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MISSION STATEMENT

SERVICES PROVIDEDSERVICES PROVIDED

YOUR RIGHTS AND RESPONSIBILITIES

To provide outstanding services to adults with a disability that facilitate choice, support  
and value each individual as an integral part of the community in which they live.  
Carinya Society seeks to develop a culture of strength based practice and person 
centeredness which is underpinned by:

• Respect

• Accountability

• Transparency

• Continuous Improvement

• Quality

In order to achieve the best possible outcomes for people with disabilities,  
Carinya Society will focus on how they can contribute to the following priorities: 

• Provide sustainability of service through leadership excellence,  
quality processes, brand identity and strong financial management. 

• Ensure quality service provision through a commitment to best practice  
methods and compliance with quality frameworks. 

• To work with others to create inclusive communities where people  
of all abilities are welcome. 

• To value the individual and their abilities before their disabilities.

Carinya Society provides quality programs, services and supports to over 100 participants. 
Our intention is to increase people’s independence and the scope of their life opportunities 
through a variety of service models. These include:

• Both community and centre based programs

• Out of hours programs (Respite)

• Individual Support Packages (ISP’s)

In any of these selected models or a combination of these, supports or programs  
are targeted to meet the identified needs and interests of each individual.

Carinya Society participants have the right to:

• Fair access to relevant services and supports in line with funding obligations  
and available resources

• Planning and support which is specifically tailored , flexible and appropriate  
to meet their individual needs, goals and wants

• Participate in all decisions made about their services and supports

• Be treated with respect and dignity

• Have all personal information maintained in a confidential manner

• Participate in and be a valued member of their community
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YOUR PERSON CENTRED PLAN

QUALITY MANAGEMENT AND CONTINUOUS IMPROVEMENT

The Disability Act 2006 specifies that a support plan must be completed when  
an individual with a disability is receiving ongoing services.

Carinya completes a Person Centred Plan (PCP) for all participants attending services. 
This plan will be completed in a meeting between yourself, a staff member who  
is allocated as your key worker, and any other individuals you would like to have present. 
Your PCP will outline your goals and describe how Carinya staff will work with you to help 
you achieve them.

Your PCP will be reviewed each year. If your circumstances change, additional reviews  
can take place as required. Additionally, you or a person you nominate on your behalf  
can ask for a review at any time.

Carinya has a strong commitment to providing services and supports at a level of quality 
that conforms to and goes beyond the industry standards. Carinya maintains certification 
to the Department of Health & Human Services and ISO 9001:2015 Quality Management 
Standards. This requires annual review by an external certification body. Carinya is also 
committed to promoting a culture of continuous improvement. Continuous improvement 
involves increasing value to participants and relevant stakeholders through constant 
review, analysis and where necessary, changes, which are designed to address the 
changing needs and requirements of all stakeholders and regulatory and legislative 
requirements. It also identifies opportunities for improvement in a systematic and planned 
manner.

Quality is the responsibility of everyone at Carinya including participants, families, staff  
and all other stakeholders. Please let Carinya know of any opportunities for improvement 
you may recognise at any time.

• Recognition of their individual skills, abilities and potential

• Raise complaints or disputes and have them addressed promptly and fairly, 
without retribution

• Support from competent, appropriately skilled and professional staff

• Freedom from all abuse and neglect, violence and preventable injury

• An advocate

Carinya Society participants have the responsibility to:

• Respect the rights and needs of staff and other participants and to also respect 
their right to be in an environment which is free from abuse and harassment

• Support Carinya in providing a safe environment for all

• Care for their own health and well-being as far as he or she is capable

• Accept the consequences related to any decision he or she might make

• Advise Carinya of any changes which may affect your support needs or services
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QUALITY FRAMEWORK FOR DISABILITY SERVICES

The Department of Human Services Standards (DHSS) are the heart of the Quality 
Framework for Disability Service Providers, defining the acceptable standards for which 
they are measured.

The DHSS describe how Carinya’s systems and process should work to:

• Support people with a disability to achieve the outcomes they want

• Safeguard the rights of people with a disability, their families and carers

• Inform practice so it can be improved

• Support compliance with legislative requirements and funding obligations

• Acknowledge people’s rights

• Focus on measurable outcomes, including those for participants

• Focus on improving services and creating greater consistency 
across services for participants

Department of Human Services Standard 1

EMPOWERMENT – People’s rights are promoted and upheld

This standard is promoting and upholding the rights of participants and making  
a commitment to planning and implementing services which make sure this is done.  
It focuses on the role that service providers play in supporting people to understand  
and exercise their rights and responsibilities when accessing a service. It also promotes 
the rights of individuals to involve advocates when they choose.

As a result of Carinya working within this standard, participants will:

• Understand their rights and responsibilities

• Exercise their rights and responsibilities

Department of Human Services Standard 2

ACCESS AND ENGAGEMENT – People’s rights to access transparent, equitable and   
             integrated services are promoted and upheld

This standard looks at how important it is to promote and uphold a person’s right  
to be able to use and attend services which suits their needs best. It makes sure that the 
way in which people are able to access services is fair and equal for everyone no matter 
what their needs are.

As a result of Carinya working within this standard, participants will:

• Be able to access the service and receive supports in a way 
which meets their needs

• Not be discriminated against or treated unfairly because of their age, ability, 
gender, sexual identity, culture, religion/spirituality or, because they have 
been refused another service before
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COMPLAINTS AND COMPLIMENTS

Carinya Society welcomes feedback in regards to the services provided and views any 
complaints made or concerns raised as an opportunity to improve. Carinya encourages  
all participants, their families and all other stakeholders to provide feedback on their 
services (good or bad). You can do this either verbally or in writing.

If you would like to provide feedback, or, make a complaint, you can do this by contacting 
your Key Worker, the relevant Client Services Manager, or the Carinya’s Quality Advisor  
on 03 9354 3337.

Where a complaint or concern cannot be resolved to your satisfaction, you may wish  
to seek an independent review through an external complaints agency such as the 
Disability Services Commissioner. Contact details are as follows:

Office of the Disability 
Services Commissioner                                
Level 3, 456 Lonsdale Street, 
Melbourne VIC, 3000                         
Local call cost 1300 728 187                                                            
TTY 1300 726 583                                                                              
Website www.odsc.vic.gov.au      

Valid 
235 Napier Street, 
Fitzroy VIC, 3065 
Phone 03 9416 4003 
Email office@valid.org.au 
Website www.valid.org.au

Department of Human Services Standard 3

WELLBEING – People’s right to wellbeing and safety is promoted and upheld

This standard look at how important it is to make sure that individuals are well and safe.  
It focuses on the role that services play in identifying and building on how capable  
a person is. It looks at how services can be active in ensuring wellbeing and safety.

As a result of Carinya working within this standard, participants will:

• Have had an assessment, planning, review and evaluations of the services  
and supports that they receive

• Receive their services and supports in a suitable, safe and healthy environment

Department of Human Services Standard 4

PARTICIPATION – People’s right to choice, decision making and to actively participate as  
    a valued member of their chosen community is promoted and upheld

This standard looks at how important it is to let people make their own choices and 
decisions or, be a big part of the process. It also looks at how important it is for service 
providers to help people participate in their community so that they are able to be an active 
and valued member within it.

As a result of Carinya working within this standard, participants will:

• Access and participate in the community in the waythey choose to

• Make their own choices and have control of this as much as possible
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ADVOCACY

CARINYA REQUIREMENTS

MEDICATION

Office of the Public Advocate 
Level 5, 456 Lonsdale Street, 
Melbourne VIC, 3000 
Phone 03 9603 95007 
TTY 03 9603 9259 
Email publicadvocate@justice.vic.gov.au

Valid 
235 Napier Street, 
Fitzroy VIC, 3065 
Phone 03 9416 4003 
Email office@valid.org.au 
Website www.valid.org.au

There are services which help people with advocacy all over Melbourne. These services 
help people with a disability to exercise their rights. If you need help with advocacy,  
you can speak to Carinya staff and ask them to help, or, you can contact an advocacy 
agency like VALID or, in cases where help is needed regarding an individual who is at risk 
of abuse, exploitation or neglect, the Office of the Public Advocate. Contact details are  
as follows;

It is very important that Carinya is informed of any changes which affect participants 
as soon as possible. Informing Carinya assists in preparation for these changes, 
enabling us to provide the best possible service for all participants of the service.

In line with Carinya’s Medication Administration Procedure (which is available upon 
request):

• All medication must be provided in a clearly labelled Webster Pack. A photo  
of the participant should be placed on the medication pack for identification 
purposes. A treatment sheet provided by a medical practitioner should 
accompany all prescribed medications for participants.

• Medication must contain the participant’s name, the name of the medication, 
the dosage requirements and administering times. This form of labelling must 
only be completed by a medical practitioner or pharmacist.

• Medications (including any PRN medication) should not be placed in the 
participant’s bag or sent in with them to self-administer. It is essential that this  
is passed on to the relevant Key Worker.

• It is vital that any changes in medication be reported immediately in writing 
to Carinya. A copy of the revised treatment sheet with all new details must 
be forwarded also.

Any medication not following these guidelines cannot be administered 
by Carinya staff.
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MEDICAL CONDITIONS

INFORMATION CHANGES

Infection Control 
Carinya Society is committed to ensuring the health and safety of all participants  
and staff. As part of this commitment, Carinya has adopted the procedure outlined  
by the Department of Health & Human Services (DHHS) to prevent and manage the 
spread of infectious diseases.

Under current legislation, Carinya is required to report 2 or more suspected infectious 
disease cases to ensure the continuing health and wellbeing of other participants and 
staff. In order to ensure compliance with this legislation, families and/or carers must 
notify Carinya within 24 hours should their son/daughter/participant have been exposed 
to, or have, any infectious disease. Carinya will also notify families and/or carers when 
participants or staff have been exposed to, or have and infectious disease.

Some of the more common infectious diseases include:

• Conjunctivitis

• Gastroenteritis

• Cold sores

• ‘School sores’ (Impetigo)

• Flu

Staff and/or participants who have symptoms of an infectious disease will be excluded 
from Carinya until a medical professional has certified in writing that the symptoms are 
not associated with an infectious disease, or, that they are not a threat to the health and 
wellbeing of other participants and staff (a minimum of 48 hours is required).

IIlness 
If a participant is feeling unwell, he/she will be encouraged to inform a staff member. 
In some cases, it may be necessary (assessed by Assistant Manager or Client Services 
Manager) for that participant to go home. The administration of painkillers will be carried 
out only in cases where written consent has been given prior.

Carinya Society requires information regarding any changes to participant’s 
personal details. These include:

• Address details

• Phone numbers

• Medication changes

• Travel/transport arrangements (e.g. taxi bookings)

• Communication strategies

• Behaviour support strategies

• Carers e.g. the names of House Supervisors and Key Workers
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ABSENCES

PAYMENT

COMMUNICATION BOOKS

Notification of participant absences other than those scheduled in the Carinya calendar, 
should be made directly to Carinya’s Administration Office. This includes absences due to 
additional holiday breaks or, as a result of illness. It is vital that we receive this information 
and the timeframes so that transport and other program related details can be modified in 
their absence. You can notify Carinya of any absences by phoning: 03 9354 3337

Please do not send money for payments (e.g. program and transport fees) in participant’s 
bags. Money is often lost in this manner and Carinya will not be accountable for money 
lost in these situations.

Payments can be made in person to the Administration Staff at 10 Bellevue Street, Coburg, 
VIC 3058. Other options include direct debit, direct payments and payment by cheque/
money order.

Should you experience difficulty in making payments, please contact Carinya’s 
Administration Manager on: 03 9354 3337 to discuss possible payment arrangements.

The communication book is a vital means of communication between the home  
and Carinya. Participants are encouraged to carry their communication whilst  
at Carinya and take it home at the end of each day. The communication book  
may contain the following information.

• The individual’s personal timetable

• A guide of communication tips that may assist other in successfully interacting 
with the individual

• Notations to by staff to inform families, carers and participants of:

• What the individual did on the day, what they achieved 
and whether they enjoyed themselves

• Any changes to programs

• Important events which may be happening

• Anything the individual may want to discuss at home

• A reminder of anything needed for a particular program

Carers are encouraged to exchange notes with Key Workers to assist participants  
in advocating for themselves and communicating any issues or concerns they may 
be experiencing.Please notify Key Workers if a communication book or aid is lost 
or misplaced.

IMPORTANT NOTE: If there is a personal and/or private matter that requires some 
assistance from Carinya staff, please contact the relevant Key Worker or Assistant 
Manager as opposed to writing sensitive details in the communication book. 
This assists and supports Carinya’s Privacy and Confidentiality Policy.
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PROGRAM

PARTICIPANT POLICIES

The programs allocated to each participant are ones which have been nominated based 
on information provided in the Person Centred Plan (PCP). These group programs are 
designed to help participants achieve their goals, and address identified needs and areas 
of interest.

At the end of each term, participants are encouraged to suggest to program staff  
the activities in which they would like to participate in the following term which will help 
to achieve PCP goals.

Please note: It is not always possible to provide individuals with EVERY program of their 
choice. Carinya’s aim is to achieve the best possible outcome for all individuals.

Carinya Society’s Participant Polices are written to help people in receipt of Carinya’s 
services, their families and carers understand the philosophy of the Organisation.

All services delivered by Carinya Society are provided in a manner that meets the Disability 
Services Act of 2006. Carinya Society is also a Quality certified Organisation under  
the International Standardisation Organisation (ISO) 9001 quality management standard 
and the Department of Human Services Standards (DHSS).

Participant Policies are available in alternative formats and training specific to 
understanding them is available upon request. All individuals in receipt of Carinya services, 
their families and carers are encouraged to provide feedback on the policies and make 
suggestions for changes at any time.

Formulation and review
Policies are formulated to meet the needs expressed by people in receipt of Carinya’s 
services, their families, carers, advocates and staff. Policies may also be written to meet 
the requirements of legislation, such as the Disability Services Act of 2006.

Policies are regularly reviewed as part of Carinya’s Continuous Improvement cycle  
and added to or amended as necessary taking into consideration feedback from people 
receiving services, their family member, carers and staff. The review process will be 
implemented by the Carinya Management Team and where appropriate, will include 
consultation with Carinya participants, family members, carers and staff. The review 
process will also take into account best practice methods from similar organisations  
and the sector as a whole.
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POLICY 1

SERVICE ACCESS
Relevant HSS: 2 ACCESS AND ENGAGEMENT

POLICY STATEMENT

Carinya Society provides an equitable, fair and non discriminatory process  
for all individuals who are seeking to use its services.

The Participant Management Procedures of Carinya Society reflect consistent, equitable 
and non-discriminatory processes.

Accessing Services is determined on the basis of your needs, and the availability  
of appropriate Services. Our commitment is to provide the most appropriate support  
to meet your needs and goals.

Your entry into Carinya Society’s services is dependent upon adequate levels of funding 
being available to you to provide the support you require.

Independent assessment of applications for services provides a fair and equitable process 
for entry. This process includes yourself and (Should you wish) your parents or carers. 
Carinya staff will work with you and your parents or carers to identify your needs, choices, 
goals and preferences, in order to determine how best Carinya could support you and 
how.

Carinya staff will inform you about the information they need and why, what that 
information will be used for and the outcome of the independent assessment process. 
This means, Carinya will inform you of what type of service they think they might be able 
to offer you and how.

Should you require the support of an advocate to assist you with Carinya’s Service Access 
process, we can provide you information about how to go about this. Also, if you require 
this information in another language or in the way that you understand, please let us know 
and we will do our best to arrange that for you.

More information on accessing Carinya’s services can be found within Carinya’s 
Participant Services Management Procedure.
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POLICY 2

ENTRY AND EXIT INFORMATION

MEETING INDIVIDUAL NEEDS
Relevant HSS: 3 WELLBEING
POLICY STATEMENT

Carinya Society acknowledges that each person in its services is a unique individual with 
different needs and goals, who has the right to exercise control over their life. Carinya 
respects the individual needs, culture, communication styles, health and wellbeing 
preferences of each participant. Each participant is invited to work alongside staff  
to establish a list of the goals that they wish to achieve each year, which is used  
to develop their PCP.

PCP goals are used as the basis upon which service provision is designed and delivered. 
Goals are achieved through creative and innovative planning, and consistent effort 
by Participants, families and staff. Plans are reviewed once per year, with the Participant, 
parents or carer and a Carinya staff member.

Carinya staff will work alongside participants to encourage them to give feedback about 
whether or not they feel they are achieving their goals, enjoying the activities and tasks 
they are engaged in. Where a participant requires support to communicate their needs, 
Carinya will help to find someone who can assist with this. This might be a family member, 
carer or an advocate. Staff will record feedback received from participants so that they 
can use it when developing new programs for each person. Changes can be made at any 
time to facilitate the achievement of stated goals and ensure that each person’s individual 
needs are being met.

CARINYA SOCIETY SERVICES
Entrance Eligibility

• Must have a disability.

• Availability of individual funds from Department of Human Services,  
other Government departments or self funding.

• Availability of Carinya resources and service capacity

• Identified goals and commitment to achieving these goals with the support  
of staff. Independent Assessment facilitated by Carinya conducted alongside  
the potential participant.

Exit

• No longer wish to use the service.

• Support needs exceed the resources of the service. Misconduct 
or continuous harm to self or others.
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CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Implement plans that are of the least restrictive nature to the individual.

• Ensure all plans reflect and respect a positive regard for each  
individuals vision of their future.

• Ensure that individual’s information is reviewed no less than once per year.

• Respect each individual’s rights to negotiate changes to their plans  
as their goals change.

• Engage in daily evaluations with individuals to ensure that goals  
and preferences are being met

Goals may include:

• Employment goals

• Life skills goals

• Educational goals

• Vocational training goals

• Community integration goals

• Self-development goals

• Life transition goals

DEFINITIONS 

Acknowledge Means appreciate. 

Achievement Means something accomplished.

Unique Means only one special person.  

Least restrictive Means no pressures or limits.

Innovative Means to bring in something new. 

Vocational Means work, a job.

Facilitate Means to help.  

Integration Means being part of it.



13Carinya Society / Participant Information Booklet 2018-2019

POLICY 3

PLANNING, DECISION MAKING & CHOICE
Relevant HSS: 1 EMPOWERMENT
POLICY STATEMENT

Carinya Society firmly believes that all participants have the right to participate in making 
decisions about the events and activities in their lives. This includes decisions about 
the service they receive from Carinya, the goals they wish to achieve and the activities 
they wish to engage in. Staff will do their best to help you make informed decisions that 
empower you to make your own decisions and choices.

Carinya staff will make time to talk to you about the things that interest you and that you 
enjoy doing. This will happen once a year at a Person Centered Planning meeting,  
and on a day to day basis through Daily Monitoring where staff will ask you what you 
thought about the programs you participated in.

Staff use the information that you give them to help plan out services for you in future 
that meet your goals and choices. It’s important that you tell staff how you feel about the 
things you are doing, especially if you don’t like something so that they can change  
it or make it better for you.

Carinya staff will also encourage you to take part in Carinya’s annual consultation process, 
where you will be asked what you think about the services you receive from Carinya  
and the way in which you receive them. This information is typically gathered in the form 
of surveys and Focus Groups.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Actively include you in all areas of decision making throughout the organisation.

• Ensure that you have a PCP that is reviewed regularly and signed off by you.

• Encourage you to participate in audits/assessments both  
internally and externally.

• Conduct Planning meetings

• Ensure that you are part of planning your own activities and deciding  
if you like them or not.
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POLICY 4

PRIVACY CONFIDENTIALITY AND DIGNITY
Relevant HSS: 1 EMPOWERMENT
POLICY STATEMENT

Carinya Society promotes the belief that all participants of its services will receive  
the same level of privacy, confidentiality and dignity that is experienced by the rest of the 
community. This includes staff respecting each participant’s right to have time away from 
activities and on their own, personal conversations with friends that don’t involve staff  
and a right to their own belongings.

Carinya Society is committed to ensuring that participants’ rights are respected and upheld 
at all times. Carinya achieves this by ensuring that all participant information is kept locked 
and secured within Carinya premises at all times. All information stored electronically  
(in a computer) is protected by a password that only Carinya staff can access. Participants 
can see their file or the information held about them at any time. They can also have  
an advocate ask for access to their file on their behalf.

Carinya Society is committed to ensuring that the dignity of all participants is realised 
by ensuring an environment of trust and respect. Carinya has a Code of Conduct that 
describes the way in which Carinya works alongside participants, their family members 
and carers to ensure that their dignity and human rights are respected.

Carinya Society is committed to abide by the National Privacy Principles.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Ensure that staff are sensitive in discussing your personal details. Your personal 
details will not be discussed with staff, employees, committee members,  
outside agencies or others, without your permission.

• Make sure that information collected is limited to that which is relevant  
and necessary for your involvement with the Service.  
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• Your personal files will be stored securely in locked filing cabinets or password 
protected electronic (computer files) and that electronic data/systems/file notes 
are password protected and the information is backed up to ensure safety.

• Ensure that information is not kept any longer than necessary  
and that it is disposed of in a secure way.

• Tell you what information is kept about you, why it is kept and who has access  
to it.

• Ensure that access to this information is limited to you and to those who have 
been given permission to access the file.

• Seek your written permission before verbal or written information regarding  
you is released.

• Provide In-service training to staff about privacy, confidentiality and dignity.

• Minimise any intrusion into your activities.

• Encourage you to control your own personal belongings including money. 
Support will be provided for this.

• Provide facilities for the secure storage of personal items to the best  
of Carinya’s ability.

• Encourage you to form friendships of your own choosing.

• Ensure that your dignity and privacy are maintained when you are involved  
in personal hygiene or other personal tasks.

• Allow you privacy to make phone calls and have visits during appropriate breaks,  
if you wish.

DEFINITIONS

Confidentiality To be kept quiet, not to be told to other people.

Dignity Treating you with respect and recognising you as an individual with rights  
and responsibilities.

Informed Decision Means that you have been provided with the necessary information 
to enable you to make a decision or choice.

Privacy Means not passing on information to others about you that you wish to keep 
confidential, including personal information about you.
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POLICY 5

PARTICIPATION AND INTEGRATION
Relevant HSS: 4 PARTICIPATION
POLICY STATEMENT

Carinya Society encourages and supports all participants to participate in and be involved 
in general life and activities within their community. Carinya achieves this through the 
organisation and implementation of community based programs and support. Participants 
are encouraged to participate in the planning of their own supports and services,  
which is achieved through annual Person Centered Planning meetings and daily service 
evaluations facilitated by Carinya staff with each individual.

Carinya also encourages the participation of participants through its annual consultation 
process, where participants are asked to contribute what they think about their service  
and the way that they are engaged in the planning of their own supports through surveys 
and Focus Groups.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Design its services to help you participate in, and integrate with, the community, 
including the use of community resources and participation in community 
activities that develop participant capacity for independence.

• Encourage you to form and maintain a variety of ties with families, friends  
and/or other support networks.

• Have service outlets located in areas which enable your access to community 
services, transport and activities.

• Strive to work with other community groups to enable you to participate in,  
and integrate with, the community.

• Make every effort to provide you with information about facilities, services  
or events in the community and information on how to access them.

• Assist you to be part of your local community.

• Support your efforts to gain access to general community facilities, services  
and other specialist services, where required.
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DEFINITIONS

Participate Means to take part in or be involved with something, such as an activity 
or employment.

Integrate Means to join or mix in something such as an event.

Comparable Means the same as.
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POLICY 6

VALUED STATUS
Relevant HSS: 4 PARTICIPATION
POLICY STATEMENT

Carinya Society promotes the fact that people who have a disability can attain valued roles 
in their community. This may be achieved by providing opportunities for participation in, 
and contribution to roles that participants value and add meaning and happiness to their 
lives. Carinya Society encourages and provides support for people in receipt of Carinya 
services to be involved in the life of the community and to pursue their personal interests.

Carinya will ensure that individuals are given the opportunity to contribute to the planning 
of their activities and supports and evaluate the outcomes of them, to determine whether 
or not participants see value in the services they receive, and the way in which they 
receive them. Supports provided to participants should ensure that they have opportunity 
to develop and maintain skills and lifestyles of their choosing, and to participate in activities 
that enable them to achieve valued roles in their community.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Provide opportunities that will provide you with valued experiences.

• Value you as an individual and your life choices.

• Provide information to you in a manner that is appropriate to your understanding, 
so that you may make informed choices.

• Respect you as an individual, as is the right of any other individual in society.

• Value the contribution that you as an individual make to others.

• Respect your potential as an individual.

• Ensure that you are given correct information and allowed to make appropriate 
choices.

• Ensure you are aware of Carinya Society’s grievance mechanisms.

• Document any meetings involving you and other specialist services, where 
required.
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POLICY 7

COMPLAINTS AND DISPUTES
Relevant HSS: 1 EMPOWERMENT
POLICY STATEMENT

Carinya Society recognizes the rights of people in receipt of Carinya services to raise  
any grievances they may have about any aspect of the organisation and the services  
it provides. They have the right to have these resolved as quickly as possible, without fear 
of being treated differently. Carinya Society welcomes feedback from participants as a way 
of ensuring that a high quality service is provided that meets their needs. Complaints may 
be made in person, by phone or in writing. Carinya has a Complaints about Service Policy 
and Procedure that can be accessed via a member of staff at any time.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Ensure that you can make a complaint to any staff member and that they will  
treat all information as confidential.

• Ask staff members to notify a Manager that you have made a complaint.

• Ensure that any complaint you make is treated seriously and treated with 
confidence.

• Ensure that any complaint is dealt with by the most appropriate staff member 
responsible for your service. The aim is to resolve your complaint quickly and 
efficiently.

• Follow Carinya Society’s Complaints about Service Policy and Procedure.

DEFINITIONS

Complaints When your not happy about something.

Confidential To be kept quiet, not to be told to other people.

Resolution Solving of a problem. 

Informed Knowing of the facts.
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POLICY 8

SERVICE MANAGEMENT
Relevant HSS: ALL
POLICY STATEMENT

Carinya Society is committed to continuously improving its management practices 
and systems to optimise outcomes for all participants of its services. This commitment  
is measured through regular and consistent internal and external quality audits which are 
used to ensure that the processes, procedures and policies that underpin the services that 
you receive, are of the highest possible quality.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Ensure all financial management systems are audited annually.

• Ask all stakeholders –including you - to provide feedback about how services 
can be improved through annual surveys, Focus Groups, PCP meetings and daily 
evaluations of the services you receive.

• Provide training to all Managers and staff about ways to improve systems and 
processes.

• Collaboratively develop a strategic plan with staff and stakeholders that reflects 
how Carinya services will be delivered.

• Provide opportunities for you to participate in reviewing and re-developing 
policies.

• Ensure that the Human Services Standards are in place and that practices  
and policies reflect the highest possible quality.

• Revise Documents and Forms as processes improve and record any revisions  
of these documents.

• Produce an Annual Report that reflects positive outcomes for Participants,  
and distribute this to the public. 
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POLICY 9

STAFF RECRUITMENT, EMPLOYMENT & TRAINING
Relevant HSS: 1 EMPOWERMENT (Criteria 1.2)
POLICY STATEMENT

Carinya Society asserts that all participants have the right to be supported by competent, 
relevant and qualified staff.

Carinya Society is committed to ongoing training of all staff to ensure the safety  
and well-being of its participants.

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Provide staff with a Position Description that gives a clear outline of the duties  
to be performed by that person.

• Ensure that reference checks are carried out before appointing staff.

• Conduct a police check during the probation period of new staff.

• Conduct annual Performance Appraisals and regular supervision with all staff.

• Keep copies of staff Learning and Development initiatives on file.

• Provide staff with training opportunities, both within the organisation and from 
external providers where appropriate.

• Provide staff with the opportunity to give feedback on the training they have 
received.
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POLICY 10

HUMAN RIGHTS & FREEDOM FROM ABUSE
Relevant HSS: 3 WELLBEING
POLICY STATEMENT

Carinya promotes a belief that Human Rights are for all persons in all places and  
at all times. Human Rights transcend all borders, cultures and notions of difference.  
All individuals share the responsibility of respecting and upholding the Human Rights  
of other people.

The Carinya Society upholds the following legislation regarding Human Rights:

 Racial Discrimination Act 1975  Sex Discrimination Act 1984

 Anti-Discrimination Act 1991  Privacy Act 1988 (amended 2001)

 Disability Services Act 2006 

Carinya Society upholds the right of all persons to a service site free from physical, sexual, 
emotional and verbal abuse, harassment, neglect and assault. Staff work alongside you  
to help you to understand your rights and empower you to put them into practice  
in as many ways as possible. Further details about Carinya’s commitment to this  
are highlighted in Carinya Society’s Code of Conduct.

 
CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Provide an effective grievance process.

• Disseminate the organisations Code of Conduct to all employee’s and make  
it available to  participants, their families and carers.

• Train all Carinya staff to recognise abuse and neglect, know how to report  
it and know where to get support for those who have been abused.

• Ensure that all participants have access to these Participant Policies that articulate 
participant rights and responsibilities.
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DEFINITIONS

Transcend Rise above, go beyond.

Legislations Laws.

Discrimination Treat differently from everyone else.

Charter A piece of paper or a document that has writing on it.

Abuse Treat wrongly or harmfully.

Harassment Bother or annoy.

Zero Tolerance Never, at no time.

Verbal Anything said or spoken.

Neglect Ignore or leave alone / lack of care.

Sexual Private parts of your body, emotional feelings and thoughts.

Physical Hurting, hitting or touching.

Assault Attack or strike.
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POLICY 11

SEXUAL HARASSMENT POLICY
Relevant HSS: 3 WELLBEING
POLICY STATEMENT

Carinya Society declares that sexual harassment of any type is unlawful under the 
Commonwealth Sex Discrimination Act 1984 (amended 1992) and the Anti-Discrimination 
Act 1991.

It will therefore not be tolerated within the organisation. Carinya Society is committed  
to providing a safe and equitable environment for all participants. Therefore it seeks  
to eliminate sexual harassment. It strives to ensure that  participants are always treated  
in a professional manner.

Sexual Harassment may involve:

 a) Jokes of a sexual nature.

 b) Verbal abuse

 c) Intimidation

 d) Questioning of a personal nature

 e) Sexual innuendo

 f) Displaying offensive pictures

 g) Leers

 h) Gestures

 i) Comments and/or explicit requests of a sexual nature

 j) Patting, pinching, stroking, hugging and brushing against another person

 k) Harassment centred on a person’s presumed or actual sexuality

 l) Sexist behaviour

• 

CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Have an effective grievance processes in place for you to use if necessary.

• Implement a Code of Conduct within the organisation that makes clear Carinya’s 
zero tolerance policy on sexual harassment.

• Train all staff to recognise all areas of harassment/abuse, know how to report it, 
and to get support for you if you have been harassed/abused.

• Act quickly, responsively and sensitively to any allegation of sexual harassment, 
whilst being sensitive to each person’s human rights, privacy and dignity.

• Recognise that both men and women can be the victims of sexual harassment.
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DEFINITIONS

Sexual Harassment bother or annoyance of a sexual nature

Sexist saying that men and women are better than one another, not the same

Detrimental something that can cause injury, loss or damage

Leers looking or starring in a way that makes you feel uncomfortable

Intimidation frighten or bully

Sexual Innuendo suggesting or hinting at sex

Eliminate get rid of, not allow

Equitable fair and proper

Gestures the way someone moves or makes signs

Cyber Stalking bother or follow someone through emails, chat rooms or over the internet

Pornographic pictures, books or films that are rude

Grievance Mechanism the way we can complain

Obscene dirty or rude

Sensitive understanding

Hostile unfriendly
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POLICY 12

BULLYING & HARASSMENT POLICY
Relevant HSS: 3 WELLBEING
POLICY STATEMENT

Carinya Society declares that:

a) Bullying is a form of harassment which is unacceptable. 
b) The organization is responsible to provide a safe, supportive environment 
for all participants. 
c) Staff will receive training that assists them to identify and support people who may have 
experienced bullying and harassment and prevent reoccurrence of these experiences.

BULLYING MAY INVOLVE

a) Behaviour aimed to demean, humiliate or intimidate you as an individual,  
or as part of a group;

b) The less favourable treatment of a person by another,

c) Unwelcome and unreasonable behaviour that creates a hostile, uncomfortable, 
offensive or ‘charged’ atmosphere leading to stress;

d) Misuse of relative and/or assumed power;

e) Occurrence of the following:

• continual unjustified and unnecessary comments about you or your actions.

• comments aimed to discredit or undermine you.

• Continually ignoring or excluding you or your group from normal conversation, 
social activities and networks.

• the making of derogatory or intimidating remarks.

• unreasonable demands

• phone calls, letters, text messages, emails or other contact by electronic means 
which are threatening, abusive or offensive to you.

• taking deliberate advantage of your lack of understanding or knowledge.

• constant, intrusive surveillance or monitoring of you.

• unnecessary intrusion into the your personal relationships.

• restrictive and petty rules.

• emotional blackmail.

• threatening gestures.

• yelling, screaming or offensive language.

• teasing or regularly being made the brunt of pranks/practical jokes

• harassment that can be deemed to be of a sexual nature.
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CARINYA SOCIETY RESPONSIBILITIES

Carinya Society will:

• Acknowledge that bullying can exist and that there is potential  
for this in all service sites.

• Implement the organisations Code of Conduct zero tolerance approach 
to bullying and harassment.

• Assist you to develop skills that will help you avoid bullying, and know what  
to do should you feel bullied.

• Provide procedures for dealing with your complaints confidentially, promptly  
and without you being afraid.

• Implement disciplinary procedures where a perpetrator deliberately persists 
with unacceptable behaviour towards others, especially in the case of predatory 
bullying

• Regularly monitor and review policy, practices and procedures for dealing  
with bullying to ensure that these remain effective.

• Encourage you to report all incidents of bullying
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