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Acknowledgement

Wellways acknowledges Aboriginal and Torres Strait Islander People 
as the traditional owners and custodians of the land on which we 
live, work and play and pays respect to their Elders past, present and 
future.

We have a vision of an inclusive community and doing our part in 
addressing the injustice and harm done to Aboriginal and Torres Strait 
Islander people. Wellways Reconciliation Action Plan (RAP) is our 
public commitment to meaningful action towards this purpose

This document was co-produced in collaboration with people 
with lived experience of mental health issues and/or a disability 
themselves or as a carer or family member.
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If you need help understanding the information in this handbook  
you can:

• speak to a local staff member 

• call our Helpline on 1300 111 500

Helpline is a peer-led, volunteer phone service which means every 
person on Helpline has a lived experience of mental health issues  
and/or disability or as a carer or family member.

We want your experience with us to be a positive one and to make a 
real difference in your life. 

Wellways works with individuals, families, carers, friends and the 
community so people affected by mental health challenges or 
disabilities can live fulfilling, active and celebrated lives in the 
community. 

Our values of honesty, acceptance, fairness, commitment and 
participation are at the heart of everything we do. They’re the blueprint 
for how we work.

This handbook provides you with important information about using 
our services.

Welcome to Wellways
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Who we are 

Wellways Australia is a leading not-for-profit mental health and 
community services organisation dedicated to ensuring all Australians 
lead active and fulfilling lives in their community. We work with people 
with mental health challenges, people living with disability, carers, those 
requiring community care and others facing disadvantage to help them 
create the life they want to live. 

We have a commitment to ensuring that all the people we serve have 
opportunities to fully participate in the community, and we actively 
work to build communities that seek out and welcome the participation 
of everyone. Community inclusion underpins all our efforts as an 
organisation.

We advocate for policy change to make sure people can access the 
best possible care and information when they need it. We recognise 
for people to succeed there needs to be equitable access to services 
and supports for all and the elimination of barriers to community 
participation, including stigma and systemic discrimination.

We value who you are and your lived experience. Many of our staff 
and volunteers have a lived experience. This means they have also 
been affected by mental health issues challenges and/or a disability 
themselves or as a carer or family member. This lived experience shapes 
who we are as an organisation and how we work. 

We were established in 1978 by families advocating to improve the 
services, information and support available to people with mental health 
issues, their carers, families and communities. 

Wellways delivers services and supports in ACT, QLD, NSW, VIC and TAS.
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Our work is guided by our values, practice principles and Well Together 
framework. In this we:

• see people as unique individuals who are not defined by impairments, 
diagnoses or labels

• advocate for community inclusion to be as important as treatment and 
rehabilitation

• create opportunities for connection with a diverse range of people

• use proven strategies including peer support, engaging family and 
friends and developing a support system

• ensure mainstream community supports are accessible to everyone

• challenge barriers to inclusion such as poverty, discrimination and 
inaccessible environments

• work with communities to establish supportive welcoming spaces for 
everyone

We acknowledge that, for people to grow they need to have opportunity 
to experience different things, some of which may have an element of 
risk. And we want you to be empowered to make your own decisions 
about your goals. If you need support in making your decisions, we will 
assist you.

Our work is underpinned by our Well Together framework and practice 
principles. These are available on our website or on request. 

How we work with you
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Your rights 

As a participant of Wellways you have rights.

These rights are protected by law and set out in national standards.

Information about these rights must be given to you in a clear way that 
makes sense to you.

We will talk with you about your rights when you first meet with us and 
throughout your time with the service. We enable access to interpreters, 
cultural support, any other ways to help you understand your rights and 
responsibilities. 

If you are ever unsure about what your rights are, please let us know.

You will be asked to sign an acknowledgment of rights and 
responsibilities form which states that information about your rights and 
responsibilities have been explained to you and you understand this 
information.

Depending on which service you are receiving, you may also be asked to 
sign a service agreement, which explains the details of the service you 
will receive.

If you are ever unsure about what you are signing, ask a Wellways staff 
member or volunteer to talk through the information with you again 
before you agree to sign.

You may also like to speak to a peer worker about the service, your rights 
and responsibilities. A peer worker is someone who has their own lived 
experience of mental health issues and/or a disability themselves or as a 
carer or family member.
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You can also contact independent groups such as commissions or 
advocacy services (see Appendix A). 

You have a right to:

• a quality service that is right for you

• choice and control

• respect and identity 

• safety 

• involve family, friends, carers or others in your service

• privacy and confidentiality

• make a complaint and give feedback 

A quality service that is right for you

We are committed to providing you with a quality service to meet your 
needs. This means offering you services and supports that are based on 
research and lived experience – what people say works for them.

You have the right to services and supports that:

• are available for you at the time you need it

• enable you to be part of the community

• are consistent and reliable

• build on your strengths

• enable you to reach your goals

• are designed around who you are as a person

Quality is of great importance to us. We value your views and we strive 
to provide services which meet or even exceed your expectations. Our 
Quality Policy describes our commitments to service excellence and 
continuous improvement and is available on our website or on request.
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Choice and control

We believe you are the best person to make decisions about your life, 
including the services and supports we provide you. 

You have the right to:

• be involved in all discussions and decisions about your supports and 
services 

• choose who is involved in your supports and services, including family 
members, friends and carers 

• have a choice of worker, wherever possible 

• access peer support 

• choose to use other mental health or disability services 

• give your consent to supports and services 

• seek a second opinion or refuse services or support options 
recommended to you at any time without consequence 

• have independent advocacy or support to make decisions 

• receive services and supports based on your preferences and needs

If you are receiving mental health service support, you have the right 
to create an Advanced Statement which outlines your treatment and 
personal preferences should you become unwell and need mental health 
treatment.  

If you are receiving disability support, you have the right to be 
responsible for your own finances or appoint someone you trust to act 
on your behalf.  
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Respect and identity

We are committed to providing you with a service that is welcoming and 
inclusive of who you are. This means you should always feel safe and 
respected. It also means recognising the things that are important to 
you, such as your culture and identity.

You have the right to:

• be accepted for who you are

• have your needs and identity recognised – with respect to culture, 
religion, gender, sexuality, language, disability or mental health

• be offered an interpreter if required

• have your personal privacy, dignity and lifestyle respected
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Safety 

We want you to feel safe and be safe when using Wellways services. We 
believe that everyone has the right to live life and be treated with dignity, 
respect and be free from any form of abuse or neglect at all times, and in 
all circumstances.

Wellways has adopted a zero-tolerance approach to the abuse, neglect, 
exploitation or discrimination of children, young people and people with a 
disability. Our commitments comply with the NDIS Quality and Safeguards 
requirements, Child Safety law and all relevant state and territory 
obligations.

Speak up if you do not feel safe. 

Your rights:

• you have a right to raise any concern you have about your safety to us

• you also have the right report any concern directly to the NDIS Quality 
and Safeguards Commission or other relevant regulators (refer to 
Appendix A)

• you have the right to make use of an advocate (including an 
independent advocate) to report an incident or raise a concern 
regarding violence, abuse, neglect, exploitation or discrimination

• you have the right to know what went wrong and what is being done to 
address your concerns.

• you have a right to be involved in resolving the incident and identifying 
improvements to ensure this does not happen again.
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To support this we will:

• recognise your right to choice and control

• provide you with safe services and environments

• ensure our workers have the right values, experience, attitudes, supervision 
and training to recognise and respond appropriately to any abuse or neglect

• listen to your concerns

• respond appropriately, quickly and effectively to any incidents of abuse, 
neglect or violence

• report any suspicion or alleged abuse or neglect to the NDIS Quality and 
Safeguards Commission or other appropriate agency 

• provide you with information about the use of an advocate

• support you and make available to you the details and outcomes of any 
investigations

Our workers work in accordance with the NDIS Code of Conduct.

How you can raise concerns 

You can report any concerns or raise an allegation. Your concern will be taken 
seriously and acted upon. We will take action to ensure your immediate safety. 

You can report a concern: 

• to your support worker, coordinator or manager

• through our online complaints form www.wellways.org/contact-us 

• by calling us on 1300 111 400

• by writing to us

You can also report a concern to an independent body like the NDIS 
commission (refer to Appendix A for details)

A peer worker or independent advocate can support you with this process.
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Involving family,  
friends, carers or others  
in your service

We recognise how important it is for you to choose who is involved in the 
services and supports you receive. This may be family, friends, carers or 
other significant people in your life. We also welcome the involvement of 
cultural workers and elders.

We can help you to identify or connect with others who can support you.

We can also provide you with information on services and supports for the 
important people in your life.

You have the right to:

• choose who will be present at any discussion or meetings, including a 
support person

• identify a nominated person to receive information about your service 
and support

• ask a family member, carer or friend to act as an advocate for you

• ask for an independent person to act as an advocate for you
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Privacy and confidentiality

We care about your privacy and confidentiality and are committed to 
protecting it.

When providing you with a service, we may need to collect information 
about you and how we are working together. We will only do this when it 
is relevant to your service or it is required by law.

When referring to ‘information’ we mean both personal and sensitive 
information.

Personal information is basic information such as your name, address 
and contact details.

Sensitive information refers to information about your health and 
wellbeing.

In protecting your privacy we must:

• keep confidential all information we collect about you

• respect your safety, privacy and dignity when using your information

• protect information from any misuse or loss

• take steps to ensure that the information we have about you is accurate, 
complete, up to date and relevant to the service you are accessing

• not share your information with anyone else unless you have given clear 
consent or if it is necessary to maintain your safety or otherwise required 
under law
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You have the right to:

• know why and how your personal information is collected

• know how your personal information is used, who it may be shared with 
and when

• give or refuse consent before information is collected about you

• look at your information and take copies

• collaborate with your worker on what is being recorded about you

• ask for information or records to be explained or changed if you believe 
it is inaccurate, misleading, incomplete or out of date

• ask for other people such as family, friends or people who support you 
to have access to this information

• refuse to have marketing material sent to you

• complain to us or an independent government body if you feel we have 
not respected your privacy (refer to Appendix A for details)
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Making a complaint and giving 
feedback
We want you to tell us what you think about our services—it helps us 
improve the way we work.

You have the right to:

• make a complaint at any time

• be listened to respectfully

• have your complaint kept private

• have your complaint responded to fairly and quickly

• give feedback on what’s working well or what could be improved at 
any time

• be informed of what has happened with your complaint or feedback

• be supported to connect with an independent advocate or support 
person

• have an independent advocate or support person involved

• be safeguarded from any negative consequences should you make a 
complaint

We will review all feedback and complaints to evaluate the quality of our 
services, identify what is and what is not working well, and consider how 
we can improve our services.

If you don’t want to talk to us directly, you can talk to a complaints 
organisation in your state or territory.

Refer to Appendix A for details of who to contact.
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How to give feedback or make a complaint

You can raise a complaint, compliment or give feedback by:

• discussion with your support worker, coordinator or manager

• lodge your feedback or complaint online www.wellways.org/contact-us

• call us on 1300 111 400

• write a letter to us

• complete the Speak Up survey www.wellways.org/speak-up-survey

• participate in program surveys – talk to our staff about any upcoming 
opportunities

You can talk to someone else you trust like a peer worker or independent 
advocate who can pass this information on to someone on your behalf.

Who can help?

A family member or friend may assist you to provide feedback. You also 
have the right to use translation/interpreter services or an independent 
advocate.

Our Helpline can assist you with giving feedback or providing referrals to 
these support organisations.

You can also get assistance from complaints organisations in your state 
or territory. Refer to Appendix A for details of who to contact.
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What happens when you make a complaint?

• we will contact you within three working days of receiving your 
complaint

• we will investigate your complaint thoroughly, in an objective and 
unbiased manner

• we will listen to your opinions in a respectful way

• you will not be disadvantaged or discriminated against because you 
have made a complaint

• your complaint will be treated in a confidential manner. Details about 
the complaint will not be disclosed, unless you consent to this or if it 
is required by law or necessary to ensure your safety. See our Privacy 
Policy 

• we always aim to resolve a complaint within 30 working days. 
However, you will be informed if it takes longer to investigate and 
resolve an issue

• we will try and resolve your complaint to your satisfaction

• we will use your feedback in improving the way we work

Appeals

If you are unhappy with the way we have managed your complaint or 
feedback you can lodge an appeal with our Chief Executive Officer.

Alternatively, you can seek advice about how to resolve this or appeal to 
the:

• Mental Health Complaints Commissioner Ombudsman in your state or 
territory

• Disabilities Services Commissioner Ombudsman in your state or 
territory

• NDIS Quality and Safeguards Commission
(refer to Appendix A for details)
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Speak Up survey

Our Speak Up Survey is a great opportunity to share your experience of our 
services. The survey is open to all Wellways participants. The information we 
receive through this survey shapes how we operate.

The survey is open all year around, and we share the  
results on our website. The Speak Up Survey is available  
to complete online at via scanning the QR code or at:

www.surveymonkey.com/r/WellwaysSpeakUp S C A N  H E R E

Have your say and get involved

You have the right to:

• have a say on what services and supports we offer and how they should be 
delivered

• give feedback and have input on what we do as an organisation

• give feedback and have input on the health care system

• advocate for better services and supports, or changes to the systems that 
affect you

• have an opportunity to contribute to the development, delivery and 
evaluation of our services and programs

• opportunities to develop your skills and confidence to have a say and get 
involved
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Ways to get involved:

• connect with Wellways on Facebook and Twitter 

• provide feedback online, in person or via survey

• attend a local listening space – these are informal meetings with staff 
and people who use our services to provide feedback

• contact Wellways to discuss opportunities to get involved in forums, 
committees and other roles 

Co-production

We recognise and value the unique knowledge, skills and understanding 
that participants, families, friends and carers have gained through their 
lived experience of mental health issues and/or disability.  

We invite and support people with a lived experience to engage in 
voluntary and paid co-production activities.

Opportunities to participate and be involved in co-production activities 
at Wellways include, but are not limited to:

• representation on Wellways committees and working groups

• involvement in recruitment of staff

• involvement in service design, delivery and evaluation

• engagement in voluntary and paid lived experience roles
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Your responsibilities

When you use a service you not only have rights, you also have some 
responsibilities. It is your right to be told what these responsibilities are 
and what happens if you don’t uphold them. A service or program may 
have some responsibilities which are unique to that service. If so, these 
will be explained to you in a service agreement.

The responsibilities you have are towards all people connected to your 
Wellways service – including yourself, other participants, staff and 
volunteers. 

These responsibilities are:

• to be clear about how you want your support delivered

• to respect the rights of others, such as privacy and safety

• to help create a safe environment for all, free from discrimination, 
harm and violence

• to tell us about what you need and if you have any problems as soon 
as you can

• to help create a welcoming environment

These responsibilities will exist in addition to any other responsibilities 
you have as part your program or funding agreement.
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You can find out more about Wellways policies, frameworks and 
commitments at wellways.org

This includes our:

• Well Together Framework

• Reconciliation Action Plan 

• Peer Workforce Framework

• Co-production Framework

• Participant Rights and Responsibilities Policy

• Child Safety Policy

• Privacy Policy

• Quality Policy 

• Compliments, Complaints and Feedback Policy

Information is also available on our website on a range of topics relating 
to mental health and disability. Visit wellways.org or call 1300 111 500.

For more information
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Notes
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Commonwealth 
Commonwealth Ombudsman

Office address: Level 5, Childers Square,  
14 Childers Street, Canberra City ACT 2601 
Postal address: GPO Box 442, Canberra  
ACT 2601
Phone: 1300 362 072
Website: ombudsman.gov.au

Commonwealth Department of Social 
Services

Phone (toll free): 1800 634 035
Website: dss.gov.au

Office of the Australian Information 
Commissioner 

For complaints about your rights under the 
Privacy Act 1988 (Cth) 
Email: enquiries@oaic.gov.au

NDIS Quality and Safeguards Commission 

For reporting complaints and incidents in the 
NDIS. 
Phone (toll free): 1800 035 544 
Website: ndiscommission.gov.au

Australian Capital Territory
Disability and Community Services 
Commissioner – ACT Human Rights 
Commission

For reporting complaints and incidents in the 
NDIS. 
Phone (toll free): 02 6205 2222
Website: hrc.act.gov.au

Queensland
Queensland Department of Children, Youth 
Justice and Multicultural Affairs 

For complaints about Child Safety Services 
Phone (toll free): 1800 080 464
Email: feedback@csyw.qld.gov.au
Website: cyjma.qld.gov.au/contact-us

Office of the Information Commissioner 

You can complain to this body if you have 
further concerns that we have not managed 
information about you in line with the 
Information Privacy Act 2009 (Qld) 
Phone: 1800 642 753
Website: oic.qld.gov.au

Appendix A 

Contact details of Commonwealth, State and Territory Commissions for 
making complaints or lodging appeals.
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New South Wales
Health Care Complaints Commissioner 

For reporting complaints and incidents in the 
NDIS. 
Phone (toll free): 1800 043 159
Website: hccc.nsw.gov.au

NSW Ageing and Disability Abuse 
Commission 

For disability service not funded by the NDIS 
Phone (toll free): 1800 628 221 
Website:  
ageingdisabilitycommission.nsw.gov.au

Information and Privacy Commission NSW 

You can complain to this body if you have 
further concerns that we have not managed 
information about you in line with the Health 
Records and Information Privacy Act 2002 
(NSW) 
Phone: 1800 472 679 
Website: ipc.nsw.gov.au

icare 

For complaints and appeals about how we 
have managed your icare service.  
Website:  
icare.nsw.gov.au/contact-us/complaints

Tasmania
Health Complaints Commissioner 

Phone (toll free): 1800 001 170 
Website: healthcomplaints.tas.gov.au 

Ombudsman Tasmania  

You can complain to this body if you have 
further concerns that we have not managed 
information about you in line with the Personal 
Information Protection Act 2004 (Tas) 
Phone (toll free): 1800 001 170 
Website: ombudsman.tas.gov.au 

Victoria
Mental Health Complaints Commission

For complaints and appeals about recovery 
services in Victoria 
Phone (toll free): 1800 246 054
Website: mhcc.vic.gov.au

Office of the Disability Commissoner

For complaints and appeals about disability 
services not funded by the NDIS in Victoria 
Phone (toll free): 1800 677 342
Website: odsc.vic.gov.au

Health Complaints Commissioner 

For privacy related complaints and appeals in 
Victoria (under the Health Records Act 2001) 
Phone: 1300 582 113 
Website: hcc.vic.gov.au 
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WELLWAYS AUSTRALIA LIMITED 
ABN 93 093 357 165

National Support Office
276 Heidelberg Road, Fairfield VIC 3078  
03 8486 4200        

At Wellways, our experience in both mental health and disability allows us to provide supports and understand 
your physical and emotional needs.  

Choose different, choose 

OVER 40 YEARS OF 
EXPERIENCE 

MENTAL HEALTH 
SPECIALIST

COMPLEX NEEDS

WORKERS WITH 
LIVED EXPERIENCE 

WORKERS WHO 
IDENTIFY AS 
LGBTIQ+

40 Wellways has been working for people with mental health issues, 
disabilities and carers for more than 40 years.

We develop and deliver mental health services including suicide 
prevention, follow-up after care and housing support programs.  
We understand the challenges and complexity of mental health 
issues for individuals, families and communities.

Many of our workers have a lived experience. At Wellways we 
value personal experience together with learnt knowledge  
and believe this contributes to the depth of our programs.

Our programs aim to meet the needs of all participants who 
identify as LGBTIQ+ by providing them access to LGBTIQ+ peer  
and support workers.

Contact Wellways on 1300 111 400 to find out about  
services and supports available to help you achieve your goals.

Our experienced and trained staff work with people with 
complex needs and multiple diagnosis.++

RECONCILIATION 
ACTION PLAN

We are committed to reconciliation, to closing the gap and 
addressing injustice in association with Aboriginal and Torres  
Strait Islander people.


