and supportive environment, both within our hubs and in the local community.

Our qualified staff take a person-centered approach, and are committed to providing innovative
and stimulating programs and activities designed to enhance your life skills and promote choice,
inclusion, independence and wellbeing.

Some of the most popular activities include:

e Art workshops

e Computer skills

e Cooking and menu planning

e Day trips

e Education and job skills training programs

e Everyday life skills development and training
e Gardening

e Leisure and recreational activities

e Music therapy

e Support to attend local community activities
e Swimming programs

e \olunteering

e Fitness programs and activities

If there are other things you are interested in, please let us know. We can support you with
whatever you'd like to do... everyone is different!



life skills

Supporting you to develop everyday life skills that increase independence and control Multicap
Tasmania supports you to build everyday life skills.

By focusing on your own specific goals, we can support you to master the skills you need to
achieve greater independence, confidence and control.

Our training focuses on practical skills that you can use immediately and in the future, from
handling money to travel training, meal preparation, personal presentation, independent living
skills or literacy and numeracy.

Building everyday skills not only allows you to be more independent, it also builds a greater sense
of self-esteem.

Depending on your goals and needs, we can develop a program to
support you with:

Independent living skills Travel
¢ Household management e Road safety
e Developing and following a budget e Using public transport
e Literacy and numeracy e Planning how to get to and from
e Money skills destinations
e Learning about renting e Getting your driver’s license
e Household care e Connecting with other people

e Laundry and clothes care

Health and wellbeing Communication

e Preparing a healthy weekly menu * Developing relationships

«  Shopping for groceries e Friendships and group work

o Cooking and healthy eating * Personal presentation

e Support to join local groups based on

e Hygiene and personal care )
your interests

e Support to join local exercise classes
and sporting clubs

e Relaxation techniques

e Visiting local community centres
e Eating out

e Proactive behavior and speaking up for
yourself

multicap tasmania empowering capability 13



recreation

Multicap Tasmania can support you to participate in any recreational pursuits you enjoy. We
specialise in supporting people of all ages and disabilities and believe that anything is achievable. If
you enjoy participating in group activities, Multicap Tasmania runs regular activity sessions, camps,
workshops and courses, often with other community groups.

You will find some of our favorite recreational activities listed below, however if you would prefer
to enjoy an activity on your own, we can assist with that too. We are here to support you with

whatever goal you want to achieve.

How we can help

Multicap Tasmania can assist you with anything recreational focused. Simply tell us what you're
interested in and we will support you to make it happen.

As recreation specialists, here is a list of just some of the things we can

support you with:

Adventure
Bowling, tennis, fishing, golf, sailing, kayaking
or camping.

Arts

Enjoy visual, musical or performance arts;
join a class and access training to assist you
to build your range of techniques across
various art forms.

Culture
A trip to the theatre or movies, enjoying
a gallery, museum or art show, or visiting
markets.

Fitness

Gym sessions, fitness classes, team sports,
swimming classes, or training for your fitness
goal.

Big events

A day at the football, the ballet, catching a
live band, a festival, or maybe just a night out
with friends.

14

Relaxation
Meditation, yoga, music, a health spa, or a
day at the wineries.

Holidays

We can support your holiday plans — from a
weekend away to a few months traveling. We
can do everything from planning your travel,
accommodation and supports, insurances
and itinerary, to assisting you on the trip.

Family support

Whether it’s for sharing a day activity or for
taking a trip away together, we can support
your family to make it happen.



respite and short term
accommodation

Multicap Tasmania’s respite options provide carers of people with disability with the opportunity
to take a break from their support role.

We provide alternative care options for the person with disability and opportunities for new or
different experiences. Multicap Tasmania provides respite options for both children and adults
with disability.

Multicap Tasmania provides several respite options, from support in your home, to respite within a
purpose built house and from a few hours a day, overnight or for several weeks.

In home respite

In home respite provides care within your home. This service aims to meet the requirements of
the person with disability, their carer and other family members, by being flexible and responsive
to individual needs.

Facility based respite

Our facility based respite service offers an environment for people with disability to stay while
their carer takes a break. Facility based respite can be used for a planned rest or emergency
accommodation, with stays ranging from overnight to longer periods of time.

Respite stays may be regular or occasional to meet individual needs.

Multicap Tasmania’s respite facilities provide a comfortable and welcoming environment in
purpose built and accessible premises. Individuals have the opportunity to meet and socialise
with others of similar age and have access to staff qualified in the specific support of people with
disability.

Multicap Tasmania’s provides respite services in Burnie, Devonport and Launceston.

Recreational respite

Multicap Tasmania’s recreational services provide a broad range activities to people of all ages.
Activities can be fun, adventurous or relaxing. They can be group activities or they can support
individual goals and pursuits. They may be day activities, a weekend camp, a week away or even
longer.

Recreational activities are great for increasing community participation, building social networks

and also provide carers with rest time, knowing their loved one is enjoying a great social
experience.

multicap tasmania empowering capability 15



school leaver employment
supports (SLES)

Transitioning from school to work can be challenging, but also exciting and rewarding.

We cannot wait to be a part of your journey to achieve your career aspirations!

What is SLES?

School Leaver Employment Supports (SLES) is designed to help teenagers develop skills to gain
employment as they transition from high school.

What to expect

SLES is a tailored solution that is built around the unique career goals and relevant skill
development needs of each client.

Our skilled team will work with you to develop a plan of supports. Supports specifically designed to
support you to develop the required skills to pursue your desired employment outcome.

How we can help

Your SLES program will be unique to you and your employment goals. Your personalised program
may include:

e Exploring job opportunities to decide on a career path

e Supportin accessing and completing education and training

e Developing employment skills including; money handling, time

e management, communication, information technology and teamwork
e Learning specific job skills such as customer service techniques, how to
e operate certain types of equipment and administration processes

e Work experience

e Understanding how to apply for a job

e Preparing for an interview

e Getting ready to start your new job

16



support coordination

Strengthening your ability to coordinate and implement supports and participate in the
community.

Multicap Tasmania provides Support Coordination to help people with disability and their family or
support network to navigate the National Disability Insurance Scheme (NDIS).

Support Coordination can support you to understand and implement your NDIS plan. We can help
you to find the right service providers for your needs, and coordinate all of your supports, including
mainstream, informal, community and funded supports.

Working with you and your support network, we can assist you to explore your options, develop
resilience in your own network and community, to resolve points of crisis and to build on informal
supports.

Our Support Coordination team aims to build your capacity to undertake tasks associated with the
management of your own supports. The type of Support Coordination you are funded for will be
outlined in your NDIS plan.

How we can help
We can help you to navigate the NDIS through the different stages of your NDIS journey.

We can support you to:
e |dentify the services and service providers that best meet your individual needs

e Coordinate service providers and supports, or build your capacity to coordinate your own
supports

e Obtain quotes for services and set up Service Agreements with providers

e Source suitable accommodation and respite options

e Linkyou into a job, or other community activities

e Coordinate assessments, reports, and health and medical specialists

e Respond to a crisis; or identify solutions for managing risky situations, such as aging carers

e Plan and explore options for times of key life transitions, such as leaving school or moving
home

e Monitor your NDIS plan outcomes and expenditure, and report back to the NDIA, and
e Re-develop your goals prior to your NDIS plan review

multicap tasmania empowering capability 17



how we will support you

Choice and control

We are committed to empowering you to play an active role in decisions that affect your life and to
make choices for yourself

Multicap Tasmania will:
¢ Inform you about the opportunities for choices available to you

e Support you to make informed choices which will provide you with opportunities
e Keep your records of preferences regarding your service
e Enable you to build self-reliance and maintain social inclusion

Information about the opportunities for your choices will be provided to you at each major service
point from intake to end of service. Every effort will be made to ensure you understand your rights
and opportunities in making decisions regarding services.

You will have the opportunity to make choices about your service and how you use services in the
following ways:

e Service delivery access — opportunities to express your preferences in programs and
participation

¢ Individual service planning — You will be supported by being given choice of what, where
and how services are able to be delivered to meet your individual needs

Person centred planning

We are committed to supporting clients to identify their individual needs and develop goals that
will promote their independence and achieve optimal well-being and social participation

Multicap Tasmania will:
e Clarify the role and responsibilities of clients, carers and case managers and the purpose of
the case management process

e Ensure that clients are involved in case meetings
e Gather information to enable screening and comprehensive assessment

e Assist and support active involvement and decision making by the client and relevant family
members, carers or advocates

e Provide information about formal and informal support options

e Prepare a case management plan and provide accessible up-to-date information about the
care/service arrangements

e Coordinate, monitor, review and document the case plan
e Support clients to transition to other services or cease services as needed

18



e Support and monitor staff caseloads to ensure staff are able to deliver effective case
management services

e Employ case management staff that have the necessary skills and experience to undertake
the role and provide them with regular structured supervision and staff development

Formal and informal support options

In determining the most appropriate support options with you, we consider:
e Goals and aspirations

e Physical support needs

e Emotional support needs

e Family and friendship groups

e Cultural background sand beliefs

e Mainstream services

e Supports provided and funded by other agencies and organisations

We recognise that the role of families and carers is often essential in supporting people with
disability to realise these goals and will include them in discussions about supports

Medications

Multicap Tasmania places clients at the centre of planning and will ensure that processes are in
place that maximise the capacity for you to take control of your life, including all aspects of their
medication requirements wherever possible. Multicap Tasmania will support you to maintain your
independence for as long as possible, including managing your own medicines in a safe and
effective way. Talk to your Support Worker if you have any questions or concerns about your
medications.

If you require a Complex Medication Administration it will need to be developed by a relevant
health care professional (i.e. medical practitioner, diabetes educator, registered nurse). Details of
how these medications are to be administered will be described in the Complex Plan, which will be
attached to your Individual Plan

multicap tasmania empowering capability 19



service agreements

Multicap Tasmania supports you in:

e Starting your Service Plan
e Connecting you with providers and implementing all of the supports outlined in your plan
e Monitoring your Plan

e Addressing any issues or barriers that may arise regarding the delivery of supports in
accordance with the plan

Review

A review will be undertaken by your Client Services Coordinator after a period of 3 (three) months
(then again at 9 months). We want to ensure that we are delivering the best service and that the
most appropriate person centred plan is being delivered by Multicap Tasmania for you.

Changes to your service
Contact your Client Services Coordinator to make any chances to the services we are providing
you.

Exit and transition planning
e Ensure that staff explain to you at the time of the development of your individual service
plan how and when the process of transition and exit will occur

e Ensure that the issue of transition and exit is discussed in your client service reviews

e Ensure that transition and exit is timely, seamless and offers flexible and reliable support
linked to other services

e Support you in transition to other services or cease services as needed

We will devlop a transition/exit plan with you as part of your service planning
The plan will include the situations where:
e You have achieved, or are working towards achieving, the goals stated in the individualised
treatment management plan,

e Your needs would be best met by another service,

e You tell Multicap Tasmania that he you no longer need its services,

e There has been no contact between the you and Multicap Tasmania over a period of 60
days,

e You move out of the Multicap Tasmania’s service area

* You engage in behaviour which is unacceptable to such as violence, abuse, aggression, and
/ or theft.

e Prior to your transitioning or exiting a service of Multicap Tasmania, an exit review will be
conducted to ensure all appropriate formal and informal supports are in place for you.

20



health and safety

Multicap Tasmania is committed to personal safety and the right of people to live in dignity and
security without fear of threat or harm and to be free from exploitation and abuse

Multicap Tasmania will:

Ensure the physical environment is safe

Conduct thorough screening of both staff and volunteers working with vulnerable clients
Assist and support clients to assess and manage risks

Support clients to safely and effectively manage medication

Provide all staff with information and training on duty of care

Promote and comply with the national safe transport principles

Ensure that clients are protected from abuse or neglect, and that any incidents of harm are
promptly addressed and investigated

Provide staff induction and training and regularly review staff levels to ensure appropriate
levels of care

multicap tasmania empowering capability
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your rights + responsibilities

Multicap Tasmania is committed to upholding the human rights of all participants in accordance
with the NDIS Practice Standards, the NDIS Code of Conduct, and the United Nations Convention
on the Rights of Persons with Disabilities.

Multicap Tasmania is committed to developing an organisational culture that supports the legal
and human rights of clients and ensures they are able to exercise those rights.

Multicap Tasmania understands and supports the principles of fairness and human rights in all
aspects of service delivery. It will ensure that services are provided in an environment free from
discrimination, financial, sexual, physical and emotional abuse, neglect or exploitation.

Multicap Tasmania recognises and supports your rights to self-determination, independence
and dignity, and the right to take calculated risks. We are committed to providing supports in an
environment that actively prevents violence, abuse, neglect and exploitation.

Your rights

At Multicap Tasmania you are entitled to:
e Participate in decisions about your life

e Be supported to make informed choices with regard to risk

e Receive sufficient information about the service and its terms of use

e Privacy and confidentiality

e Access information that the service has about you

e Be treated with dignity and respect

e Express your views and communicate freely

e Access advocacy or a support person of your choice

e Beincluded and supported to participate in social, economic and community life
e Receive services that respect your culture, identity and beliefs

e Be free from physical, sexual, emotional and verbal abuse

e Have access to information on how to lodge a complaint if you are unhappy with any aspect
of the service

e Have complaints dealt with fairly and promptly
e Be free from discrimination
e Exercise choice and control over your lifestyle

e Beinformed on your rights, in a manner which is understandable at the beginning/before
services are delivered, on an ongoing basis and when your rights change

e Beinformed if any of your rights may be limited or restricted and the reasons why
e Have your rights respected while balancing the rights of others receiving services
e Receive services in a fair, equitable and transparent way

e Appeal decisions made about you and to have your appeal dealt with fairly

e Asafe and healthy environment within the service and the facilities

e Understand information to make informed life choices
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If you reside in Multicap Tasmania facilities, you are entitled to:

Reasonable adjustments and modifications to your dwelling to meet your needs
Have your autonomy, privacy, intimacy and right to sexual expression respected

How we support your rights
At Multicap Tasmania we uphold your rights by:

Training staff in the NDIS Code of Conduct

Maintaining systems to prevent and respond to abuse, neglect and exploitation
Supporting informed choice and consent

Providing accessible information

Encouraging and responding to feedback and complaints

We are committed to continuous improvement to ensure the rights of participants are upheld at all times.

Your responsibilities

You are required to contribute to a safe and respectful environment by:

Respecting Multicap Tasmania staff and other clients
Communicating appropriately and respectfully at all times

Understanding that the home is a ‘workplace” and that workplace health safety must be
adhered to

Respecting the conditions on the agreed service plan between you and Multicap Tasmania

Participating in the development, implementation and review of your service plan,
particularly in informing us of any changes/developments in your support needs,

Being responsible for your choices and the results of any decisions you make.

",
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feedback, compliments +
complaints

Compliments and feedback

Multicap Tasmania actively seeks your input and encourages positive feedback, or suggestions for
improvement, that you might provide about our services or the people who support you, as a
source of ideas for improving our services and activities.

You can provide feedback at any time. We will also request feedback from you to make sure we are
always improving to provide you with the best service and support possible.

Complaints

Multicap Tasmania is committed to providing high quality services to those in need, but sometimes
we get it wrong. You can let us know where we have made a mistake by
making a complaint.

Multicap Tasmania takes all complaints very seriously and welcomes them as an opportunity to
improve the services we provide.

What can | make a complaint about?

You have a right to complain to Multicap Tasmania or NDIS Quality & Safeguarding Commission
regarding any incident or issue that occurs during the delivery of our services, or in connection
with our services.

Your rights
We are committed to upholding your rights as a service user, including the right to:
e Be free from any reprisal following a complaint, such as any change to, or cancellation of,
services

e Be supported to report your complaint to NDIS Quality & Safeguarding Commission if you
are not satisfied with the way we respond to a complaint

e Beinvolved in decisions related to resolving a complaint
e Have your privacy and confidentiality protected
e Remain anonymous if you choose

24



How to make a complaint
You can make a complaint by telephone or in writing via email or by completing a feedback form.
Forms are available on the website or in any Multicap Tasmania office.

Our complaints procedure

Person taking the complaint will discuss with you (and your family/carer/advocate) all the
details of the complaint, including the outcomes you would like to see

You will receive an acknowledgment of the complaint which will include the expected
time frame for your complaint to be resolved

If appropriate, we will conduct an investigation into the circumstances surrounding your
complaint

You will receive information on the outcomes of your complaint and be given the chance
to ask for a review or refer the complaint to NDIS Quality & Safeguarding Commission

We will use your complaint to review our systems, policies and procedures to improve our
services

Our obligations
For all complaints made to us we will:

Treat all complainants with dignity and respect

Attempt to resolve the issue to the best outcome for all parties, within 14 days
Keep you informed of developments regarding your complaint

Maintain records regarding your complaint

Provide support to access translation, advocacy, or other support services where
appropriate

Report any breaches of legislation to the relevant authority

Some complaints can be resolved on the spot; however, others may require an investigation
which can take time. Multicap Tasmania will endeavor to resolve complaints as soon as we can,
and keep you informed of the process.

C) www.multicap.com.au/feedback

7 email feedback@multicap.com.au
Q phone 03 6433 5000
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what constitutes a complaint?

We are committed to providing high-quality services to those in need, but sometimes we get it
wrong. You can let us know where we have made a mistake by making a complaint.

What can | make a complaint about?

You have a right to complain to Multicap Tasmania or NDIS Quality & Safeguarding Commission
regarding any incident or issue that occurs during the delivery of our services, or in connection
with our services.

FAQ's
My support worker regularily arrives late to their shift, who should | speak to?

Please contact your Disability Support Service Manager during business hours. We’d always like to
allow time to discuss details properly, so arranging time to do so would help. Alternatively —you
can always email our feedback@multicap.com.au address at your leisure.

My usual support worker was unavailable and a replacement was sent that | did not
know and was unsuitable to provide my supports, who should | speak to?

Your Disability Support Service Manager is the best person to contact and provide details. We
always need to know if/when our service and our staff are not meeting your needs. Please always
call during business hours unless there is urgency attached.

My support worker wears clothes that have holes in them or that are dirty, who
should | speak to?

Your Disability Support Service Manager is available to discuss concerns and is the person who will
then address these concerns with the Support Worker.

My invoice is wrong/there are charges on my invoice | don’t undertand, who should

| speak to?

You should speak with our Finance team at Multicap Tasmania. Either phone our office during
business hours and request to speak with Finance, or please email finance@multicap.com.au
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I have asked for a specific support worker to not be included in my roster, but they
keep being added, who should | speak to?

Please contact your Disability Support Service Manager during business hours.

| don’t feel like Multicap Tasmania communicates with me well, things keep
happening that | am unaware of, who should | speak to?

We need to know this to be better — please provide any feedback, and tips for how to get it right, by
phoning our office, or emailing feedback@multicap.com.au,

I need more/different support. Who should | speak to?

Please contact your Support Coordinator to discuss your options.

I don’t think my support worker has the right training to support me/my situation
has changed and | require someone with more training, who do | speak to?

Your Disability Support Service Manager is the most appropriate person to discuss this with and will
also be responsible for ensuring the right training is put in place.

e,
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privacy + confidentiality

Multicap Tasmania is committed to protecting and upholding the right to your privacy. This
commitment includes how we collect, store and use information relevant for your service. We will
only collect information from you that is relevant for the provisions of your services, or as a
Government requirement.

The types of information about you that is considered confidential can include personal details,
previous medical history and records, and information relating to your personal care plan and
relevant correspondence.

Other information relating to your ethnic or racial origin, political opinions, religious or
philosophical beliefs, health or sexual lifestyle will also be considered confidential.

As an adult client, you have the right to determine what information you consider personal and
confidential. This information will only be used as support to developing, maintaining, delivering
and evaluating your service plan.

Multicap Tasmania will:

Ensure your privacy when you are discussing matters of a personal or sensitive nature,
Only collect and store information that is necessary for the functioning of the organisation
and its activities,

Use fair and lawful ways to collect information,

Collect personal information with your consent,

Ensure that you know what personal information is held

Ensure that personal information collected or disclosed is accurate, complete and up to
date.

You may seek access to view or correct and information about yourself, and you are able to ask
about the purpose of any information before you disclose it.
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advocacy

Multicap Tasmania supports your rights to use an advocate of your choice to negotiate on your

behalf in relation to:
e Your assessment in establishing your Service Plan

e Monitoring and reviewing your plan, and/or

e Any other communication between you and Multicap Tasmania or any other service

provider.

We will ensure you and your potential advocates are informed via appropriate formats (including
verbally and in writing) about your right to use an advocate and the role of an advocate when you

are:

e Assessed and re-assessed for services,
e QOriented to the service or program,
e Refused service,

e You want to make a complaint about the service,

e A staff member believes an advocate may be beneficial to you.

Multicap Tasmania can assist you to make contact with the advocacy service of your choice.
Any information about you will not be disclosed to an advocate, when you are not present, unless

the you have provided your permission to do so.

Advocacy services

Speak out
Burnie and Devonport
Launceston
2 Spring Street, Burnie Tas 7320 59 Amy Road. Newstead 7250

admin@speakoutadvocacy.org admin@speakoutadvocacy.org

03 64319333 03 6343 2022

Your say Advocacy Tasmania
1800 005 131 | 0457 806 963 | contact@yoursaytas.org

Hobart

Bathurst Street, Hobart, 7000
admin@speakoutadvocacy.org
03 62312344
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