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What is Community
Transport?
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There are two criteria for receiving services.

¢ Youneed to be eligible to receive services.

e Evenifyou are eligible, those services are not guaranteed. They must be within
the resources of the project.

Who are Connect: Inner West?
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Getting started

Am | eligible for community transport services?
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How do | work out which community transport
service program is best for me?
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Bookings and Services

What services are available?

- Individual Transport:
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How do | book a service?

Bookings can only be made through the office — not with drivers.
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| need to pick up some medication on my way home. Is that possible?
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What help do you provide on services?
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How much do your services cost?

lecse reter Zo our current fee table on our website:
www.connectinnerwest.org.au
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What do you need transport service fees for?
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Confidentiality

How do you use my information?
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Rights, responsibilities and risks

What are my rights and responsibilities?

Passenger rights
What you can expect from Connect: Inner West:
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3. CARE AND SERVICES
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Passenger responsibilities
You are expected:
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How can | make a complaint?
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Complaints Procedure
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Discontinuing a service
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What are the risks

associated with receiving Connect: Inner West
Transport Services?
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Specific information
for our NDIS Clients

Personal information

In order to carry out our work efficiently and effectively, and to provide our
clients with a safe and high quality service, Connect needs to collect
personal information from clients.

We will ask for your consent to provide personal information before we ask
you for personal information. We will always seek your consent and provide
details on the nature of disclosure before disclosing any information to other
parties.

The personal information we need to collect and record includes but is not
limited to: services provided; NDIS plan; personal details; language/s spoken;
ethnicity; funding type/s; eligibility for funding — category of funding;
emergency contacts; personal risk assessment — clients’ needs/assistance;
information updates; service updates.

The information we collect will generally be recorded in written form. From
time to time, we may take photographs and/or record our clients for
marketing or other purposes — we will always seek your permission before
photographing or recording you.

We use the information we collect about clients to inter alia as an aid to
support provision; make sure we are transporting the right person; in the
event of an emergency; for Government reporting purposes,; for insurance
reasons and more generally to provide a safe and high quality services to
our clients.

We will not give your information to any other party unless required by law,
unless there is a need to prevent a serious threat to the health or safety of
you or another person, or if there is a need to report a serious crime

Your information is stored on our RouteMatch despatch system. This
database is password protected and a perpetual record of staff access to
the system is maintained. Administrative staff access RouteMatch records
through their desktop work station while field staff access client data on
RouteMatch through a password protected tablet



You have the right to withhold some or all personal information without
prejudice. However, we may not be able to provide services to you in full or
part if we lack the information to do so efficiently and effectively, or to
provide our clients with a safe and high quality service.

You have the right to access and correct your personal information held by
Connect at any time.

If for some reason a suspected or actual breach of privacy occurs, you will
be informed immediately and about what has or may have happened, and
what Connect is doing or will do to address the situation.

Client choice in worker

NDIS clients may express their preference for specific staff to provide them
with service/s. Connect will endeavour to meet NDIS client requests for a
particular driver, or a driver with specific skills {or of a particular gender)
where possible.

Transition to and from providers

If you are transitioning to Connect as a new client or moving on from
Connect to another provider, we will identify the risks associated with the
transition, and assess the risks (if any) for their likelihood and severity. Where
appropriate, risk management strategies will be developed, implemented
and evaluated. If you are transitioning from another provider, Connect may
seek advice on risk management from the other provider. If transitioning from
Connect, we may provide risk management guidance to the other provider.

We will ask for your consent to provide personal information before we ask
you for personal information. We will always seek your consent and provide
details on the nature of disclosure before disclosing any information to other
parties.

Participant Money and Property

Connect does not undertake any cash transactions with our NDIS client
group. To be clear, Connect does not handle nor manage participants'
money, belongings or property. Connect will not give participants financial
advice under any circumstances.

Feedback

Connect: Inner West Community Transport Group Inc. {Connect’) actively
seeks the input of clients and encourages them to provide feedback, both
positive and negative, as a source of ideas for improving services and
activities.



The organisation will

foster a service culture that encourages open and honest
communication

inform clients about the standard of service they can expect
protect the right of clients to provide feedback and to make
complaints about service delivery

encourage and make it easy for people to provide feedback
provide anonymity to people providing feedback

record and analyse information arising from feedback and use it to
Improve services.

Clients may provide feedback or make a complaint either in person or

over the phone to a staff member or in writing to the General Manager.
Staff phones nos and email addresses are publically available on our
website and social media and on most printed materials.

Complaints

A person wishing to make a complaint may do so in writing or verbally to:

the staff member they were dealing with at the time
the Operations Manager of that staff member

the General Manager ]

the Connect Chair (of the Board).

Complaints may be made by:

Submitting a completed Feedback and Complaints form to
admin@connectinnerwest org.au. The Feedback and Complaints form is

available in hard copy.

Written complaints may also be sent to Connect's postal address. The
Operations Manager will be responsible for receiving this
correspondence and directing it to the appropriate person.

Feedback and complaints via telephone may be made on {02) 9558
6800

If the complaint is about:

a staff member, the complaint will normally be dealt with by their
SUPErvIsor.

a supervisor, the complaint will normally be dealt with by the General
Manager]

the General Manager, the complaint will normally be dealt with by the
Connect Chair.

Connect will:

ensure that all clients, and their families, carers and advocates are
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encouraged and supported to raise any concerns they have about the
service or organisation

consider all complaints it receives regardless of whether or not the
complainant is a client of the organisation

treat all complainants with respect, recognising that the issue of
complaint is important to the complainant

maintain confidentiality of parties involved, keeping any information
private to those directly involved in the complaint and its resolution.
Informattion will only be disclosed if required by law, or if otherwise
necessary

ensure support and advocacy is available to clients who make a
complaint and require support

resolve complaints, where possible, to the satisfaction of the
complainant

clients, families and advocates have access to the organisation’s
complaints management policy

deal with all complaints in a timely manner, and aim to provide a
formal response to the complainant within seven days of the complaint
being received

keep parties to the complaint appropriately involved and informed of
progress of the complaint

ensure that Board members and staff are given information about the
complaints procedure as part of their induction and are aware of
procedures for managing client feedback and complaints

ensure all service users, stakeholders and memlbers are aware of the
complaints policy and procedures

ensure that all complainants are aware of and understand how to
escalate their complaint to NDIS Commission, NDIA or an external body

ensure that a complainant is not penalised in any way or prevented
from use of services during the progress of an issue

ensure that feedback data {both positive and negative) is considered
in organisational reviews and in planning service improvements

review and evaluate the accessibility and effectiveness of the
complaints management systerm and continually improve its processes.
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Contacting our office

I

irgten Roac, Morrick
admin@connectinnerwest.org.au
» 02 9558 6800
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Get there with
care.

We provide community transport in Sydney'’s
vibrant Inner West.

Helping you get where you need to go.



