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Consumer Handbook
Disability Services

“We will support, encourage and assist you in the 
choices you make to enable you to live life to the full”
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Welcome

On behalf of everyone at Southern Cross Care we warmly welcome you to our 
community.

Thank you for choosing us to support you to make choices, plan and achieve your 
goals, and protect your rights.

We look forward to getting to know you better and helping you live life to the full.

This handbook is a guide for you so you know more about us and how we can 
work together. 

This handbook needs to be considered with your Plan and Service Agreement.

A copy of this handbook will be included in the Information Kit we leave in your 
home.

Please feel free to ask any questions and talk with us about any concerns.
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Contact Information

If you require further information please let us know. 

1800 632 314

Speak to your Care Worker or Service Advisor

Email us enquiries@sccliving.org.au

Call Us

Talk to Us

Contact Us Online
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Our Mission
To support the aspirations 

and needs of people  
as they age by reflecting 

 the love of Christ.

Our Values
We live by our HEART  

values of Honesty,  
Empathy, Acceptance, 

Respect, and Team Work.

Our Vision
  To enable older people  

 to live life to the full. 



7 

Our Values
We live by our HEART  

values of Honesty,  
Empathy, Acceptance, 

Respect, and Team Work.

Our Philosophy

At Southern Cross Care, we believe that individuality is one of the greatest gifts of 
being human. 

Our ‘customer at the heart’ philosophy means that your happiness and wellbeing 
are our priority. 

We celebrate and respect diversity and welcome all, regardless of faith, ethnicity, 
sexual orientation, gender identity and lifestyle choices. 

We recognise you as a whole person and support your physical, emotional, 
intellectual, social, and spiritual wellbeing. 

Everything we do is tailored to enhance your quality of life and enable you to live 
life on your terms.
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Your Rights and Responsibilities

It is important to us that you know and understand your rights and responsibilities.

Your Rights

•	 To receive the supports to meet your needs
•	 To be communicated with openly and honestly
•	 To be treated with courtesy and respect
•	 To have a say in all the decisions that affect you 
•	 To make choices and have control over your life, including trying new things 

and taking risk sometimes
•	 To complain without fear of being in trouble or not getting the needed support
•	 To be listened to and have problems resolved quickly
•	 To be informed of changes in appoint/service times
•	 To have your privacy and personal information protected
•	 To access information held about you
•	 To choose a ‘person responsible’ for us to contact about your care
•	 To be safe and free from discrimination

Your Responsibilities

•	 To treat our staff with courtesy and respect
•	 To accept responsibility for your actions and decisions
•	 To talk to us if you have any concerns about the supports being provided
•	 To tell us if the agreed support has not been provided 
•	 To tell us if you cannot make an appointment 
•	 To not smoke while our staff are providing you with support
•	 Tell us in writing if you need to end the Service Agreement 
•	 Maintain, repair and replace (where required) any product or equipment that is 

hired or purchased under our Service Agreement 
•	 Use any product or equipment provided by us according to the instructions
•	 Let us know immediately if your NDIS Plan is suspended or replaced by a new 

NDIS Plan or you stop being a participant in the NDIS

If you have any questions about your rights and responsibilities please speak with 
your Service Advisor.
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You can call us on 
1800 632 314



10 

Privacy & Confidentiality

We recognise and respect your rights to privacy and confidentiality.

Your privacy and the security of your personal property is of high importance.

All the information you give us will be treated with respect and confidentiality.

We only ask for information we need to provide you with the services and 
supports you need.

Your information is only shared with your permission.

Only people that need information to provide you with services or to improve 
services have access to you details.

You can ask to look at your records to know what is included.

You can ask us to update or correct information that is incomplete or has changed.

If you want to talk about our privacy policy or make a complaint about privacy 
please contact our Privacy Officer.

Privacy Officer
Level 4, 16-18 Bridge Street
Epping NSW 2121
Email: hr@sccliving.org.au

Contact Us Online
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Participation and Inclusion

We respect and value the contribution you can make to the community in which 
you live.

We work with you to seek the community connections of your choice.

We encourage and support you to join in and actively participate/engage in your 
community, balanced with community rights, welfare and expectations.

We respect your cultural, pastoral and spiritual preferences.

“We support you to be an active participant in 
your community” 
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Health and Safety

Your health and safety and the health and safety of our staff are equally important.

Your home is considered a workplace for our staff.

You and our staff need to follow the requirements of the Service Agreement, 
Southern Cross Care policies and relevant laws.

To make sure our staff can work in a healthy and safe environment we need you to:
•	 Tell us of any unsafe conditions in your home
•	 Participate in a home safety check
•	 Not smoke when staff are with you
•	 Let our staff know if:
        - You are unwell or cannot do things the way you usually do
        - You or another person in your home is taking chemotherapy medications
•	 Maintain the equipment you have in safe working order
•	 If there is something we cannot do for health and safety reasons, we will work 

with you to try and find other ways to support you.

If you have a safety concern please speak with the Service Advisor.

“Safety is up to you and us … let’s work together 
to support safety”
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Advocacy Support / 
Ways You Can Be Supported

You have the right to have a family member or advocate support you to make 
decisions and ensures your rights are respected.

We encourage you to nominate a person or organisation to act as an advocate if 
needed.

You can also get help and advice from disability advocacy agencies. Some of these 
include:

“Advocacy can help your voice be heard and 
change what is to what should be”

People with Disability Australia (02) 9370 3100 or 1800 422 015

Disability Advocacy NSW (02) 4927 0111 or 1300 365 085

Side by Side Advocacy (02) 9808 5500 or 1300 162 510

Multicultural Disability Advocacy 
Association of NSW

(02) 9891 6400 or 1800 629 072
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Feedback & Complaints

Your satisfaction is very important to us

You are welcome to give us feedback and suggestions at any time to help us 
improve our services.

We may also ask you to fill in a survey so you can let us know how we are doing.

We always try to respond to your feedback or complaint quickly so we can work 
together to resolve any concerns.

If you are not happy with how we have responded to your feedback or complaint, 
you can also contact the Operations Manager, Home Care, Southern Cross Care PO 
Box 1008, Epping   NSW 1710.

How to give us feedback or make a complaint

Complete a feedback form - a blank form is in your file

Email your complaint to enquiries@sccliving.org.au

Speak to your Service Advisor as soon as possible after an 
event so we can talk about your complaint

If you are not happy with how we responded to your complaint or you do not want 
to talk to us about a complaint, you can contact the National Disability Insurance 
Agency by phoning 1800 800 110 or visiting an NDIA office in person or emailing 
them at feedback@ndis.gov.au. You can also call the NSW Ombudsman on 
1800 451 524.

Give Feedback

Talk to Us

Contact Us Online
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Service Agreement

The Service Agreement is between you and Southern Cross Care NSW & ACT.
When you sign the Agreement you are agreeing to follow all the requirements.

Each time you sign a new Service Agreement the previous one is no longer in 
place.

Our staff are not permitted to enter your home or property when you are not 
home or your home is unattended.

The only exception is in the case of an emergency and this is only when 
accompanied by another person, either the Service Advisor, a member of your 
family or a Police/Ambulance Officer.

Our staff are not permitted to carry the keys to your home.

If you need a staff member to enter your home using a key, the Service Advisor can 
give you some suggestions to consider such as a key lock box.

The Service Advisor will explain the risks and the responsibilities involved and can 
help you arrange this if you would like.

If you need to change or cancel an agreed visit time you need to tell us at least 24 
hours before the agreed visit time.

You can speak with the Service Advisor or leave them a message, on the number 
listed in your information kit.

If you do not provide 24 hours notice we may charge you as stated in your Service 
Agreement.

The Service Advisor will explain the risks and the responsibilities involved and can 
help you arrange this if you would like.

Coming in to Your Home

Rescheduling a Visit
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If you need to change your regular visit times your Service Advisor will work with 
you to do this including looking at:
•	 Our ability to meet you request
•	 Any additional costs to you and if this is within your budget
•	 If the change will mean different staff provide you with care and services

You can cancel your Service Agreement permanently at any time.
This needs to be in writing and you must give us at least 30 days notice.
If you need our services again, you can reapply at a later time.

We will support you to plan and make choices and decisions about your life.
Together we will develop a plan to help you achieve your goals.
We will review your goals with you regularly to help you live life to the full.

We can help you with your medications if needed.
Your doctor will need to let us know which 
medications you are taking.
Your medication will need to be packaged in a dose 
administration aid like a Webster-pak®.

If you are going on holidays or need to suspend you service for any reason please 
speak with your Service Advisor.
Please let us know when and for how long you don’t need services.

Changing Your Regualr Visit Times

Taking Leave

Cancelling Your Service

Individualised Planning - Choice, Control & Decision Making

Medication Management
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We respect your right to make choices. If we are concerned the activities you 
choose may be a risk to your health or to others, we will discuss alternatives with 
you and try and come up with a safer option.
If you choose to take risks that we do not support, we will ask you to sign a form 
acknowledging that we have discussed the risks and looked at other options.

Our staff are not allowed to help you with banking, however if you have been 
assessed as needing transport to the bank, staff can do this for you.

Our staff are not allowed to accept any gifts, including any benefit from a client’s 
will.
If you would like to show your appreciation for the service provided please talk 
with your Service Adviser.

Our staff are not allowed to witness the signing of any legal documents such as a 
will or a power of attorney.

We will respect your spiritual and cultural diversity and offer appropriate spiritual 
support in accordance with your faith, traditions and beliefs.

Taking Risks

Pastoral and Spiritual Care and Cultural Diversity

Money Management

Gifts

Witnessing Documents
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