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VALUES
A
achieve

to always use our skills and knowledge to the best of our ability to achieve great
outcomes for everyone

B

belong

strive to create environment where barriers are removed and oppotunities are
explored

I

inclusive

to ensure that all things that we do it is with the view to include all people

L

leader

to lead by example by creating a culture of influence, honesty, passion, dedication
and empathy

I

integrity

demonstrate sound moral and ethical principles every minute of the day
regardless of who might be watching

T

teamwork

to embrace the notion that "two heads are better than one" to collaborative work
towards a common goal.

Y

you

always take care of you, it is "you" that McCall Gardens needs to survive and
thrive

VISION

To be a leader
of a
community
focused on
ability

To provide high
personalised
supports to

empower people

MISSION

quality,

1 JOINING US

McCall Gardens is happy to support you in joining our
service every step of the way in a way which best suits you.
Typically this looks like:
You or your support person makes contact with McCall
Gardens to discuss support options and what you may
be interested in
We will send across an application form to collect some
basic information. We will orgnanise a time to meet. You
may like to do that here with us, at home or out and
about.
At this meeting we find out a bit more information
about you and what you are after from McCall
Gardens.This is a great time for us to get to know how to
support you best and how we can make the transition to
us as easy as possible. It also provides us with plenty of
time to engage any allied health professionals who may
be needed in your journey of joining us.
We will then produce a transition plan if needed and a
Service Agreement
Once the Service Agreement is received and signed we
will organise a start date

What may i need?

.
NDIS Funding

Any Support plans
you may have

2 WHAT DOES IT COST

Support Cost
The supports you receive at Community Participation are
funded by your NDIS plan. This typically comes from your
CORE SUPPORT budget.
McCall Gardens will provide you with a quote prior to
beginning Service to find out how much your supports will
cost. it will thrn be agreed upon innyour Service Agreement
.

Set Up Cost
Depending on your supports a set up cost will be included
in your service agreement. This is also funded by your NDIS
plaan. This set up cost is a one term cost across all plans.
Meaning you will only ever be charged once.
.

Daily Fees and Activity Costs
There is a Daily Fee of $5 for all participants who attend
Community participation in centre. This will be invoiced to
you monthly.
Additional Activity costs will occur when going particular
places. For example, if you are visiting the Zoo for the day
you will be required to purchase your ticket. You can pay for
this with cash on the day.
.
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YOUR OWN
BACKPACK

WALLET WITH YOUR OWN
MONEY AND
CARDS(CONCESSION,
COMPANION, ID CARD ETC)

A COMMUNICATION BOOK - FOR
COMMUNICATION BETWEEN YOUR
HOME AND MCCALL GARDENS

MEDICATION FOLDER WITH
MEDICINE IN A WEBSTAR
PACK

LUNCHBOX WITH MORNING TEA,
DRINK AND LUNCH

FOOD PROTECTORS,
INCONTINENCE PADS AND
MODIFIED CUTLERY IF YOU
REQUIRE THEM

ANY MOBILITY, SENSORY OR
COMMUNICATION AIDS YOU
REQUIRE

3 SUPPORT PLANS

Support plans are an important part of making sure we are
doing the best possible job we can of supporting you and
keeping you safe. We understand each individual is different
but some things we may(or may not) require include
depending on your unique support needs:
An epilepsy management plan completed by a GP or
Specialist
A behaviour Support plan
Mealtime Management plan
Sensory Assessment
Communication Report
Part of this may also involve getting some training from Allied
Health professionals on how to implement and use these
plans.
.

4 GETTING PREPARED

We're just as keen as you are to get started but sometimes we
just need a few things before the fun starts! This depends on
each individual needs but as a guide.
Transitioning: New routines, places and faces can be hard
to get used to. In some circumstances we may discuss with
you a transition into our services. This may look like
attending a few hours a day and increasing weekly as you
become comfortable

Training: Some support plans may require staff training
on how to implement and use them. If you give us
permission we are happy to work with your Allied Health
professional to make this happen

Staff Matching: We like to get it right and match you with
a support worker best suited to you

Engaging a therapist/allied health professional:
Sometimes to ensure we can support you effectively and
keep you safe we may request engaging a allied health
professional.
Health: A medical form will be required prior to start date
along with a list of all current medications. If medications
are required to be administered by your support staff then
they must be packed in a Webster-pak

VISUALS

WHERE

Our Address is
10-32 Terry Road, Box Hill

This is our Community Participation Building:

THE ACTIVITY
ROOM

IMAGE DESCRIPTION: Open room with blue floors, purploe poles and tables with
chairs for activities

THE MUSIC
ROOM

IMAGE DESCRIPTION: Room with wooden floors, a large artwork on the wall. Room has music
instruments: drums, keyboard, guitar

COMPUTERS

IMAGE DESCRIPTION: Open room with wood floor, window and computers

THE ENTRANCE

IMAGE DESCRIPTION: Large notice board with "WHATS ON TODAY WRITTEN ABOVE"

HOW I GET
AROUND

IMAGE DESCRIPTION: Parked white toyota hiace bus with pink, blue and purple car decals

IMAGE DESCRIPTION: Parked white toyota commuter bus with pink, blue and purple car decals

We call it these "bus"
Some staff may say the "big bus"
If you are going out this is the what you will be travelling on

Sometimes you may also use this car.
We call the the "red car"
Or the "admin car"

IMAGE DESCRIPTION: Parked red toyota Coralla car. It has 4 doors. It has a white decal

CONSENT

Giving consent means saying YES or NO to something. When you
say that you agree to something happening, you are giving your
consent.
When you give your consent, it is only for what you have been
asked about at that time.
Before you give your consent you will be told everything you need
to know. You must be given enough information to help you
decide.
McCall Gardens will require consent when you join our services.
This is covered in your service agreement.
Some other things we may ask for consent for include:
Internal photographic, electronic & audio graphic release
External photographic, electronic & audio graphic release:
Photo(s)/videos of myself will be used only for my files,
communications boards McCall Gardens
Obtain Information: Obtaining information about me from
My Family, Carer/Advocate, other Services and Organisations I
access and National Disability Insurance Scheme (NDIS)
Medication: McCall to administer medication as per the
medication procedure

First Aid/ Medical Attention: McCall Gardens staff can
administer first aid to me if I am injured, If required to support
myself to access medical attention or contact emergency
services
Quality Assurance: To provide information to internal /
external auditors for the purpose of Quality Assurance.
NDIS Quality Review: The NDIS Quality Review – works
underthe opt out system – this means your information will
reviewed by the external auditors unless you advise that you
wish to opt out.

You have the right to change your mind about what you have
consented to
Someone can give consent on your behalf, but you must give them
permission and they must be authorised to do so

FEEDBACK AND
COMPLAINTS
At McCall, we like to hear from you about our service.
This
is called feedback. Feedback can be something you
are happy or not happy with.
Sometimes it can just be a comment.
All feedback is recorded on a feedback log. This is a
document. This is kept for 7 years.

MAKING A COMPLAINT
If you are not happy with our service or
something that has happened. You can tell us.
This is called a complaint. It is your right to
make a complaint.
There are many ways to make a complaint:
in person - talk to a staff member
by telephone - 02 9679 1031
In writing - Feedback, PO Box 406,
Riverstone NSW 2765
by email - feeback@mccallgardens.org.au
You can ask a support person to assist you
make this complaint.

When we get a complaint McCall Gardens will:
Listen to you
Treat you fairly
Respect your privacy
Ask you what you would like to happen
Keep in regular contact with you about the
process including:
Action Taken
Reasons for decision made
Option for a review
A staff member will be given the role of working
through the complaint with you.
Some complaints cannot be resolved right away and
a different staff member will be involved.

Where to go if i need help?
If you feel like you need help you can contact an
advocate. An advocate is someone who supports you
with speaking up. They may speak on your behalf. They
will:
listen to you
give you information for an informed decision
act on what you want by writing letters attending
meetings etc

Multicultural Disability Advocacy Association of
NSW
Web: www.mdaa.org.au
Phone: 1800 629 072
Email: mdaa@mdaa.org.au
Self Advocacy Sydney INC
Web: www.sasinc.com.au
Phone: 02 9622 3005
Email: info@sasinc.com.au

IF YOU ARE UNHAPPY WITH THE RESULT
If a resolution that is not satisfactory is not
reached. The CEO will begin an internal
investigation. This means an investigation
made in McCall Gardens.
If you are not satisfied with our response to
your complaint You have a right to complain to
the NDIS Quality and Safeguard commission. If
needed we will provide you with support in
contacting the NDIS Commission.

PROVIDING FEEDBACK
Every comment we receive helps us to improve
our service. We like to hear about the good and
the bad.
If you have something to say about the service
you are receiving, let us know. This is called
giving feedback.
We will help you contact someone from your
support service to provide feedback if you wish.
All feedback is received, dated and logged.
These compliments we receive help us to
provide the best possible service

It is your right to make a
complaint.
It is our responsibility to
listen.

CODE OF CONDUCT
The Code of Conduct is like a set of rules for the staff
that support you to follow.
It says how they should act and behave at work.
It is made to make sure you are safe and well
supported.

WHAT IT MEANS FOR YOU

The Code of Conduct means:
That staff respect you and the people they work
with
That staff put you and your support needs at the
center of their work
That staff work responsibly
That everyone has a fair go
That McCall Gardens works with others to make
the best service to you
That staff are trained and able to support you
That staff are honest and kind in the workplace

All staff know about the code. They read and sign
it

Staff can get in trouble for not following the code

If staff break the rules they may have to work
somewhere else

You can complain if you do not think a staff
member is following these rules

Making sure everyone is
safe, well supported,
responsible and accountable

RECORDS MANAGEMENT

McCall cards receives and makes information in
many different ways. Managing information in an
organised way is important to staff, stakeholders
and you. This is so everyone is:
Aware of what information McCall Gardens
holds
Can locate information they need
Can remove information that is old or not
needed
Mostly, information is stored in:
Electronic folders on the computer
On our client management system, this is
called CIMS
In hard copy folders

PRIVACY
Privacy is a human right. At McCall Gardens we
respect and protect this right by storing
information in accordance with:
Privacy Act 1988 (Cth)
NDIS Act 2013 (Cth)
Privacy and Personal Information Protection Act
1998 (NSW)
Health Records and Information Privacy Act
2002 (NSW)
NSW privacy laws as required

All staff have to read and understand McCall
Gardens Privacy & Confidentiality Policy.

DEFINITIONS
File: is a document that can be electronic or
physical. It can be audio, video, image or a
text file.
Folder: this is a storage space where
different
files can be stored and organized, wither
electronic or physical
File name: This is the name of an electronic
file
File Path: is the location of an electronic file
Soft copy: this is an electronic file or folder
Hard copy: this is a physical file or folder

YOUR FILE MANAGEMENT
McCall gardens has to record information on
you for various reasons.
A service agreement with you will outline what
information we collect, how we store it and who
can access the information.
You must (or someone on your behalf) must
consent to how their information is stored and
who can access what information we collect.

HOW WE USE INFORMATION ABOUT
YOU
We use personal information to help us:
Give you the correct supports in your place
Manage your budget
To stay in contact with you and other
people from your support network
With your consent, we might need to
provide information about you to others
because:
You require medical information
Others need to know what supports you
need

HOW WE KEEP YOUR INFORMATION
SAFE
Paper records are kept in a safe spot in our
office
Information on our computer is kept safe
with secure access. This means approved
staff access it only with password access.
We only share your information if you
consent and we are allowed by law to do so

ARCHIVING
An archive storeroom is located at
Head office
If its possible staff will try to scan
and store
documents in an archive folder on
the computer
All files are kept for 7 years except
for a
Death in service document, this is
kept forever.

Keeping your information
private and protected

WHAT IS A SERVICE
AGREEMENT
A service agreement is a document. It is between
you and the provider that supports you.

NDIS wants you to have choice and control over
the support you receive. So you can chose who
supports you and how you receive this support.

The Service Agreement is a good way to
make sure you receive the services that are
right for you. And to have in writing the servuces
you have agreed upon

A service agreement ican only be made between
an NDIS provider and the participnt (you)

It is an agreement about the services you will
receive and how much of your NDIS funding it
will use

It is signed by both parties if you agree on the
agreement.

It will be signed by the service provider and
yourself. Sometimes someone else may sign
for you. Only if you give them permission or
they have been located to

What is in a Service Agreement

A service Agreement should say:

What supports you will receive

How you will receive these supports

How much the supports cost and how they
will be paid for

How long you will need the supports for

What is expect of you and your
responsibilities

What is expected of your service provider
and their responsibility

What to do if any problems occur

Commitment to providing the
supports you want

"focused
on
ability"

