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Welcome to LCD Lifestyle Options

We look forward to working with you to achieve your goals!

At LCD Lifestyle Options our values help us to change lives and build

stronger communities across Newcastle and Lower Hunter Regions every day.

This handbook will provide you and your family with important information about
using our service, as well as your rights and responsibilities.

EQUALITY

together we can
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About Us
LCD Lifestyle Options is a registered NDIS provider. We provide

supports in Newcastle, Lake Macquarie, Maitland, Cessnock and Port Stephens.

We support people with a disability with:
[0 Community Engagement

(1 Mentoring

(1 Daily Living Skills

[ In Home supports

Our Vision
Our vision is for people with a disability to live their best life and be an active part

of their community.

Our Mission
Our mission is to support people with a disability to reach their goals and achieve

our vision.

Our Values
Flexible:
Leaders:
Accountable:

Solutions:

Honest:
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We deliver the following services to NDIS participants:
[1 Personal care

1 Nursing Care

[1 Community access

[ Transport

[1 Help around the house — such as domestic and home and garden maintenance

Please contact us if you have any questions about our services or if you'd like to

know more about how we can help you.

We can help you if you need communication support by:
(1 using an interpreter; or
(1 giving you information in a format appropriate to your communication

needs.

Service Access

You have the right to access services that help you to reach your goals.

We will ask you some questions about yourself, your lifestyle and what you want to

achieve with us.

We will tell you about our services and any fees you will need to pay.

To receive our services, you must have a NDIS plan which includes the type of

supports which we provide.

Your choices are always important to us. With us, you will have choice and control

over the services.

If we cannot deliver services to you, we will inform you of the reason why.

We will let you know under what circumstances supports may be withdrawn.

We will also link you to other services that are similar if necessary.
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If we are unable to deliver services to you, we can put you on a waiting list. If you are
on the waiting list, we will contact you to:

(1 tell you how long you need to keep waiting.

(1 tell you where you are on the list; and

(1 ask if you want to keep waiting.

If you do not think we have been fair during this time, you can make a complaint
to us. To learn how to do this, look at the section about Feedback and Complaints

in this handbook.

Service Agreement

If you want to receive our services, we will work with you to make a service
agreement.

We will involve the people you wish, such as a carer, support person or advocate,
family or friends.

We will make sure you understand what is in your service agreement, which may
include:

(1 the services we will deliver.

[0 how we will meet your goals.

(1 how and when we will review the agreement.

1 any fees.

1 how you will pay fees.

[1 your rights and responsibilities.

Service
Agreement

[1 our responsibilities.
[1 any conditions.
1 what to do if there is a problem.

1 how to cancel an appointment.

[1 how you can change or end the
agreement; and/or

1 how we can change or end the agreement.

We will ask you to sign the agreement, once we have finished the service
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agreement, we will give you a copy in a format that you understand.

Your rights

We will respect and support your legal and human rights, including your right to:
[ be treated equally.

(1 plan and make decisions about your services and your life.

(1 get help or information to help you decide.

(1 involve an advocate, carer or friends and family close to you.
1 have an advocate or support person represent you.

[1 choose how you spend your money and funding.

(1 receive services that help you reach your goals.

(] practice your culture and religion.

[1 choose the people or community you spend your time with.
[ use an interpreter.

(1 receive information in a different format; and

[ give feedback about our services.

You also have the right to:

(1 privacy and dignity.

[ intimacy.

(] safety; and

7 respect. ‘.’ﬂ? gfh K%gh f&

Your responsibilities OIS

You also have responsibilities when you
receive our services. It is your

Responsibilities
Jﬁ'ftr*““""i‘“" “'—"N

responsibility to:

(1 respect our workers and other
participants.

(1 be polite to others.
[1 act safely always.
(1 tell us about the services you want and how you want to receive them.

O
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(1 tell us as soon as possible if you need to cancel an appointment.

(1 tell us of any changes in your life that may affect our services; and

(1 pay for our services on time.

Please contact us if you are unhappy with our services or if there is a problem.

You must also tell us if:
(] you want to stop receiving our services.
[0 your NDIS plan changes; or
[1 you stop using the NDIS.
Our responsibilities

e assist you to access an advocate as required by referral to
appropriate service such as, Disability Advocacy Finder,
Disability Advocacy NSW

e actively work with the you to identify your wishes,
preferences and rights to establish goals and needs and
subsequently develop a Support Plan

e work with you, your advocate, trusted decision maker and/
or family member to assist you to exercise choice and control
and to have your voice heard in matters that affect you

e review the provision of supports at regular intervals with you
and your advocate or trusted decision maker

e respect and respond to your cultural values and beliefs

e communicate openly and honestly in a timely manner and in

a way you can best understand, including using an interpreter

if required

inform you of all costs associated with the provision of supports,
including the cost associated with cancellations

* protect your privacy and confidential information

« store your information in a secure electronic file that is
password protected and has appropriate firewall protection

« inform you of how to make a complaint and treat you fairly

O
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and impatrtially if you make a complaint

* give you a minimum of 48 hours’ notice (where possible) if we
must change a scheduled appointment

» keep accurate records on the supports provided to you

* issue regular invoices for the provision of supports delivered
to you

» continually inform you of possible risks and benefits associated
with achieving your goals

* investigate any incidents that occur and follow NDIS (Incident
Management and Reportable Incidents) Rules. This includes
involving you in the investigation and determining actions /
outcomes

not provide financial advice under the delivery of any service.

Your values and beliefs

Our goal is to support and empower you to live your life, the way you wish.
These may include your:

(1 culture and values

(1 beliefs and religion

(1 identity and sexuality

(1 family and community

] language

(1 goals

(] strengths

(] abilities.

Our services can help you to spend time with the people or community
important to you and support your independence.

We value the diversity in our community, so we can speak or write to you through

an interpreter or in other formats if needed.

O
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Privacy and Dignity

Everyone has the right to privacy, dignity and intimacy.

We make sure information about you is kept private and confidential.

You do not need to give us your personal information. However, if you do not,

we may not be able to deliver services to you.

Information and Consent
We ask for your consent to collect personal and sensitive information about you.
Personal and sensitive information can be:
(] your name

(1 your contact details

[ your health

(1 your religion, nationality, or culture; or

[1 photographs or videos of you

We collect this information from you, or people and providers you consent to, so
that we can deliver services to you.

We also use it to improve our services and to follow the law.

We may take photos or videos of you, but we will only do this if you have given
consent.

We will always tell you what the photos or videos will be used for. If you change
your mind at any time about what you have consented to, please tell us and we
will update our records.

We have ways to protect your information by keeping it in a safe place like on a
computer or in a file and protecting it with passwords and locks.

We only give your information to workers who are involved in your services and
people or providers you consent to. However, sometimes by law we must share
your information without your consent. This can be to keep you or others safe.

If we lose your information or if someone steals it, we will inform you in line

O
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with the Notifiable Data Breaches Scheme.

You also have the right to look at and get a copy of the information we keep about

you. If you think any of the information about you is wrong, you can let us know.
We will either correct it or add your comments. If you are unhappy about how
we have kept your information you can complain to us. To learn how to do this,
look at the section about complaints in this handbook.

We will keep your information for the necessary amount of time in line with the
law. After that, we will destroy it safely. Please tell one of our workers if you want

a copy of our privacy procedures.

Your services

We will work with you to plan and choose your services.

We can help you to get information, help or advice to make decisions about any
part of your services, any time.

If you make any decisions that we consider to be a risk, we will help you
understand what might happen if you take that risk.

Your services will be person-centred and will not restrict your rights.

If we ever need to make changes to your services, we will inform you. We will

explain the changes and ask for your agreement.

Support Planning

You will be involved in planning your services. If you wish, you can also involve a
carer, friends, family, or an advocate.

To create a support plan together, we will ask you to tell us about your

strengths, needs, preferences and goals.

O
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With your consent, other providers may also be involved.

We will consider any risks in delivering your services and try and keep you and
others safe by reducing these risks. Where possible, we will try to involve you in
choosing your worker.

We will talk with you about your support plan and risks every year. However, we
may do it sooner if your needs or situation changes. We will look at your goals
and what you have achieved often, to make sure our services are successful.
You can tell us at any time if you think our services are not helping you to reach
your goals or meet your needs, and we will help you to change your plan.

With your consent, we will share information about your services and support

plan to relevant people, providers, and agencies.

Costs
The cost of our services is in line with the NDIS Price Schedule
and the NDIS Support Catalogue.

You can view each of these documents on the NDIS website:

https://www.ndis.gov.au/providers/price-guides-andpricing#ndis-price-quide-2020-21

Payments

LCD Lifestyle Options will seek payment for their provision of
supports after the supports have been delivered.

SELF MANAGED

After providing supports, LCD Lifestyle Options will send
you/your representative an invoice for those supports for you/

O
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https://www.ndis.gov.au/providers/price-guides-andpricing#ndis-price-guide-2020-21

your representative to pay. You/your representative will pay the
invoice by direct debit / EFT within 7 days.

NDIA MANAGED

After providing supports, LCD Lifestyle Options will claim
payment for those supports from the NDIA.

PLAN MANAGED

After providing supports, LCD Lifestyle Options will claim

payment for those supports from your nominated Plan Manager.

Advocacy

You have the right to have an independent advocate.

An advocate is someone who protects your rights, help us to

ADVOCACY

®)

understand your needs and goals, and can help you to make

decisions.

If you wish to have an advocate represent or support you,
please let us know.

Your advocate can attend service planning meetings and can also speak for you, if
you wish.

You may want to use an advocate if an incident occurs, or if you make a complaint.
You can contact the Disability Advocacy Hunter:

Ph: 1300 365 085 or 02 4927 0111

Safety

You have the right to be safe, respected, free from abuse or neglect and treated
equally.

Our workers are trained to understand your rights and recognise signs when you
may not be safe, so that they can deliver safe services.

We will always treat reports of violence, abuse, neglect, exploitation and
discrimination seriously and encourage you to tell us if this happens to you.

We will make sure the support environment is safe for you.

O
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If you receive services in your home, we will work with you to consider and
control risks. l A 9 B O S W N “

With your consent, we may also work with other .

providers who support you to do this. Where it is SAFETY .
possible, we will make changes to your support

environment . FIRST .

so that it is safe, suitable for you and meets your ‘.
needs. .L\\\\\\

Incidents

If an incident takes place when you are receiving services, our workers will act in
line with procedures. They will do their best to make sure you are safe.

After an incident, we will investigate what happened and keep you informed

we are fixing it. Where it is appropriate, we will involve you.

We will offer you help and support, including helping you to contact an advocate.
We may ask for your opinion about the incident. This information will help us
improve our services and stop incidents like this from happening in the future.

If the incident is very serious, we may need to report the incident to the NDIS
Commission to follow by the law. If you want a copy of our incident

procedures, please let us know.

Feedback and complaints

You have the right to give feedback about any part of our services. Or, if you are
unhappy with our services you can make a complaint. You can give feedback or
make a complaint in the way you feel most comfortable

You can:

(1 fill in a feedback/complaint form LET

[ tell a worker; or US %

(1 ask an advocate to make a complaint for you. KNOW "0

1 By email to d.thorn@Icdlifestylegroup.com.au

[J By text message

If you make a complaint, we will treat it with respect and privacy. Your services
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will not be stopped, and you will not be treated differently.

We will contact you within 2 business days to confirm that we have received your
complaint. We may ask you for more information and ask how you would like it
to be fixed. We will keep you informed of the progress of your complaint and tell
you what we did to fix it. We will ask you for feedback about how you felt your
complaint was managed and use this information to help us improve our services.
You also have the right to complain to the NDIS Commission about our services
at any time. We can help you contact the NDIS Commission if you wish. The
contact details of the NDIS Commission are at the end of this handbook.
Complaints can also be made anonymously

If you are unhappy about how we have kept your information, you can also
complain to the Office of the Australian Information Commissioner. The contact
details of the Office of the Australian Information Commissioner are at the end

of this handbook.

Please contact us if you want to see our feedback and complaint procedures.

Continuous improvement

You have the right to give us feedback — positive and negative. We will use any
negative feedback to improve our services. Positive feedback lets us know what
we are doing well.

We will ask you to tell us your thoughts about our services. We may do this by
giving you a survey to fill in. Or we may ask you to go to participant meetings to
talk about what you think we can do better.

Sometimes we will ask for your thoughts on a particular part of our services. For
example:

1 how we fix complaints;

1 how we fix incidents; or

[1 how we respect your rights.

Our service will be audited by an independent audit team to ensure we are

meeting the NDIS Practice Standards. You will be automatically ‘opted in’ to the

O
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audit process if you have already consented, meaning that you may be asked for
your feedback by the audit team. However, this is not mandatory, and you can
‘opt out’ at any time.

We aim to improve continuously. The following are some of the things we look

at to guide how we improve:

[ surveys

(1 feedback

[1 complaints

(1 incidents; and

[J audits.

Ending your services

You can end your services at any time. However, you must tell us 14 business days
before you want to end your services.

You will have the same rights if you want to receive our services in the future.

If you end your services, we will help you plan other services to meet your needs

or give you information about other providers if you do not have a Support
Coordinator.

If you give consent, we may give other providers information about your needs.
We will also consider your risks and try to reduce them and put this information
in an exit plan.

We will do this to try to make sure you are safe, and your needs are met while
your services change.

If we want to stop delivering our services to you, we must give you a reason why
and tell you 14 business days before.

We may stop delivering services to you if we think we cannot help you, you do

not pay for the services we deliver, or you break your service agreement. However,
we cannot end your services because you have made a decision about risks that we

do not agree with.
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Cancellation Policy

At 1 July 2022, we have adopted the NDIS cancellation policy.
We require you to be at the agreed place of your appointment
within a reasonable time or provide 7 clear days’ notice

for a cancellation, otherwise 100% of your fee will be charged.

NDIS Commission
The role of the NDIS Commission is to improve the quality and safety of NDIS
supports and services.
You can call the NDIS Commission by:
e Phoning: 1800 035 544 (free call from landlines) or TTY 133 677. Interpreters
can be arranged.

o National Relay Service and ask for 1800 035 544.
e Completing a complaint contact form.

[ www.ndiscommission.gov.au

(] contactcentre@ndiscommission.gov.au

NDIS Quality and Safeguards Commission

PO Box 210

Penrith NSW 2750

Further details about contacting the NDIS Commission are available at:

https://www.ndiscommission.gov.au/about/contact

Contacting us

Our business hours are 8.30am - 4.30pm.

During business hours you can call us on 4981 8619

You can write to us at 46a Kula Road, Medowie. NSW. 2318

You can email us: admin@]Icdlifestyleoptions.com.au

If you need communication support, you can call the National Relay Service (NRS)

on 133 677 or www.relayservice.gov.au or call the Translating and Interpreting
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Service (TIS) on 131 450.

For more information
The NDIS website has many useful resources:

 www.ndis.gov.au/

For a guide to understanding the NDIS, visit:

* https://www.ndis.gov.au/understanding/

For more information about the NDIS process, visit:

* https://www.ndis.gov.au/participants/

The National Disability Abuse and Neglect Hotline

Is a free, independent and confidential service for reporting abuse
and neglect of people with disability.

To make a report, contact the Hotline on 1800 880 052 or send

an email to: hotline@workfocus.com.au

If you are deaf or have a hearing or speech impairment, you can call the:
National Relay Service on 1800 555 677 and ask for 1800 880 052.

If you speak a language other than English, you can use the Translating an
Interpreting Service by calling 13 14 50.

| have received and read a copy of the Participant Information Booklet. It was
explained to me by the assessing coordinator and they answered any
questions which | may have had.

L(D Page | 18

Lifastyls Group


http://www.ndis.gov.au/
https://www.ndis.gov.au/understanding/
https://www.ndis.gov.au/participants/
mailto:hotline@workfocus.com.au

MY NOTES:
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