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Client Charter

Introduction

Our Client Charter is our commitment to the standards for service delivery and how our clients can provide
feedback. It is the experience clients will have as a result of us living our Code of Conduct.

Client Charter

Woodyville Alliance is committed to providing you with the services you want and respecting your rights.

We will take all reasonable steps and strive to meet this commitment every day in every service we provide.

You will always be treated with respect:

- We will respect you, no matter your age, race, caring responsibilities, cultural background, disability
status, gender, religious affiliation, sexual orientation, gender identity, intersex status, or socio-economic
background.

- We will act with integrity, honesty, and transparency.

You will have support to access a service or program and make decisions on your own terms:

+ We will listen to you and treat you as an individual.
+ We will provide clear information and support in ways you can understand.
+ We will provide an interpreter if you need one.

You will be safe and free from harm when using our programs and services:

+ We will take all reasonable steps to prevent and respond to all forms of abuse, assault, neglect,
discrimination, bullying, mistreatment, violence, intimidation and/or exploitation.

- We will listen to you if you have any concerns about a service or how you have been treated, take your
concern seriously, and treat it confidentially.

You will receive quality, reliable programs and services provided by appropriately skilled people:

+ We will support your independence and strengths.
- We will be available when we say we will.
- We will do what we agreed we would, and if not able, we will talk to you.

Your information will be treated as confidential, and your privacy respected:

- We will comply with all relevant laws and regulations.
- We will ask your permission to share your personal information with other people, unless we are required by
law to do so, or because we are concerned about your safety or someone else’s safety.

As a client of Woodville Alliance, you have responsibility to:

- Berespectful of others, including staff, volunteers, and other clients.

- Be respectful of our property.

- Maintain confidentiality regarding information about other clients or participants.
- Provide accurate information about yourself to receive the best service.
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If you have any suggestions on how we can improve Woodville Alliance, or if you are unhappy with the
service you have received, or if you had a good experience, we would like to know. All feedback is treated
confidentially, and your program and service will not be affected.

You can:

Talk directly to the staff you know or ask to speak to a manager.
Fill in the Feedback form on our website @ www.woodVville.org.au
’0’ 0297225200

feedback@woodville.org.au

g Write to: PO BOX 468 Villawood NSW 2163

If you have made a complaint and feel it has not been resolved, or are not comfortable to discuss directly
with us, there are external agencies that can assist.

For anonymous feedback, contact our independent speak up platform Your Call:

Your personal details and information will not be shared with Woodyville Alliance if you choose.

@ Report Centre - https://whistleblowing.com.au/report-centre/
(Select “Make a Report”, use Organisation ID “WAOT1").

For Disability Services, contact the NDIS Quality and Safeguards Commission:
@ How to make a complaint - www.ndiscommission.gov.au/contact-us/makeacomplaint

0’ 1800 035544 or TTY 133 677
National Relay Service: ’0’ 1800 555 660 and ask for 1800 035 544, or

@ www.accesshub.gov.au
For Early Learning Childcare, contact the Department of Education:

@ Give feedback or make a complaint - https://education.nsw.gov.au/early-childhood-education/
regulation-and-compliance/how-to-give-feedback-or-make-a-complaint

'0’ 1800 619 113

ececd@det.nsw.edu.au

For Community Initiatives, contact the New South Wales Ombudsman:
@ Making a complaint - www.ombo.nsw.gov.au/Making-a-complaint

0’ 1800 451524

Acknowledgement of Country

We acknowledge the Traditional Owners of Country throughout Australia and recognise their continuing connection to lands, waters and communities.
We pay our respects to Aboriginal and Torres Strait Islander cultures; and to Elders past, present and emerging.
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