Children . 1.. F;;lmilies

Connected Abilities
Family Handbook




Universal Declaration of HUMAN RIGNES.......ooiu ettt ettt sa et ananes 3
About Connect Children and Families- the Approved ProVider...........eeeeeeeeeeeeeeereeeeeeeeeee e verens 4
ADOUL CONNECLEA ADIIILIES ...ttt ettt sttt sttt caen 6
T K EYWOIKE ettt ettt ettt et e bt as s eben b ese st e b st aabebanseae b eas st ess et ens et ensebsabeasabensetensesenserens 7
Connected ADIlIHIES PRIlOSODPNY......couiieeeececee ettt ese e sesssssssesesesessesesensnsesessnsnsseserensnsrenenen 8
CONNECEEA ADIlILIES SEIVICES ... ..ttt ettt ettt sttt 9
COOrAINALION Of SUPPOMS: ..ttt ettt ettt et es et et be b ebe st eas st ess st ensebenseas b eas et enbetansesensesensessasensesn 10
[0 aTol o= o gt AV Tl <l (<] 1Y/ TR 11
ChOICE ANA CONLIOL....ectiuiieeireeireere sttt st st st st st st st bbbt stastsenes 11
TranSItIoON OF PrOVIAET ...ttt ettt sttt et ettt sttt aen 11
IMPOrtant thiNGS t0 D& @WAIE OF ...ttt s s s s s e s e s s snensnsssnnesenenen 12
The National Principles of Child Safe OrganiSations.........cceeveeeieeeeceieeereesessesesesesseesssssssssesessesssessesons 13
NDIS COAE OF CONAUEL.....ciuiiririiicirirtcte sttt ettt sttt sttt sttt sttt bbbt een 14
The Early Childhood Australia Code Of ELNICS.......ceeeieeceeeeeeeee ettt r s n e senens 15
Early Years LEArnNing FIraMEWOTK ..ottt essssesests e esssssssssssssssssssssensassssssnsassssssnsnssosenen 16
POlICIES AN PrOCEAUIES ...ttt ettt ettt sttt ettt sttt ettt bbbt sttt een 17
X AV 0 Tor=ToxY OO 17
Feedback and COMPIGINTS ...ttt se e sse s sssses s st ssssensasssesensansssssnennssensnen 18
The Working TOZether AGIEEMENT ...ttt sttt ss ettt as bbb as s bens 20
COMMUNICALION c.ceerceeceicaeiree ettt sttt sttt sttt st st st st st se st sese st seaesstaessenessenes 20
Incidents, EMErgENCIES aNd DISASEEIS .....cuivveieereeereeteeectcece ettt sstess s sssssenssssesensassssssnsnnssesenen 21
PIIVACY ettt ettt ettt et st et a bbb e s bt e b e b b et eh et ea bt eR st et ebe b eae b e At b ers et ensebenseas b eatane 23
FUPENET INFOIMALION ...ttt ettt st st sttt sttt ettt taes 23

Page 2 of 23



Welcome

Choosing a provider to support your child’'s development is an important decision- we
know because most of us at Connect have made those decisions for our own children.

Connect is an organisation with a simple purpose- Together, we support children’s and
families’ learning, safety, and wellbeing.

The things that matter most to us are tuning in, connection, showing kindness, striving
for social justice, walking together, and celebrating every child. We hold ourselves not
only to NDIS Practice Standards and Code of Conduct, Early Childhood Australia’s
Code of Ethics, but also our own Code of Child Wellbeing.

This handbook gives you the information you need to decide whether you would like
to engage Connect Abilities as your service provider and how we operate.

If you have any questions or concerns after reading this handbook, please contact us.

Connect operates in line with Human Rights as determined by the General Assembly as
follows:

The General Assembly,

Proclaims this Universal Declaration of Human Rights as a common standard of achievement for all
peoples and all nations, to the end that every individual and every organ of society, keeping this
Declaration in mind shall strive by teaching and educating to promote respect for these rights and
freedoms and by progressive measures, national and international, to secure their universal and
effective recognition and observance, both among the peoples of Members States themselves and
among the peoples of territories under their jurisdiction.
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About Connect Children and Families- the Approved

Provider

Connect Children and Families began in Katoomba in 1981 as Possum Early
Intervention Playgroup Service. This was set up by community professionals on a
voluntary basis to meet the need of families seeking support for their young children
before school. Since that time Connect has grown and diversified its programs and
services, always in response to the local community that we serve.

Connect is governed by a Board of Directors and a Chief Executive Officer.

We support families to access services that respond to their needs, creating pathways
both across our services, and to other community agencies that can support them.

° Supported playgroups

° Family Support programs

° Community hub programs

. Transition to school programs
° Pathways Program

Connect Early

Connected
Abilities

Connect at
Home

Family

We CAN program Lapstone and Hazelbrook

(formerly YAWN) : branches that includes:
Connect at Home Commumty
project . Developmental

supports
. NDIS support
coordination
. Keyworkers
. Allied Health

Connect
Early Education

. Bunya ECC

° Lapstone Preschool

. Possum ECC

. Hazelwood ECC
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https://www.connectcfs.org.au/about-us/

Children and Families

Our Purpose
Together, we support children’s and families’
learning, safety and wellbeing.

Our Vision
Children and families thrive in safe, connected
communities

Our services exist to create positive change for children, families, and community. Children’s safety
is always our priority. Our services are available to children and families in their home, in early
childhood education centres and pre-schools, in community spaces and schools and other family-

We tune in

We listen, we seek to
understand the needs of
our children, families,
people, and community. We
are responsive to their lived
experiences and to research
in our field.

centred services

Our Values

We connect

We build relationships. We
believe that the best
outcomes for children and
their families come from
respectful relationships and
working together.

We strive for social justice

We oppose inequality and
challenge social injustice by
removing barriers to our
services and identifying
ways to enable equity of
access, inclusion and
children’s rights.

We all walk together

We respect the lived
experiences and heritage of
Aboriginal peoples. We
promote self-
determination. We are
Culturally sensitive to the
needs of Aboriginal children
and their families.

We show kindness

We are compassionate,
gentle and think about the
safety and wellbeing of
others. Being kind often
takes courage and strength
to give honest feedback -
being clear is kind.

’*;

*
¥

We celebrate

We celebrate every child -
their individuality, gifts,
ideas, and culture. We
focus on their well-being,
strengths and what triggers
their curiosity and delight.
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About Connected Abilities

We provide a Transdisciplinary Family Centred approach to supporting children birth to 12 years
old who are experiencing developmental difficulties due to a delay or have a diagnosed disability.
This is done in mainstream natural settings, that include the home, relevant educational setting
and the wider local community..

Different disciplines provide different skills, knowledge, perspective, and ideas which can be
shared effectively, enhancing the team’s overall abilities. This information can be drawn upon by
Keyworkers in their role of primary communicator and support with families and the networks
around the family. The team work collaboratively and share the responsibilities of evaluation,
planning and implementing services to support the children and their families. We promote
capacity building of the family and other people around the child to ensure supportive strategies
are incorporated into everyday life. We aim for the family to develop a toolkit of strategies to
use as new challenges present themselves during the child’s journey.

Our Transdisciplinary Team includes Occupational Therapists, Speech Pathologists, Educational
Specialists and Physiotherapists. VWWe have a manager and administration support to attend to the

diverse family needs and enquiries each day.

We aim to deliver supports that respects participants culture, values and beliefs.

Childrer Families

Speech Early Years
Pathology Teacher

Nyl

Local community

»

Cl 11d _a-ni:l
Keyworker flY
f & Early Education
' setting/school
Ocﬁﬁ:::::("al Physiotherapy
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An essential part of the Transdisciplinary Team Approach.

This person will work directly with the family and the networks around the child to determine
the most appropriate services for your child to meet their needs.

Each keyworker is supported by the team of professionals from different disciplines who share
their knowledge and experience in working with children including:

>

>

Early Years Teachers— Developmental support, transition to school, learning
dispositions, community access.

Occupational Therapist — Sensory supports, activities of daily living, aids and
equipment, motor coordination, fine motor skills, executive function skills, community
access, rehabilitation.

Physiotherapist — Gross motor skill development, Muscle strength, daily living aids and
equipment, motor coordination, community access, rehabilitation.

Speech Pathologist — Speech and Language delays, Literacy, Social communication,
Assessments, assistive technology, augmentative and alternative communication
devices.

Your keyworker works in partnership with you and others to:

Support you to know your rights and have advocacy

Give your child a voice

Help your child participate in their daily routine

Help make a plan that works for your family routine

Connect your family with mainstream community services

Access the community

Support the educators in your child’s childcare, preschool or school setting
Embed your child’s therapy into their childcare, preschool or school setting
Set goals and implement strategies to maximise learning opportunities
Access the resources you may need for your child
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Connected Abilities Philosophy

We respect and amplify children’s voices and agency.

We listen to understand children’s wants and needs and are responsive in our planning. We support
children to build their capacity to advocate for their needs. We acknowledge the impact of traumatic life
experiences and work in partnership with children, celebrating and utilising their strengths, interests and
learning styles to achieve their goals.

We work in partnership with families.

We focus on what families want for their children and their family and work with them to achieve the
best outcomes for their children. We seek to tune in by listening, understanding, and collaborating with
families and children to support their goals. We utilise children’s and families' strengths, interests, and
experiences to encourage and engage them.

We strive to use natural environments.

We recognise the evidence that working with children within the natural environments that they learn in
often provides opportunities for inclusive, predictable, and quality engagement. Our connections with
the communities surrounding children and families are essential for collaboration and capacity building.
We also understand that flexibility and choice are necessary for families and children and consider this in
all our planning.

We connect by communicating openly and respectfully in partnership with children, families, colleagues and
the community.

We value collaborative communication and the sharing of information and resources. We acknowledge
that communication should be responsive to the individual requirements of families and children and
look for ways to accommodate this.

We advocate for the rights of children and the removal of barriers to equitable participation and inclusion.
We courageously challenge social injustice and empower others to do the same. We model equity and
inclusivity in our partnerships with families and communities. We actively support families to access
information and resources that help them to meet their goals and outcomes.

We all walk together.

We work to understand the historical impacts and trauma of Aboriginal and Torres Strait Islander
families and community members. We strive to be culturally sensitive and understand and promote
culturally safe practices.

We are open to consistent critical reflection to support growth in practice and relationships with children,
families and colleagues.

We commit to providing time, space and resources to support regular, meaningful opportunities for
reflection. We recognise that curiosity is central to problem-solving, learning and responding to changing
needs.

We maintain currency in best practices by engaging in multi-modal professional learning

We value each team member's strengths, experience, knowledge, and skills. We work from evidence
bases that include the lived experience of people with disabilities. We are committed to sharing new
knowledge and ideas with our colleagues. We recognise that sharing up-to-date information and
practices with families helps to build their capacity, confidence and motivation. We work within
recognised and current professional guidelines and frameworks and are committed to supporting our
staff to meet these requirements.
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Connected Abilities Services:

Connect promotes Best Practice in Early Childhood Intervention

Children learn most from the adults they have the strongest relationships with, and in the
places in which they spend most time and feel comfortable, like home, childcare or school.
Children learn through play and the activities they do with the people around them everyday.
Our keyworkers and therapists support you to embed your child’s learning into their daily
routines this is called Routines Based Intervention in the most natural setting for the child. This
is evidence based Best Practice which guide the way we work with families and children during
the developmental journey. Promoting supports in natural settings, Connect deliver supports
that uses children’s natural interest in play, to help develop their skills in the environment.

Telehealth

Along with visits to your home or a mainstream setting, we can also provide telehealth
services. These sessions on various virtual platforms (zoom and teams) allow for families and
children to be connected with us remotely and be responsive to your changing needs. Therapy
and support services can be delivered in the privacy of your own home and are tailored to your
child’s goals using evidence based practices/strategies.

Community Support for participation

Our team can support your child to overcome barriers to their participation in community
activities and access to their neighbourhood e.g. scouts, afterschool sports and leisure
activities. Specific activities and play experiences can also be carefully planned according to
individual needs to develop specific skills and encourage cooperation, regulation, and
collaborative play. This can be organised with extended family, siblings, friends or small groups.
The benefits are building friendships, building confidence, improved communication, improved
family capacity and overall inclusion in the community.
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Coordination of Supports:

The coordination of NDIS supports refers to the process of managing and organizing the
various supports and services that an individual with a developmental delay or disability may
require to achieve their goals and improve their quality of life.

This involves working closely with families to identify their specific needs and goals.

The support coordinator acts as a central point of contact and assisting in developing and
implementing a personalised plan for the participant.

This may include:

1. Assessing the participant's individual needs and goals.

2. ldentifying suitable supports and services available under the NDIS.

3. Assisting the participant’s family in understanding and navigating the NDIS system.
4. Coordinating the delivery of different services and supports from various providers.
5. Advocating for the participant's needs and rights within the NDIS framework.

6. Regularly reviewing and adjusting the NDIS plan based on the participant's progress and
changing needs.

The goal of coordination of
supports is to ensure that
participants receive a
comprehensive and integrated
range of services that address
their unique requirements and
enable them to lead more
independent, fulfilling lives. It also
aims to streamline access to
services, avoid duplication, and
foster collaboration among service
providers to enhance the overall
effectiveness of support delivery.
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Funding for service delivery:

Therapy and support services from the Connected Abilities team can be funded by your child’s
NDIS package or can be privately invoiced as a Fee For Service offer

We are a registered provider and accept all plan Management styles:

e NDIS Managed — Agency Managed

e Plan Managed — 3rd party manages invoices and funds

e Self Managed — participant manages payments and invoices and they are
responsible to cover the cost of service delivery

Service delivery is Invoiced fortnightly — payments must be made in 14 days

For NDIS funded clients, Connect will create with you:

A Service Agreement and Schedule of Support to be completed annually. This document is an
agreement between the participant and Connect and outlines policies, responsibilities and
ensures we are addressing your needs, goals and preferences. We support you to make
informed choices and allocate qualified, competent, skilled staff in a timely manner.

Choice and Control

Connect promotes your choice and control over the services you receive. We work with you
to ensure your services always reflect your goals and current priorities. We aim to maximise
the child’s independence and participation. with Should you wish to change provider, we
request 14 days’ notice and we can cease your service agreement with us.

Transition of Provider

Connect will assist families in transitioning to or from our services in a planned coordinated
way. We collaborate on the process and work with other within the framework of our privacy
and confidentiality policies.

We will review any risks, provide documentation and help achieve the desired outcome for the
child and family.
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Important things to be aware of:

Child Safeguarding

Allied Health Professionals and Teachers are Mandatory Reporters and are therefore required
by law to report any incident, disclose any concern raised, that there is a child at risk of harm.

Please see our Child Protection policy for more further information via our manager or further
information on Connect’s commitment to being a Child Safe Organisation is available on page

14 of this handbook.

Home Visiting Risk Assessment Process

As part of our initial processing of a service agreement with you, we will be asking questions
related to the safe environment of your home to inform our Workplace Risk Assessment.
When or if staff visit you at home, your home becomes the workplace. Connect has an
obligation to its staff to ensure that the workplace is a safe place to work. Your assistance with

this checklist is appreciated.

Covid 19 Safety

Connect is a COVID Safe workplace.

All Connect Abilities staff are fully vaccinated.

.wv We follow NSW Health Guidelines in
relation to Covid 19 safe protocols. Our
team members also have access to
Personal Protective Equipment, such as
masks and gloves, hand sanitiser and
- Rapid Antigen Tests to ensure all
stakeholder’s health and safety.Please
see Connect’s Covid 19 policy for more
details.
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The National Principles of Child Safe Organisations

As of February 2019, the National Principles for Child Safe Organisations have been
endorsed by members of the Council of Australian Governments, including the Prime
Minister and state and territory First Ministers. The principles aim to provide a
nationally consistent approach to creating organisational cultures that foster child
safety and wellbeing.

The National Principles of Child Safe Organisations are:

» Child safety and wellbeing is embedded
in organisational leadership, governance
and culture.

» Children and young people are informed
about their rights, participate in decisions
affecting them and are taken seriously.

» Families and communities are informed
and involved in promoting child safety
and wellbeing.

» Equity is upheld and diverse needs
respected in policy and practice.

» People working with children and young
people are suitable and supported to
reflect child safety and wellbeing values
in practice.

» Processes to respond to complaints and
concerns are child focused.

» Staff and volunteers are equipped with
the knowledge, skills and awareness to
keep children and young people safe
through ongoing education and training.

» Physical and online environments
promote safety and wellbeing while
minimising the opportunity for children
and young people to be harmed.

» Implementation of the national child safe
principles is regularly reviewed and
improved.

» Policies and procedures document how
the organisation is safe for children and
young people.

Connect Children and Families Charter of Commitment to Children and Young People

At Connect Child and Family Services, we are .
committed to:

Acknowledging children’s vulnerability,

Upholding the rights of each child as
expressed in the United Nations Convention
on the Rights of the Child. We model this in
our practices and behaviours.

Creating environments where children have a
voice and feel they are heard. We promote
the wellbeing of each child.

Prioritising our child protection obligations.
We integrate protective behaviours into our
practices enabling each child to grow in their
capacities to promote and protect their own
wellbeing and safety. As mandatory
reporters, we report harm, or signification
risk of harm, to a child to senior colleagues in
Connect and to the relevant authorities.

paying attention to each child and family. We
are mindful of children’s lived experiences
and aware of the impact of trauma on
children’s behaviours and emotional well-
being. We apply the best professional
insights into child development and
wellbeing.

Building safe relationships with children and
families, acknowledging that parents and
families are the first and most important
source of care and education in the life of a
child. We notice signs that indicate they may
need support and act to prevent the
behaviours and situations that might put a
child’s wellbeing or safety at risk.

Working together and in partnership with

families, knowing it takes the whole
community to keep children safe.
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NDIS Quality
and Safeguards
Commission

The NDIS Code
of Conduct

The NDIS Code of Conduct applies to all NDIS providers and workers
(including employees and contractors).

What does the Code require?
Anyone providing supports and services to people with disability must:

@ Respect the rights of the person Respect privacy

Act with respect for individual rights to freedom of Respect the privacy of pecple with disability
expression, self-determination and decision-making
in accordance with relevant laws and conventions

Act with integrity
=" Provide supperts and services with integrity, honesty
and transparency

Deliver services competently

Provide supports and services in ¢ safe and
competent manner with care and skill

Take action on quality and safety
Promptly take steps to raise and act on concerns about
— matters that might have an impact on the quality and
5 safety of supports provided to people with disability
Prevent violence, neglect,
abuse and exploitation
Take all reasonable steps to prevent and Prevent sexual misconduct
respond to all forms of viclence, exploitation, Take all reasonable steps to prevent and respond
neglect and abuse of people with disability to sexudl misconduct.

If you witness any activity that breaches the NDIS Code of Canduct, either at your organisation
or at another provider, you should report it to the NDIS Commission. Your report will help us
take direct action to protect the safety of people with disability.

To report a possible breach of the
NDIS Code of Conduct call 1800 035 544.

For more information about the NDIS Code of Conduct, visit the NDIS Quality
and Safeguards Commission website at www.ndiscommission.gov.au
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The Early Childhood Australia Code of Ethics

VISION

Professionals who
adhere to this
Code of Ethics
act in the best
interests of all
children and work
collectively to
ensure that every
child is thriving
and learning.

'y

DEFINITIONS OF
TERMS IN ECA'S
CODE OF ETHICS

A CODE OF ETHICS—defines the core aspirational values of
the profession and provides guidance for professional decision
making especially when there are conflicting obligations or
responsibilities.

CORE PRINCIPLES—fundamental and prized values of

the profession.

FAMILIES—the pecple who have significant care
responsibilities for and/er kinship relationships with a child.
CHILDHOOD PROFESSIONAL—a person who works.

with er on behalf of children and families in education and
care settings.

COMMUNITIES—a group of pecple living in the same place
or having a particular characteristic in common.
COLLEAGUES—includes employers and those with whom you
work directly or more broadly.

STUDENT—a persen undertaking study at a secondary or
tertiary institution

Y
e

'
PREAMBLE

Early Childhood Australia recognises that Aboriginal and
Torres Strait Islander people have been nurturing and teaching
children on this land for thousands of years. The Code of
Ethics acknowledges Aboriginal and Torres Strait Islander
traditional ways of being and caring for children.

This Code of Ethics is informed by the principles in the United
Nations Convention on the Rights of the Child (1991) and

the Declaration on the Rights of Indigenous Peoples (2007).

A Code of Ethics is an aspirational framework for reflection
about the ethical responsibilities of childhood prof |
who work with, or on behalf, of children and their families.

In this Code of Ethics the protection and wellbeing of children
is paramount and therefore speaking out or taking action in
the presence of unethical practice is an essential professional
responsibility.

Being ethical involves thinking about everyday actions and
decision making, either individually or collectively, and
responding with respect to all concerned. The Code of Ethics
recognises that childhood professicnals are in a unique
position of trust and influence in their relationships with
children, families, colleagues and the community, therefore
professional accountability is vital.

ACKNOWLEDGEMENT

The first Code of Ethics for the Australian early childhood
profession was developed in 1988; it was widely cited and
used for 19 years. The first review of the Code of Ethics
began in 2003 with the second version launched in 2007,
The second review of the Code of Ethics began in 2014
with the third (current) version approved by the ECA
National Board in February 2016.

ECA is grateful to everyone who has contributed to the
development and ongoing review of the Code of Ethics
including those who have participated in consultation
surveys, forums and workshops over the years as well as
those whe have provided advice and oversight through
their service on reference and advisory groups. We would
particularly like to acknowledge those engaged in writing
each version of the Code.

Idhood Australia

PO Box 86, Deakin West, ACT 2600
1800 356 900 (freecall)

T: (02) 6242 1800

F: (02) 6242 1818

E: eca@earlychildhood.org.au

www.earlychildhoodaustralia.org.au

CORE PRINCIPLES

The core principles in this Code of Ethics are based on the
fundamental and prized values of the profession. They actto
guide decision making in relation te ethical responsibilities.
These core principles require a commitment to respect and
maintain the rights and dignity of children, families, colleagues
and communities.

» Each child has unique interests and strengths and the

capacity to contribute to their communities.

.

Children are citizens from birth with civil, cultural, linguistic,
social and economic rights.

* Effective leamning and teaching is characterised by
professional decisions that draw on specialised knowledge
and multiple perspectives.

.

Partnerships with families and eemmunities suppert shared
respensibility for children’s learning, development and
wellbeing.

Demacratic, fair and inclusive practices promote equity and
a strong sense of belonging

.

Respectful, responsive and reciprocal relationships are
central to children’s education and care

.

Play and leisure are essential for children’s learning,
development and wellbeing.

.

Research, inquiry and practice-based evidence inform
quality education and care.

- Ethics

Early Childhood Australia

A voice for young children

Code
@
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Early Years Learning Framework

Fundamental to the Framework is a view of children’s lives as characterised by
belonging, being and becoming.

BELONGING BEING BECOMING
Experiencing belonging -  Childhood is a time to be,  Children’s identities,
knowing where and with to seek and make meaning knowledge,

whom you belong - is of the world. understandings, capacities,
integral to human skills and relationships
existence. change during

childhood. Becoming
reflects this

process of rapid and
significant change that
occurs in the early years
as young children learn
and grow.

CHILDREN’S
LEARNING,
DEVELOPMENT
AND WELLBEING

PRACTICES

Holistic, integrated and interconnected approaches
Responsiveness to children
Play-based learning and intentionality
Learning environments
Cultural responsiveness
Continuity of learning and transitions
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Connect’s policies and procedures are available by request. Included in this handbook are
summaries of key policies and procedures that are relevant to the delivery of our services.

Connect Child & Family Services Ltd. (“Connect”) will take a committed and planned approach
to actively advocate on the key issues affecting children and their families and carers. It will
also support and encourage all service users, their families and carers to use, when appropriate,
an independent and culturally appropriate advocate to support and represent them. Connect
staff are not expected or permitted to act as an advocate when there is an issue between a
service user and the centre’s staff or services they provide or where there is a foreseeable
conflict of interest.
e Conflict of interest issues are minimised;
e Access to independent advocates is supported.
o Appropriate use of the service Complaints policy
e Independence is assured for service users when requesting advocacy
support.
e Request information about appropriate independent advocacy agencies that can be
contacted.
e Connect will ensure that participants and families have access to translator services
by holding registration with the NDIA provider interpreter services via TIS National.

If your child has displayed any of the following symptoms, you should seek medical advice and
let us know you need to cancel the service. It is best they rest and recover for 48hrs before
resuming support.

e High temperature

e Vomiting or diarrhoea

e Runny green nose, or

e Rash, swelling and pain

e Any symptoms consistent with Covid 19

Where your child is diagnosed with an iliness, discuss the ‘exclusion period’ for that illness with
your doctor and ask for a medical certificate to be provided. Connect can provide contact details
for GP’s, paediatricians and specialists in your local area if you require support with this.
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Feedback and Complaints

We are committed to continuous quality improvement in the services we provide and in the
way we manage our programs and facilities. If you have feedback, please share it with us,
preferably in writing. You can provide online feedback or email us at
connect@connectcfs.org.au.

Connect has a feedback and complaints policy.

You can make a complaint at the level you feel most comfortable, in person, by telephone,
email or in writing.

STEP 1 Discuss your concern with (or write) to a staff member or Program Manager.

Telephone (02)4758 9966. All complaints are reported to the CEO and subsequently the
Board of Connect. Fact finding and decision-making processes will be undertaken, and you will
be advised of the outcome of your complaint. If a resolution is not easily obtained with the
Program Manager, we will refer your complaint to the Executive Team.

STEP 2 Complaint escalated to the Executive Team of Connect. A representative of the
Executive Team will contact you. If a formal meeting is required you may bring a support
person.

STEP 3 The Executive Team will undertake fact finding and decision-making processes and
you will be advised of the outcome of your complaint.

STEP 4 Resolution.

If resolved, the complaint process and resolution will be recorded in the complaints register
and reported at the next Board Meeting to identify strategies to limit recurrence.

No resolution—proceed to Step 5.

WITHIN 14 DAYS

STEP 5 Approach an external agency for assistance in resolving the dispute.
A complaint can be made to the NDIS Commission by:

Phone: 1800 035 544 (free call from landlines) or TTY 133 677

Interpreters can be arranged

National Relay Service and ask for 1800 035 544
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NDIS Quality
and Safeguards
Commission

9

What is the NDIS Quality and Safequards
Commission and what is its role?

About the NDIS Quality and Safeguards
Commission

You have the right to feel safe and receive quality service

from your service providers. The NDIS Quality and Safeguards
Commission (the NDIS Commission} will work with you,

service providers, workers, advocates and other people in the
community to improve the quality and safety of support and/or
services you receive.

The NDIS Commission is an Australian Government agency
within the Social Services portfolio. It helps to protect the
rights of people who receive NDIS support and/or services, and
prometes their health, safety and wellbeing. It is the national
regulator of NDIS support and service providers.

What does the NDIS Commission do?

We work to:

- ensure providers and workers know and follow the quality
and safety rules

* help with, and respond to issues, complaints and serious
incidents

= register and regulate NDIS providers Australia-wide

= educate and inform NDIS service providers, workers,
participants and the community about the NDIS
Commissions’ quality and safety rules.

Your rights
We support your right to:

YOUR RIGHTS

ity

= dignity and respect

= live free from abuse,
exploitation, and violence

= berespected and have your
culture and identity respected,
receive good quality services
and achieve your goals.

If you feel unsafe or unhappy with the NDIS services or support
you receive, it’s important to know that you can speak up
about any problems you have. It's always okay to speak up.

The NDIS Code of Conduct and NDIS Practice Standards for
providers and workers outline clear and enforceable standards
for the quality and safety of support and/or services in the
NDIS. If you, or someone you know, is not receiving quality,
safe s support and/or services, please talk to us. We have the
power to take action to protect the rights and safety of NDIS
participants.

We will respond to your concems and complaints, including
possible incidents of abuse and neglect of NDIS participants.

If you, or someone you know, is at

immediate risk of harm, or you are
worried about someone’s safety or
wellbeing, call JQ immediately.

How to contact the NDIS Commission

If you have a question or want to know more, contact us:

| Phone: 1800 035 544 (free call from landlines) ‘

‘ Text Telephone TTY: 133 677 ‘

National Relay Service for people with hearing or speech
impairments: https://internet-relay.nrscall.gov.au/
and ask for: 1800 035 544

Submit the online complaint contact form:
https://www.ndiscommission.gov.au/about/complaints

‘ Email: contactcentre@ndiscommission.gov.au ‘

‘ Mail: PO Box 210, Penrith NSW 2750 ‘

NDIS Commission start dates
The NDIS Commission started on:

1 July 2018 in
New South Wales and South Australia

%

v

w

1 July 2019 in the Australian Capital
Territory, Northern Territory, Queensland,
Tasmania and Victoria

o

1 December 2020 in Western Australia

1
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S8 The Working Together Agreement

At Connect we support a collaborative and coordinated approach to supporting
children’s development. This can be partnering with families, as well as partnering with allied
health professionals (speech pathologist, occupational therapist, psychologist etc) and other
agencies or services working with the family. We also recognise that developmental supports
are most effective when they can occur in natural settings, which allow children build their
understandings and skills in meaningful ways, such as these supports taking place in an Early
Childhood Centre whilst children are playing with their friends.

To facilitate this approach, we use a resource developed by Re-Imagine Australia (formerly
Early Childhood Intervention Australia) called the Working Together Agreement. This approach
first begins with a meeting between the family, the centre and the allied health professional to
ensure everyone has clear shared understandings to move forward in a collaborative way.

Please speak to your Centre Director if you have an allied health professional providing
support and an initial meeting can be arranged. Visit:
https://www.flipsnack.com/earlychildhoodintervention/ecia-working-together-toolkit/full-
view.html for more information.

r- Communication

We offer a variety of means for you to communicate with us, phone, email or text message.
Please refer to our Family Participation and Communication Policy.

Appointment reminders are sent via SMS in line with your schedule of supports.

Our team will complete visit notes and to distribute them to yourself and any other relevant
stakeholder you've approved, such as early learning or school personnel, school or other
providers involved in your child’s support/therapy plan. We also complete a 12mth service
review document.

We are happy to arrange meetings over the phone, via Zoom or face to face if needed.

You can email anyone on your child’s support team or contact us via the Connected Abilities
program manager or admin support Brenda.Pono@connectcfs.org.au or
Louise.Maizey@connectcfs.org.au

You can get in touch with our accounts team via accounts@connectcfs.org.au or call our Head
Office Monday to Friday between 9am and 3pm on 02 47589966.
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We have emergency and evacuations procedures in place and our team regularly review them
throughout the year. This includes evacuations, lockdowns, disasters, and medical emergencies.

We are committed to identifying risk assessed potential emergencies and disasters; the risk
assessments are available for you as part of our policy document.

We include bushfire, flood and snow situations in our risk management. In the case of
catastrophic bush fire risk rated days, our services will not be operational.

In a bushfire emergency, we will follow the directions provided by the Fire Fighting
Commander or Police in attendance.

As a registered NDIS provider Connect implements and maintains a system to record and
manage incidents that happen in connection with providing supports or services to people with
disabilities. We have implemented an online system, Folio, to document any incidents that
occur during our sessions. This ensures accurate recording of this events that meet any
regulatory obligations.

The procedures will identify, assess, manage and resolve such incidents.
Connect will:

e Give staff access to appropriate up to date information, or professional
development on the management of incidents; and know their roles and responsibilities
as a NDIS provider to identify manage and resolve incidents and review practices.

e Make certain that all staff have access to the NDIS (Incident Management & Reportable
Incidents) Rules 2018 and are aware of their responsibilities under these ensuring that
this occurs as part of staff induction or orientation to the service and that position
descriptions reflect this responsibility.

e Ensure that all incident notifications are reported to the Administration Manager of
Connect and also the required regulatory bodies where required within timeframes
outlined by NDIS Quality & Safeguards Commission.

Contact Details for the NDIS Quality & Safeguards Commission:

Phone: 1800 035 544 (free call from landlines)

Email: contactcentre@ndiscommission.gov.au

Page 21 of 23


mailto:contactcentre@ndiscommission.gov.au

i(1@ “1209u03 03 oy B01A48S nok 10 spuapoul of Buipuodsay

noao b ISIPUMMAM

“AnIqos1p s

uosiad 0 o] uonpiR U
sanyond anjouysar

10 35N pesuoyINoUn
Aunnao

|onxEs a0y A1qosip g
unsiad a4 jo Bunuoob

Buipnpur fanqos1p i

uosiad v Yo 2ouasaid agy
Ul 1o 15unbo papuwnD
“J3NPUOISIL [DIXES
Angesip i uosiad o

40 1NDS50 10 “YpPan 1503002
oarsAyd 1o (DS |nyAUT
Amqosip g uosiad
o109 Bau o esngy
Angqosip yus

uossad o yo Lnfm snouag
Agosip yam

uosiad n 1o qInep ayL

1240 51U8PIUl BIqnuIoday

uan|ap nok sajnas

"LUMOUY SPDLU 210 S8LSINM JISL 1041
os aayod sy gy Bunoap suo Ssyl usym Syngosip Yy uosied syl poddns .

h s1i0ddns 58410 10 SBPID USIIOSILNWILIOS PEsU || f3U7 1) mouy
wal 13 pun uosiad #qoiauina o st uosiad pajondun syl joyy aonod ayy @1 -

agissod so uoos so #ouayo peba)o 8yl Hodss ‘soudoiddo ) «

:pup 'sainpadoid Juawabpuow Juapizul inok mopod -axod auy o) paiodal

. &0 35w ApNqosip Y uosaed o 3sunbo sousyo jDwWLD D o uonpbeno Auy
321104 03 1oday

USRI B S0l sgisucdsad Sipebann S| oym uosiad BT MEIAIEIU 10U 0P =

US40 3ADY NOA 530U AUD Josiaadns Jo Jaboucw nod aab -

sassIUYAM AuD Jo suo1sp 843 Buipnipu) ‘pacay puo usss aaDy nof JDYM PIO3EL .

. BUppnizul ‘sanpaaoid JURLSHOLDW TUSPE U 23010
1no& Moj0d SIY3 Op 0 8518 BU03LIoS uc 431 300 0 "B|qissod S0 U0os S0 JosIAEdns

10 JaBoup INok 110U 15N nok USpIBUl 31qD1I0dal b JO 2IDMD SWodeq nok JT

odads pup pioday

‘ayns sbuiy asayy daay 1nq ‘uauipag Jo Bulpop suosiad 2y ysewjou op -
BalD aHjod 3un Bulsmoys

10 Buiyiog v el Anjep o1 Al unosso enxes pebane uo s wsgl g .

uonpbnsasu up o) pannbal ag fow oY) 2uapiae AUD gIMSIPIOU 0P -

uapnRu 3t uo buipuadap ‘ajduneis 104 "23u2pias AUD 132100d 15N

nof Juspiaul sjqoioda o INogqe uorULLIO] (oI BU3 18 yiol o1 golinod 51 3 41

sfopnoy sngnd Buipnoxe Kopud o1 Appuoi Ja PUe SYL WS 'O10 'WMEN 1Y
BUT U RS 9 LWRGES LN 2471 U W0 S 01 WD00'S Wado 51 a01Ua3 120003 N0
“(ssuljpun) wouy 103 8a4) 414G GEQ 0OST T1RD _ SN 12D1U0) Fﬂ.d

IWILW0DSIpU@sIuapioule|qoyiodad iow3

Juapoul syl Lodas o1 sany noed 3043 ANgosip e vosied agl e
suonsahb Bupoal ploas pub ‘suonsenb uado yso

‘uniobaye syl jo buipumsiapun [uauab 0 w0 o] UORDUIcU AI0W paau
NOK JT "spIom 120x3 J12y1 Buisn sIniep 2U1 UMOP BUIIum ‘Uosied au1 o1 Uals)
Jrau uaddoy (s 1oy Buiojdxa

pup wio2 buifogs Aq Apqosip yuas vosiad sy poddns pus aunssoss
alqissod o uoos spsbouow 10 Josiuadns inof 1181 pup sanpeaoad
W2LSBOUDLE TUAPIIULINOA 134 5D UONDULIoJUI 5111 140031 pUD PIoda)

unssIuwo) , )
spaDnbayos pun e
Ayjond STaN =

1S30UDISWINAY 253U UT "1 IN0AD {,2UNS01251P D SHOW,)
nof a1 s Agosip s uosiad B Ing ‘JUSPIUL UD S35 30U |10 Nok SSuEwI0s

24nso)Isip b 0} puodsay ( _M.

“saanpaa0ud JuslusBounus JUEpIUL INOA Mmojjo4

Josindadns 40 aaboupw Inod Anoy

LUy Wwoly 8405 8 nod punoio sjdoad 243 pun nod ains Sjop
“SIBU10 10 Nk 0] WD 40 YsU SNOUSS PUID SHPaLLIWL)

UD 51 23U J1 JyPUD 2102 |DIIPSL U2BIN SPESU SU0SWOos JI 000, 1103

£19)0s spipawiw) aunsuy N__

AND20 SAOP JUAPIDUI UD USYAL

AINqosIp Y ajdoad o] sysu uased pup ‘aanpal
“fyuap) o] Moy JNoqo SInsun aun nod 1 iosiniadns 1o aebouow anof ysy

Jakoydws anof o3 yo1 Lamgosip gy sidoad o3 wapy jo sysu Auo £aquap) nok g

"L J0 SWUO) I JuaAeid 01 5d@15 2|0DUOSDE [1D 401 15NW N

10 53J0ddns SIAN a3 yim
UOIIBULOD U pRLINII0
2ADY 0} paba]|n 5140 ‘S4N200
1043 Juapioul aigoLodal b
IN0GD UDISSILILIOD SIAN 243
Ajnou snw siapiaoad SaN

aduapIAs 193104 (¥ )

2306131 pup Jusasad Kynuspr (T )

psip y1im sjdoad 01 saoiauss Jo stioddns Bulpinoad usym inooo Ao 3oy3 sJUspIoul Juodad pup ‘o1 puodsal ‘uanaid o1 L3iiqisucdsad JnoAs) 3

si@)iom 10} apInb deis g :sjuapioul 03 burpuodsaa pup buifyiuap]

Page 22 of 23



Privacy

Privacy Notice
In order to provide care, we are required to collect a range of information, some of which is
defined as personal or sensitive information, under the  Privacy Act 1988.

Under the Act:

‘Personal information’ means any information or opinion about an identified, or reasonably
identifiable individual.

‘Sensitive personal information’ means any information or opinion about an individual’s racial or
ethnic origin, political opinion or association, religious beliefs or affiliations, philosophical
beliefs, sexual preferences or practices, trade or professional associations and memberships,
union membership, criminal record, health or genetic information and biometric information
or templates.

All personal or sensitive information you entrust to us will be used, stored or disposed of, as
necessary, in accordance with the Privacy Principles.

By completing and submitting the Service Agreement and associated forms, you consent to the
collection of all personal information, including sensitive personal information, contained in
those forms.

Further Information

If you require any more information about Connect Children and Families and Connected
Abilities, please don’t hesitate to get in contact with us via connect@connectcfs.org.au or 02
47589966.

Alternatively, our website has a large range of information for families including about Connect
Programs as well as useful links.

Please visit www.connectcfs.org.au.
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