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Shop 1/13 Herbert Street Gladstone QLD 4680
PO Box 5103 Gladstone QLD 4680
Phone: 07 4972 8855
07 4972 8533
0439 728 855 (On call 24/7)
Fax:

07 4972 9365

E-mail: communitylinking@gcla.com.au

Welcome to Gladstone Community
Linking Agency. This booklet is to inform
you of the service we provide. If you
have any problems understanding
anything in this booklet or just have
some questions, please ask us.
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THE ORGANISATION
Our Purpose:

BEYOND ordinary

What we Value:

We embrace each other’s humanity

Gladstone Community Linking Agency (GCLA) is committed to working to an agreed
organisational vision and set of values, and to using these to inform our planning and
service delivery. Specifically:
Staff and Committee members believe that the best way to ensure recognition of rights for people is
to operate under the principles of ‘Social Role Valorisation’ and work towards five strategic focus area:







Organisation
Customers
Staff and Volunteers
Families
Community

WHO WE ARE
In Gladstone in 1977 a small group of parents and interested community members formed
The Gladstone and District Combined Handicapped Association. The shared the vision of
meaningful and community life for their sons and daughters with disabilities. There were no
services available in Gladstone for people who had a disability and families were being told
to leave Gladstone to obtain services for their children. Some left and some stayed and a
few years later out of this group a sub-committee was formed and the Gladstone branch of
the Endeavour Foundation was formed in Gladstone and a sheltered workshop was
established. The group continued to lobby and eventually some educational services were
provided by the government.
In 1992 another subcommittee was formed to investigate the availability of respite for
Gladstone families. From this the Gladstone and District Respite Care Association was
formed and after lobbying the government, funds were obtained to build Mainstay Respite
Care House.
In 1994, the name of the organisation changed to the Gladstone Community Linking Agency
(GCLA) and became an incorporated, not for profit body and was then able to receive
funding and provide services. The first office was a small room in the Neighborhood Centre
in Toolooa Street Gladstone until it became too small and the agency moved to the
shopping centre at the corner of Boles and Breslin Street.
In 2001 the office relocated to 13 Herbert Street in which it still operates today. GLCA
provides up to date information on subjects related to people with a disability which has led
over the years to the agency evolving into a vital community resource.
In 2009 GCLA were successful in winning the tender to manage the Gladstone Community
HUB.
In 2012 GCLA and Gladstone Respite Care Association merged and GCLA became
responsible for the management of Mainstay Respite Care House.
In 2015 GCLA and Port Curtis Day Respite Centre merged and GCLA became responsible for
the management and provision of services within the Aged Care sector.
In 2016 GCLA was approached by Gladstone Aquatic Therapy Association (GATA) to
incorporate this service under the banner of GCLA.
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WHAT WE BELIEVE
Inclusive communities are of benefit to everyone – valuing each person and their
contribution to community life. In inclusive communities all children and adults including
those who have disabilities should have opportunities and support to:







Grow up in and be part of a family
Have a home in the community
Learn together
Work Together
Develop Friendships
Participate in and contribute to the life of their community

These opportunities can add up to an inclusive life in the community for everyone!

THE MANAGEMENT COMMITTEE

The Management Committee is responsible for the operations of the organisation. The
Management Committee in essence is the heart beat of the organisation. It maintains the
vision of you being the most important part of Gladstone Community Linking Agency.
Everything including policies, staff, finances, training etc is developed around this vision, you
being valued, accepted and enabled.
The Management Committee is made up of Parents, People who have disabilities and
interested members of the community. Membership ensures People who have a disability and
Families will always have a direct voice in the running of GCLA.

ACCREDITATION

Gladstone Community Linking Agency undergoes quality checks with external auditors to
maintain compliance and certification.
Human Services Quality Standards
The Human Services Quality Framework (HSQF) is underpinned by a commitment to efficient
and effective business operations that result in quality outcomes for clients. (Queensland
Government, Department of Communities Child Safety and Disability Services, Human Services
Quality Standard 2013)
Home Care Common Standards
The Home Care Standards (HCC) have been developed jointly by the Australian Government
and State and Territory Governments as part of broader home care reforms to develop
common arrangements that help to simplify and streamline the way home care is delivered.
Copies of the standards are available from the office alternatively you may download a version
from our website.
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WHAT WE PROVIDE

GCLA provides individual personalized support to all customers when and with who you choose
the currently funded programs are:

















Brokerage Services
Community Hub
Self-Directing Funding
Your Life Your Choice
Case Management
Accommodation Support
Individual Funding Packages
Flexi Respite Service – People with a disability from birth to 64 years
Independence living and life skills – Variety of programs in small groups
Vacation Care – school holidays young people aged 8 to 18
Adult Respite Services – Adults with a disability still living at home 18-64
MAINSTAY – Respite Services
Older Carers Initiative (OCI)
Port Curtis Day Respite
Gladstone Aquatic Therapy Services
Social Support

THE PHILOSOPHY OF GL ADSTONE COMMUNITY LINKING AGENCY

Members of Gladstone Community Linking Agency know, and act on, the belief that every
person in our society has the right to a quality lifestyle, while living in the place of his/her
choice, as an integral part of the community.
We believe that the best way to ensure recognition of these rights for People who have a
disability is to operate upon the principles of "Social Role Valorisation". "SRV" works towards
creating or maintaining socially valued roles for people as much as possible. Living in your own
home, looking after yourself, having a job, or studying are all examples of fulfilling roles which
are seen as good and desirable by most of society.
Gladstone Community Linking Agency seeks to ensure that its Customers (i.e. People who have
a disability) have the opportunity to take on the valued roles of their choice. In so doing, they
may take on the normal risks of independent life, just as we all do. There is dignity in risk, and
esteem to be gained from risking and succeeding!
Gladstone Community Linking Agency also works on the assumption that People who have
disabilities should be able to live with the least possible restriction to their personal freedom.
Where a person is genuinely limited by disability, support should be provided to minimize that
restriction. For example, a person restricted to a wheelchair should have access to transport
and ramps which make wheelchair use easy.
In practical terms, these principles demand excellence from Gladstone Community Linking
Agency Inc. as an organisation and from its employees. Gladstone Community Linking Agency
Inc. staff have the challenging job of balancing respect for the rights of the Customer with the
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duty of care: the duty to minimize any adverse effects on a Customer which arise from his/her
own behaviour, disability or medical situation.
In spending time with a Customer, members of Gladstone Community Linking Agency Inc. must
take a holistic approach. That is, they must recognise the whole person and respect the fact
that he/she has needs just as you do: physical, social, educational, emotional, sexual and
spiritual. Everybody has rights and responsibilities in meeting their needs and an obligation to
avoid interfering with rights and responsibilities of other people. Workers are expected to treat
Customers, friends/Families of Customers and other staff with respect and can expect from
those people, respect in return.
Respecting a Customer may mean NOT helping him/her do something that he/she could have
the satisfaction of doing him/herself. In taking this needs based approach, you cater for the
Customer's personal needs, providing neither too much nor too little assistance.
To conclude, all decisions made in Gladstone Community Linking Agency Inc. and the actions of
its entire staff should be based on the principles outlined above. If you are interested in
learning more about Social Role Valorisation and the other concepts above, please ask for more
information. There are articles available which are very good reading and training modules,
which can be arranged to teach you more.
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COMMUNICATION

GCLA likes to keep in contact with you regularly hence we have a few different communication
systems to ensure this.
Customer Diary: All Customers have a diary that is maintained as a communication book
between you, the Customer and us, GCLA. The diary is to record activities during your support
hours. The diary is used each time you access the service and needs to be returned to the
office fortnightly for Coordinators to read and verify times with the pay roll. If the diary is not
available an Emergency Diary needs to be completed instead.
SURVEY’S

Annually we will provide the opportunity for customers to anonymously complete a customer
survey regarding GCLA.
NEWSLETTER

Bi-monthly newsletters are designed to keep you abreast of what is happening within the
Agency.
FACEBOOK

Our facebook page is designed to keep you abreast of all the current information, good news
stories and events will also be published on our page.
WEBSITE

Our website is designed to offer information and resources about our organisation.

HAVING YOUR SAY

GCLA is a community-based organisation and all customers can have
a say in the running of GCLA.
The Management Committee is elected from the members of GCLA
and meets regularly.
Any person who wishes a matter to be discussed may approach the
CEO and/or Operations Manager. They will invite you to attend a
meeting or in turn will debate your opinion for you and contact you at the first available
opportunity to discuss the outcome.
You are invited to become a member of GCLA Inc, if you have not already done so.
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CUSTOMER INFORMATION AND PRIVACY

Gladstone Community Linking Agency is committed to protecting your privacy and
confidentiality. We comply with the requirements of the Privacy Act 1988 and Privacy
Amendment (Enhancing Privacy Protection) Act 2012.
The information you give cannot and will not be matched against other departmental records.
The purpose of the collection is to improve the planning and delivery of our services. Your
privacy will be protected at all times and any information that is transmitted electronically will
be encrypted to ensure that the information you provide is private and confidential.
GCLA has a requirement to report on service delivery to various Government Departments, the
purpose of this reporting is to improve the panning and delivery of services as well as statistical
purpose.
To ensure your privacy:


Customer files and information are securely stored.



We only collect information about customers that is relevant to the provision of support
and we explain to customers why we collect the information and what we use it for.



We seek consent from customers to disclose personal information to other service
providers as appropriate to provide emergency care or services.



We seek consent from customers to provide access to their records by government
officials (or their delegates) in the conduct of quality reviews or the investigation of
complaints. We advise customers that these individuals re required to keep all
information accessed through this process confidential.



Consent to share personal information can be withdrawn at any time by customers



Customers can ask to see the information that we keep about them and are supported
to access this information if requested.



All information relating to customers is confidential and is not disclosed to any other
person or organisation without consent.



We do not discuss customers or their support with people not directly involved in
supporting them.



Assessments and reviews are always conducted in private with customers and their
coordinators unless a customer consents to their carer, advocate or other person being
present.



During intake assessment the information gathered is required under current funding
agreements.



All staff, volunteers and/or sub-contractors are required to sign privacy and
confidentiality agreements before commencing with GCLA.



All non-relevant information is disposed of in a confidential paper recycling bin to
protect your privacy.
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Access to personal information
If you would like to access any of your personal information held by Gladstone Community
Linking Agency Services, please tell us. If this is possible and lawful, we will take all reasonable
steps to comply with your request. However, we may not be able to provide the services in
question if we are not provided with the personal information requested.

PEOPLE OF CULTURALLY DIVERSE BACKGROUND

The GCLA team welcomes all people from all cultures. GCLA will do whatever it takes to
support People from different cultures. The service we provide is based on individual support
which enlists individual cultural background.

DECISION MAKING AND CHOICE

The heart of GCLA is a service driven by you. This is your service, together with the GCLA team
we will do whatever it takes to support you to make the decisions regarding all your support
needs. It is your choice, you choose your support staff, the day(s), time, what type of support
you need, activities, your goals, what you want from your support and we make it happen.
ADVICE

In keeping with legal decision on professional indemnity, staff are not able to give advice. The
main purpose of the service is to assist you, the Customer, to achieve your goals. Our goal is to
give you a range of options and choices rather than advice.

ADVOCACY

You have a right to use an advocate of your choice to negotiate on your behalf with Gladstone
Community Linking Agency. This may be a family member, friend or advocacy service. A list of
advocacy services is provided below. We can help you contact service if you like.

WHAT IS AN ADVOCATE?

An advocate is a person who, with you authority represents your interests. Advocates may be
used during assessments, reviews ad complaints or for any other communication between you
and Gladstone Community Linking Agency.


Support you to ensure your rights are upheld



Support you to work through a problem with your service



Explore options with you



Be with you at assessments



Provide accurate information
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APPOINTING AN ADVOCATE

If you wish to appoint an advocate let us know in writing the name of the person you wish to be
your advocate. you can use the form Authority to Act as an Advocate. you can change your
advocate at any time using the same form.
Guidelines for advocates are included with the Authority to Act as an Advocate form for you to
pass on to your advocate.

ADVOCACY AND EXTERNAL COMPLAINTS CONTACTS

Advocacy and external complaints contacts available to customers include:
QLD Aged & Disability Advocacy Inc (QADA)
Freecall:

1800 818 338

Email:

info@qada.org.au

Website:

www.qada.org.au

Disability Services
Phone:

137 468

Email:

enquires@communities.qld.gov.au

Commonwealth Home and Community Care
Phone:

1800 200 422

Website:

www.agedcareaustralia.gov.au

Queensland Home and Community Care
Phone:

1800 052 222

Website:

www.health.qld.gov.au/hacc

Ombudsman Queensland
Phone:

1800 068 908 / 07 3005 7000

Email:

ombudsman@ombudsman.qld.gov.au
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YOUR RIGHTS AND RESPONSIBILITES
YOUR RIGHTS REGARDING ACCESSING OUR SERVICES

You have the right to:

non-discriminatory, quality and respectful support and service



confidentiality, privacy and anonymity



be consulted about your needs and preferences and to be involved in decision
making



refuse treatment or assessment



refuse to be involved in research



request to have your service provider changed



have access to your records



give informed multi-service provider consent



be given information that is accessible, accurate, timely and understandable



be advised of the reasons for any decision that affects you



re-apply for services, knowing that your application will be treated fairly and without
prejudice



be treated with respect and dignity



have your needs met in a professional, ethical manner respecting differences such as
language, culture, gender, age and religious beliefs



give or withhold consent to services and/or procedures



regular reviews of service provision and the Individual Personal Plan



know that other people can access your information only if they have your informed
consent



express any complaint without fear and to have complaints dealt with fairly



be informed about what services are available



choose what service you will receive or refuse a service



express your own views and ideas in all decisions concerning your support



have someone with you when seen by a health professional



use an advocate or have someone speak on your behalf



have access to your records upon written request by you or your nominated
representative Information will be supplied to you within three working days from
receipt of request



withdraw your consent for information to be used on your behalf
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YOUR RESPONSIBILITIES



To respect the conditions on the agreed service plan between you and the Gladstone
Community Linking Agency Inc.



To respect Gladstone Community Linking Agency staff and other Customers.



If you are unable to keep your hours with the Support Worker, please contact the
Coordinator as soon as possible.



If you acquire anything that could be contagious to your Support Worker let the
Coordinator know immediately. The Coordinator will then assess when it is
appropriate for your Support Worker to resume work.



To pay any fees connected with the service.



If you smoke, please be mindful of the impact that passive smoking has on others.



To notify GCLA if you are under the influence and it would not be appropriate to
support you under these circumstances.

FEES AND SPENDING MONEY
FEES

To help with the costs involved in GCLA’s service delivery, a service fee may apply for specific
programs.
In cases of financial hardship, a lesser fee or fee waiver can be discussed with your Coordinator,
taking into account your financial position at your discretion.
Fees can be deposited directly into GCLA bank account as follows
Bank Name: Commonwealth Bank
BSB: 064 705
Account Number: 907620
Account Name: Gladstone Community Linking Agency Inc.
Note: Please use Invoice Number as reference

SPENDING MONEY

The service fees do not cover recreational outings or personal spending. Therefore it is
required for the Customers to bring an amount of money which is additional to the service fee.
Staff can take responsibility for spending money if the Customer is unable to do so or if the
Parent has requested it.
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If the Parent/Carer has nominated the Customer to take responsibility for their spending
money, the Customer then has their money on their person or with their personal belongings.
Customers will be encouraged to keep their receipts.
Where the service is responsible for the safe-keeping of Customers personal spending money, a
record will be kept of all monies spent. Monies not spent will be returned to the Parent/ Carer
at the end of the shift.

TRANSPORT

To access community activities the staff person’s vehicle or GCLA vehicle are used. If you live
out of the central business district and wish to go to the city a $5.00 petrol fee is charged. The
staff person will give you a receipt. If you live in the CBD but wish to travel outside the city e.g.
Tannum/Boyne etc. a $5.00 petrol fee is charged.

HEALTH AND EMERGENCIES
PRIVACY AND DIGNITY IN PERSONAL CARE

Some of your support hours may require assistance with personal care. Support staff are
trained in personal care, your dignity and privacy will be protected at all times during these
personal care hours.

THERAPY

If any Customer wishes to continue with therapy during their service hours GCLA requires that
the staff be trained appropriately and that it is the responsibility of the Coordinator to arrange
such training, in consultation with the Individual/Family.

FIRST AID

Staff members maintain a current first aid certificate and may administer necessary first aid in
relation to minor cuts and abrasions.

SUN PROTECTION

In line with the service’s duty of care to guests – all Customers will be required
to wear sunscreen and a hat when going outdoors.
Please ensure a hat is provided, with children, GCLA has a “no hat, no outside
play” rule.
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Sunscreen is required to be applied to all Customers whenever they are in the sun, unless the
Customer is allergic to sunscreen. Families need to notify GCLA in writing if their family member
is allergic to sunscreen and they do not wish for them to wear it as documented on medication
forms.

CONTAGIOUS ILLNESSES

GCLA ensures that Customers and staff are provided with a safe environment and are not
placed at risk by the health conditions of other people accessing the service. The following
guidelines are used to minimize the risk of spreading infection disease/infestations such as;
conjunctivitis, head-lice, cold and fever, measles, chickenpox, mumps, school-sores etc.


If a Customer exhibits signs or symptoms of infectious diseases, service access will be
discontinued until a medical certificate can confirm customer is no longer infectious
and/or customer has completed the recommended exclusion period set by the health
department.



In the case of parasitic infestation, the Customer must have
undergone treatment that has eradicated the infestation.

MEDICAL ATTENTION

If you need to obtain medical attention by a doctor, Families are responsible
for seeking medical assistance. Where Families are unable to assist a Customer to access health
services, staff will ensure that the appropriate medical treatment required by a Customer is
sought. Families will be responsible for any costs incurred.
Staff may be required to supply health services with relevant information on the Customer such
as medical history etc. Where a Customer is admitted to hospital, the Customer then becomes
the responsibility of the hospital.

CUSTOMER MEDICATION INFORMATION

Due to new laws and insurance regulations GCLA is required to abide by some very strict
procedures. We hope this does not cause too much inconvenience on your part but GCLA has
to abide by them. Following are the procedures that must be followed:


A Customer who requires prescribed medication must have medication
administration instructions completed and signed by their medical practitioner
Doctors letterhead. These instructions should include a list of all medications
prescribed, dosage and times of administration.



Medications such as tablets or capsules need to be in a Webster Pak prepared by a
pharmacist. .
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PRN medication is medication prescribed to be taken “as required”. Where PRN
prescribed medication is to be given, Customers / Families must provide detailed
written instructions by the Doctor on letterhead.



Concerning non-prescribed medication an information sheet is to be completed by
Parents/Carers for the assistance with over-the-counter or non-prescribed
medication. This may include medication used for pain and temperature control such
as Pandol and aspirin; cough and cold remedies; laxatives and anti-diarrhoea. While
this form gives GCLA permission to assist with Panadol, it is important to note that
staff will check with Parents of children before assisting.



Written authorisation for the assistance by staff of all prescribed and over-the –
counter medications must be provided by the Customer or their Family. This
approval will be reviewed every 12 months OR when medication changes.



If the Doctor appointed by the Customer / Family is not available in the case of an
emergency GCLA will seek alternative medical care.

AMBULANCE

In the event of an ambulance required to attend a Customer or their Carer all costs are covered
through your Ergon electricity bill.

SEIZURES

An Ambulance will be called in cases where a Customer has a seizure that continues for 3
minutes of more, or where a seizure is quickly followed by another seizure or a series of
multiple seizures OR where a person has not had known seizures.
Your specific seizure management is outlined in your individual care plan.

NATURAL DISASTERS

In the event of a natural disaster eg, Floods, Cyclones and/or general
weather warnings, carers of customers being supported at the time will
be contacted by the Coordinator to collect the customer as soon as
possible.

SERVICE DELIVERY
ACCESSING OUR SERVICES

GCLA receive funding from many different government departments and have services
available via a variety of programs. Request to access our services can be made by
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contacting the office either by phone or in person or through a relevant departmental
request based on current funding guidelines.
GCLA are happy to assist with eligibility and access to funding based on your intake
assessment and availability of services.
Eligible people are those who:





Live in the geographical area covered by GCLA services
Need additional support to enable them to live in their own home
Have allocated funding or packages issued by government department
Willing to pay a fee for service

DISABILITY SPECIFIC



Have a disability as defined under the Queensland Disability Services Act 2006
Aged 0-64 years

AGED CARE SPECIFIC



Aged 65 years or over
Aboriginal and Torres Strait Islander people aged 50 years or over

INTAKE

During the intake process GCLA Customer Relations Team will provide you with all the
necessary information and answer any questions.
GCLA will also conduct a risk assessment around the home to assist in the preparation of any
care plans.
Care plans are designed around keeping you safe and the safety of workers.

PERSONAL PLANS

GCLA will work together with you on an Individual Personal Plan (IPP). The IPP consists of what
you want to do - your goals and plans in keeping you safe. The plan is reviewed every six
months or as you goals and needs change. The IPP will identify the services to be provided, the
frequency of service provision and name of the service provider, together with any special
requirements and other agencies involved in providing services to you.
Gladstone Community Linking Agency will take responsibility for coordinating all services to you
and will nominate a Coordinator to do this. The key role of the Coordinator is to work with you
on your IPP.
You will receive a copy of your completed Individual Personal Plan and/or snapshot, consent
and service contract.
In developing an IPP we will ensure:
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If you do not have a significant others, including an advocate or guardian, the service
ensures that you will have independent representation such as from the local
advocacy organisation.



GCLA seeks expert advice and assistance to meet your needs.



The availability of yourself, your Family or other key people is taken into account
when arranging individual planning meetings.



Notes of meetings are given to each person involved. Notes of meetings can be made
available in large print and on audio tape to assist anyone with print or
comprehension difficulties.



GCLA provides and/or encourages the involvement of interpreters if required.



You receive a copy of your individual Personal Plan and are provided with support to
understand the content of the agreement.
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You make the choices and We make it happen.
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YOUR CHOICE

GCLA is your service so you get to choose your support staff. The Coordinators will send a few
support staff (if we have more than one staff person for you to choose from) to a place, day and
time of your choice.
Please choose the Support Worker that you feel the most comfortable with – if this person
does not meet all of your specific needs and requires additional training in these areas, GCLA
will ensure that this training is available to the staff of your choice. If you only meet one
Support Worker it is ok to say “no, not this Support Worker”
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EMERGENCY AND ON CALL PROCEDURE

There is always an on-call Coordinator for out of hour’s assistance.

PH: 0439 728 855
A Coordinator or an appointed senior staff person is ‘on-call’ for staff and customers out of
hours for advice or assistance. Families may ring on call to change shifts out of office hours in
the event of illness or unavailability etc.

IDENTIFICATION CARD

To ensure you know the person who is supporting you is from Gladstone Community Linking
Agency and for your safety we have introduced an Identification Card. This card is for all staff
who work for Gladstone Community Linking Agency. All staff have the identification card with
them and you can ask to see it for verification. Some of the uses for the Identification Card are:


School pick-ups, when support staff are picking up students for Flexi Respite Service



When you have new support staff



Support staff discounts, for example the movie theatres give discounts to support
staff

CHILD PROTECTION – WORKING TOGETHER FOR CHILD SAFE ENVIRONMENTS

There is a quote about ‘children being our hearts running around with arms and legs’. At GCLA
we value that you trust us with your children, hence we are very committed to providing the
highest standard of care. This standard of care ensures the safety and wellbeing of all children
and young people who use our service. Everyone within the GCLA team has the responsibility
to protect children from harm.

CUSTODY/ACCESS MATTERS

If there are any custody or access matters your Coordinator requires the following for your
Child’s personal file:


A certified copy of the order



A photo of the non-residency parent



A list of those authorised by you, the residency parent to be responsible for your
Child/Children in your absence
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CRITICAL INCIDENT NOTIFICATION

To ensure you the Customer receives the best of support it is the responsibility of GCLA staff to
report all critical incidents. In the best interest of yourself and staff, all critical incidents are to
be reported and a full review of the incident is to take place with Senior Management.

ABANDONMENT OF A CUSTOMER WHILE ACCESSING A GLADSTONE COMMUNITY LINKING
AGENCY SERVICE

Where GCLA is notified by a Family or Carer that they will not be collecting their Family
member from Gladstone Community Linking Agency and that they are not able or willing to
continue to provide care, Gladstone Community Linking Agency Inc. will instigate the following:

ABANDONMENT OF A CHILD (BIRTH TO 18 YEARS)

The Family will be advised that the Director-General of Disability Services will be notified and
that a formal notification will also be made to the Department of Child Safety of the
abandonment of a child.

ABANDONMENT OF AN ADULT

Where the Customer has no other support networks that make formal decisions for them, the
Family will be advised that the Adult Guardian will be consulted.

IF YOU ARE LEAVING GLADSTONE COMMUNITY LINKING AGENCY

If you wish to no longer participate in any service operated by GCLA, you can end it at any time
and for any reason by informing your Coordinator.
An exit form and interview will be offered. Should you wish to leave because of problems with
your service; a grievance procedure will be offered to resolve the issue.
All customer details will be archived securely via our electronic customer data management
system.

CANCELLING SUPPORT

Whilst every effort if made to provide customers with support, cancellation can occur, if
support is cancelled, the reasons for cancellation are required and assistance provided to
access alternative support.
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IF YOU ARE NOT HAPPY WITH THE SERVICE GCLA PROVIDES

You have the right to make a complaint if you are unhappy with the service we provide without
fear of retribution. We would like to know if you are unhappy with any part of GCLA. GCLA is
your service and we work together as a team so we need to know if you are not happy. We
encourage you to have a chat with us.
GCLA acknowledges that complaints are an essential element of quality management. GCLA is
committed to providing a quality service and will take any steps practicable to ensure that you
the Customers and your Families are happy with the service we deliver.
The objective of GCLA’s complaints management system is to create a process, which ultimately
produces better outcomes for you by:


Recognising the value of your feedback,



Ensuring you have no fear of retributive action in raising a compliant,



Increasing your confidence in the service, and



Continuously improving the way GCLA provides a service.

Again you have the right to enquire or complain about the operations of GCLA or the service we
provide. GCLA has established procedures to ensure all enquiries or complaints are properly
considered and dealt with.
If you have an enquiry or complaint about any aspect of the service you have received, you can
telephone us and have a chat with a Coordinator or contact The Service Liaison Officer.

PROCESS FOR PURSUING A COMPLAINT

Step 1

Contact the Customer Relations Manager, or use an advocate to negotiate on
your behalf.

Step 2

If you are not satisfied with the outcome, or not comfortable in discussing the
issue with the Coordinator, contact should then be made with the Service
Manager or a member from the Management Committee.
The Executive Member of The Management Committee
PO Box 5103 Gladstone QLD 4680

Step 3 If you are not satisfied with GCLA’s handling of your complaint, you may lodge a written
complaint to the following:


Disability Services
PO Box 5204 Gladstone QLD 4680



Regional Manager Home and Community Care
PO Box 501 Rockhampton QLD 4700

PAGE 23 OF 26

Document Control Number: Customer Charter
Date of Issue: 01/11/2016
Review Date: 01/11/2018

PAGE 24 OF 26

Document Control Number: Customer Charter
Date of Issue: 01/11/2016
Review Date: 01/11/2018

GLADSTONE AQUATIC THERAPY SERVICES

Gladstone Aquatic Therapy Services is funded by the State and Commonwealth Governments to
support frail or aged individuals and young people who have a disability to remain independent
within the community. The service is operated from the Gladstone Aquatic Centre and
customers are required to pay $3 entry fee at the entrance to the complex.
Office Hours: Monday to Friday 9-2pm
Office Phone: 07 4972 9330
Pool Mobile: 0409 633 318
POOL Session Hours: (Hours may be slightly altered in colder months)
Monday

Wednesday

Friday

9 am – 1 pm

12 noon – 2 pm

9 am – 1 pm




One on One customer are scheduled to
arrive every half hour
Group customers scheduled hourly

We do not charge a fee but encourage a $4 contribution to the service, however no customer
will be refused a service when eligible based on inability to contribute. Morning tea is provided
to customers and carers
Smoking is only permitted in the designated area outside the Gladstone Aquatic Centre.
WHAT TO BRING







Swimwear and plastic bag for wet swimwear
Two towels and personal needs (no shampoo/conditioner/soap)
Something warm if the weather is cool
Bottle of water
Appropriate non-slip footwear and Minimal jewelry

MEDICATION AND PERSONAL HYGIENE

In order to support and encourage independence, customers who require medication as
advised by a Doctor are required to retain and self-administer any medication that they may
need while attending the service. Support can be put on hold for up to 6 weeks; any longer a
re-assessment and doctor’s clearance will need to continue to resume support. A Doctor’s
clearance form must be also be completed if have been admitted to hospital.
HYGIENE:
 You are requested to shower on the morning of your session and utilise the toilet.
 Long hair must be tied back
You are requested not to attend your session if you have any of the following:
ILLNESS:
 Rash, Infection skin, eye and ear
 Abrasions, skin tears or a wound that requires covering
 Cold / Flu including high temperatures or a feeling of unwell
 Bladder discharge or infection
 Diarrhoea and gastroenteritis (for 7-10 days post episode)
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PORT CURTIS DAY RESPITE

Port Curtis Day Respite program is funded by the State and Commonwealth Governments to
support frail or aged individuals and young people who have a disability to remain independent
within the community.
Services are generally provided Monday to Friday from 9am to 2.00pm and offer Morning Tea
and Lunch for customers. Bus transport can be provided if required based on customer needs.
Port Curtis is a smoke free zone.
A range of activities such as arts, crafts, games, entertainment and trips are completed
throughout the year. Fees may apply to excursions and a small fee is payable on days of
attendance at the centre which is discussed at intake.
MAINSTAY

Mainstay is a six bedroom house that offer’s regular respite to people who have a disability
aged less than 64 years. This care is offered through a booking system to provide relief for
carers and to provide a break. Guests will be referred to the service through Disability
Service registration process. Upon entry guests will receive a family information handbook.
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