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Our Vision

This is a draft document needs be updated after strategic planning session


Our Values

(Insert name of organisation) is an inclusive organisation and strongly respected in the community. We strongly believe in social justice and uphold these values when we deliver services. 


Wherever possible and appropriate, the service assists people to maintain and strengthen their cultural links and m ay assist people to reconnect or maintain connections with their family and community


Aim
(Insert name of organisation) aims to (insert your aim/goals, target group, region etc)  





What you can expect from us

Quality responsive services
We will attend to you as quickly as we are able. Wherever possible,  we will answer the phone promptly
· if the person you talk to cannot answer your enquiry, they will put you in touch with someone who can give you an appropriate response
· we will respond to all your letters and emails
· if you lodge a complaint, we have a dedicated complaints team who will work with you to understand and address your concerns. Please see the contact details below should you wish to lodge a complaint.

Courtesy and respect
We will treat you with courtesy and respect.

Fair and equal services
Our staff is aware of the cultural diversity of our communities. We will provide services in a fair and equitable way.

Because we want everyone to be treated fairly, we will ensure we have premises and facilities that you can access easily.

Accountability
You will receive up-to-date and accurate information. Whenever possible, our staff will explain the decision-making processes as they impact on you. If we cannot assist you, we will do our best to refer you to someone who can.

Confidentiality
We will treat your personal and confidential information with sensitivity. We will collect, store and use your personal and confidential information responsibly. Please note that in some circumstances, we may be required to release your information without your consent.

How you can assist us

Tell us your needs
Help us to understand your needs so that we can give you the best possible service. You can do this by talking with our staff and participating in the consultation activities we conduct. We will listen to you.

Tell us if things change for you
Please tell us if there are changes we should know about, for example, changes to your contact details.

Tell us how we are doing
If something happens that you like or do not like about our service, please let us know. We want to ensure your issues are heard. You can tell us in a way that suits you:

Talk to a staff member or (Insert name of organisation) .

Write to us at:

(Insert address)


Or telephone

PH: Insert number
FAX: Insert number


Or email

EMAIL: Insert email address
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Client Rights and Responsibilities



Client Rights:

· You have the right to be treated with dignity and respect.
· You have the right to be informed about what services are available.
· You have a right to choose what service you will receive.
· You have the right to refuse service.
· You have the right to be assessed to receive services without discrimination.
· You have the right to privacy and confidentiality.
· You have the right to express your own views and ideas.
· You have the right to have been seen by a (Insert position title).
· You have the right to give consent for your nominated spokesperson to access your personal information.
· You have the right to have access to your personal records upon written request only by you.  Due to strict confidentiality, client information is very minimal.  Client information must be accessed on-site. Client information cannot be taken off the premises. Information may be supplied to you within 3 working days from the day our organisation receive the request.
· You have the right to provide feedback about the services given.
· You have the right to lodge a complaint or about the services given.



Client Responsibilities:

· To respect the privacy, dignity and property of (insert name of organisation) staff, management committee and clients.
· To respect the conditions of any support provided by (insert name of organisation) staff.


If you would like to discuss any aspect of your rights and responsibilities, please do not hesitate to contact talk to (Insert position title) in person, by phone (insert number). 
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