How to make a

complaint

This pamphlet tells you about...

1.Your rights when using this
service.

2.Your responsibilities when
using this service.

3. How to make a complaint.

The Centre welcomes suggestions and

complaints from

its clients with a view to ensuring ongoing service
improvement and

complaint prevention.

If you would like further
explanation, or need an
interpreter, please consult a member of staff.

Let's
Connect

Phone
(02) 6331 4133

Website
WWW.WWw.cwwhc.org.au

Email
reception@cwwhc.org.au

We acknowledge the Wiradjuri people, the traditional
custodians of the land on which we live and work, and pay respects
to Elders past, present and emerging.
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Services are provided with funding assistance from Western NSW Local Health
District, NSW Department of Communities and Justice, and donations from the
community.
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Your rights and responsibilities
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You have the right to take
responsibility for your own
health care and are
encouraged to do so
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As a client of this service, you will be
assisted in protecting your interests and in 4 Expect that information about you will be managed
making informed decisions about within the Australian Privacy Principles, Privacy Act

your health and wellbeing. Some of your 1988 and Privacy Amendment (Enhancing Privacy

. Protection) Act 2012:
rights are guaranteed under law and others " Personal & sensitive information will be stored in a

are commonly recognised in our community. secure environment.

*You may access information about you to amend or
= correct it.

You have the rlght to: * Ask your practitioner to explain how your information
will be used.

1 Be treated politely and with respect

You will be treated politely, with respect

shown to your dignity, culture, religion, Please note that all general counselling and clinical
sexual orientation, gender identity and files are destroyed 7 years after the client’s last visit.
beliefs. Child files are kept until theage of 25.

Sexual assault files are kept permanently.

2 Be given clear information about your

care: 5 Accept or refuse the services we

-in language that you can understand offer, including:
- about services we offer

- about expected waiting times

- about the proposed plan of care and

expected outcomes

- with the name and responsibilities of

the practitioner providing services to

you

3 Privacy

- To receive health care in reasonable
privacy.

- With any discussions about your
care being discreet and confidential.

You have the
responsibility to:

* Give information that the practitioner will need to
assist you, however, your right to withhold
information will be respected.

' Ask about and understand your problem and how
to manage it.

' Keep appointments or let us know at least 24
hoursin advance if you cannot attend.

' Inform the practitioner of any other practitioners
or service providers working with you.

* Acknowledge and respect the rights of others.

* Accept the results of decisions you make about
your treatment.

* Advise us if any of your details change

* Advise appropriate people about any
complaint or compliment regarding the
service.

* Not attend appointments while affected by drugs
or alcohol.

We have the right to limit
the service provided to you
on the grounds of

clinical judgement, service
availability, or staff safety




