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Participant Handbook

Seton Villa

The culture of Seton Villa reflects the organisational heritage and the Daughters of
Charity charism. The works of the Daughters of Charity reflect the rich traditions and
values of Catholic Social teachings — promotion of dignity of each person and the value
of human life, a valuing of the common good over personal gain, solidarity with, and
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preference for the poor, and responsible stewardship. Seton Villa fosters a culture
encompassing all stakeholders involved in and connected to the organisation and
throughout our community.

Our Purpose is to connect people and empower lives and Our Promise is to respect the
rights of people with disability and enable them to be active members of the broad
community.

Our Values

The core values of Seton Villa reflect the core values of the Daughters of Charity and their
works, where the love of Jesus urges everyone to: respect each person, provide quality
service, through simplicity, advocate for the poor, with boundless creativity.

Seton Villa’s core values guide our behaviours and inform our decisions. These are what we
expect from everyone in our community.

Respect: We promote the worth and dignity of every person.
Care: We are attentive and responsive in our provision of person-centred care.

Excellence: We are committed to high standards in everything we do to ensure the best
possible quality of life.

Honesty: Our transparency protects our trusted relationships and integrity.
Inclusion: We empower individuality, independence, and integration across our

interdependent community.
A

Your Rights and Responsibilities

Ensuring that you understand your rights and responsibilities as a participant of Seton Villa is
central to our commitment to providing quality services.
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Your Rights:

Seton Villa participant’s and
prospective participants have the
right to:

Be treated with respect and dignity
and without any discrimination on
account of cultural background,
race, religion, age, disability, sexual
preference, income, belief, and
economic status.

Be provided with a service in a safe
and secure environment free from
abuse and neglect.

Be given information on their Rights
and Responsibilities in accessible
language and format.

Have their privacy and
confidentiality respected and
protected.

Have access to their personal
information which is held by
Seton Villa.
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Be informed, consulted, and
encouraged to take an active
role in decisions made about
them.

Have your complaints dealt
with fairly and objectively.

Refer to Complaints are OK
folder located in your home.

Make complaints without
fear of retribution.

Give feedback on ways in
which they believe Seton

Villa and its programs and
services can be improved.

Access a support person or
advocate.

Choose not to use our services.
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Your Responsibilities:

Seton Villa participants have the responsibility to:

o Attend scheduled appointments.

o Treat other participants and staff with dignity and respect and behave in a non-violent, non-
threatening manner.

¢ Respect and keep a safe personal space; refer to Personal Space Social Story on page 5.

o Participate in any activities in accordance with the policies, rules, and guidelines of the
service.

o Work towards the achievement of any plans and goals they have agreed to.

¢ Not to be under the influence of alcohol and/or drugs while attending appointments and/or
engaging in interactions with Seton Villa.

¢ Not bring any illegal items or substances onto Seton Villa premises.

¢ Have regard for their personal safety and that of others and in an emergency, follow
reasonable clear directives from Seton Villa staff.
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Personal Space Social Story

a0
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Everyone has personal
space.

What is personal space?

It is the distance that makes
people feel comfortable.

This is TOO close!

Hugging others is TOO
close.

>

This is just right!

‘What happens when I get
too close or hug others?

People feel uncomfortable.

it

People walk away.

People might not want to
play with me.

What happens if I give
people space?

People talk with me!

£

People play with me.

People eat with me.

I make friends.

i
I can respect personal
space.

I can give a high five or fist
bump with others.

I will not hug others.

Hugging is TOO close.

A 4

Now I know what to do!
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Protecting Your Privacy

Personal information is only used for
the purpose/s of providing services,
meeting our statutory and funding
requirements and any other purposes
required or authorised by law.

There are some exceptions to the
statutory privacy protection to disclose
confidential information. If a breach of
confidentiality

is required to carry out a function under
an Act, or the giving out of the
information is authorised or required by
an Act, then it is permissible for Seton
Villa to give

out information.

Information you provide to us and
which does NOT identify you may
also be used for: data capture for
fundraising, service evaluation,
planning, and development and
research, education and advocacy.

Seton Villa will not seek nor provide
personal information about you to any
other party without your consent. A
consent form will be provided to you,
which details the information that will
be exchanged.
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Access to and correction of
your personal information

You have the right to request:

« toview personal information
held about you by Seton Villa.

« that corrections be made to
any information held about
you which you believe is
inaccurate or out of date.

« acopy of yourfile.

If you request to view your
personal information, Seton Villa
will wherever possible, provide you
with access to your personal file.
However, in some situations this
may not be appropriate, for
example, if providing access to
information compromises the
privacy of another person.

If Seton Villa declines your request
to view your personal information
you can:

« put forward a written
complaint to the Operations
Manager, or

+ make an application to view
your information under the
Freedom of Information
(FOI) Act.
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Seton Villais committed to providing quality services and recognises that your
feedback provides invaluable information which assists us to improve services.

Feedback includes both compliments
and suggestions for changes and
improvements to services we provide
You may provide feedback in the
following ways:

speaking to your community
support worker or manager.

completing the ideas and
complaints form and giving itto a
Seton Villa staff.

completing the Ideas and
complaints form and posting it to
Seton Villa Quality and
Safeguards Manager at 162a
Balaclava Road, Marsfield NSW
2122.

Your community support worker or
manger can assist you to complete the
complaints form if needed.

Compliments:

Compliments will be
forwarded to appropriate
staff and management to
ensure that we continue to
provide quality services.

Suggestions:

When you make asuggestion,
you can expect that we will

at all times:

acknowledge your suggestion.

consider your suggestion and if
appropriate make changes to our
service.

provide you with the outcome of
the decision made regarding the
suggestion.
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Complaints

All complaints are investigated objectively and followed up appropriately.

You can make a complaint or privacy
complaint in the following ways:

speaking to your Community Support
Worker or manager.

completing the “Complaints form” and
give it to staff at the house. Please
refer to information in the ‘Complaints
are OK’ section located on pages 9-14
in the participants handbook and the
‘Ideas and Complaints Form’ is on
page 15.

completing the ‘Complaints Form’ and
post it to: Seton Villa Quality and
Safeguards Manager, 162a Balaclava
Road, Marsfield NSW 2122.

phoning the Quality and Safeguards to
make a verbal complaint, on 9888
5244 during business hours.

email: info@setonvilla.org.au

When you make a complaint, you can
expect that we will at all times:

acknowledge your complaint.

investigate the issues you raised and
keep you informed throughout
the process.

act with fairness and objectivity.

manage the complaint
with professionalism and
courtesy.

provide you with a response
on completion of our
investigation.

If you are unhappy with the
outcome of the complaint, you
made you can:

contact the Operations Manager
on 9888 5244 and request that
your complaint be reviewed.

make a complaint to an
appropriate external advocacy /
complaints body.

If you are unhappy with a service that Seton Villa provides, you can
make a complaint. You will not be penalised or denied a service as a

result of your complaint.
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COMPLAINTS ARE OK!

SMALL PROBLEM

TALK TO A SUPPORT
WORKER

You can complain how, when and where you like to.
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COMPLAINTS ARE OK!

E

STEP 2
MEDIUM PROBLEM

TALK TO YOUR
ACCOMMODATION MANAGER

OR
TALK TO HEAD OF OPERATIONS

CHANDAN
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COMPLAINTS ARE OK!
v/

STEP 3
BIG PROBLEM

TALK TO THE CEO

PETER
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COMPLAINTS ARE OK!

@

STEP 4

VERY BIG PROBLEM OR PROBLEM
NOT FIXED

ASK AN INDEPENDENT
SERVICE OR NDIS
COMMISSION FOR

HELP

COMPLAINTS ARE OK!

@
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IF I NEED HELP TO MAKE A
COMPLAINT:

WHO DO I ASK?
WHO CAN BE MY ADVOCATE?

Qg o°

An independent advocate

D m,‘A

A Aflzlsx .ﬁ

A family member
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COMPLAINTS ARE OK!

OION

IF YOU HAVE ANY IDEAS OR NEED TO MAKE A
COMPLAINT, YOU CAN ASK SOMEONE TO
SUPPORT YOU TO COMPLETE THE FORM ON THE
NEXT PAGE.

ITS IMPORTANT THAT WE WRITE IT DOWN.

THANKYOU

IDEAS AND COMPLAINT FORM
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Name Staff Name Date

My idea is:

My complaint is:

When this form is completed, please pass it on to the house manager. We will
provide you with feedback regarding your complaint.
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Advocacy and complaints services

You can ask a family member, friend, significant other or an independent
advocacy/complaint body to assist you in putting forward your views to Seton Villa.

Independentadvocacy agencies play animportantrolein ensuring the rights and interests of
participants are respected and safeguarded.

NDIS Quality and Safeguards Commission
T: 1800 035 544
E: contactcentre@ndiscommission.gov.au

Office of the Commonwealth Ombudsman
T:1300 362 072
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