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Welcome to Western Sydney MRC

Dear valued client,

We are delighted to welcome you to our services and thank you for choosing us as your service provider.
Before we begin, your caseworker or staff member may request that you sign several forms. These forms
are necessary to ensure a seamless experience and to meet our quality standards.

The welcome kit includes the forms you will be asked to sign and information about your rights and
responsibilities as a service user and information on how to make a complaint.

1. Consent to Store in our data systems form
This form lets us deliver services to you. To do that we are required to keep your personal
information by saving it in our secure computer systems. We will use this data in different ways. We
may analyse data from many clients and share it. Please note that all data will be de-identified.

2. Consent to Seek and Release Information Form
This form lets your service provider get important information about your case from other people
or organisations, like doctors or government offices.

3. Consent to Advocate Form
This form lets your service provider speak and act on your behalf with others related to your case. It
also makes sure you know what they will be doing for you.

4. Permission to take photos and videos Form
This form grants permission to an individual, organisation, or company to use an individual's image
(including photographs, videos, and recordings) for specific purposes, such as advertising,
marketing, or promotional materials. This form is OPTIONAL — you do not have to sign this, or agree
to us taking any photos/videos of you and/or your family members.

If you would like to make a complaint, provide feedback, or offer a compliment, we welcome your input.
We value your opinions and strive to continuously improve our services.

Please speak with your caseworker or staff member about these forms. They will provide you with a copy
of the forms relevant to the program/service you are interested.

We value your cooperation in completing these forms and look forward to serving you. If you have any
questions or concerns, please don't hesitate to reach out.

Many thanks

Western Sydney MRC

Version: 30/01/23 info@wsmrc.org.au WESTERN SYDNEY MRC PH: 02 8778 1200 Page 1 of 2
Welcome Kit 2023 WWW.Wsmrc.org.au 108 MOORE ST, LIVERPOOL NSW 2170

178-180 Queen Street, Campbelltown NSW 2560


https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
mailto:info@wsmrc.org.au
http://www.wsmrc.org.au/

& K by PS‘ b0
Western Sydney MRC

preell deasll g5

adgi) il go 9l lake Jgume Cllay B ¢ Tud OF Jd. elitods 393a8 W 2zl e ,Sady Wleds (3 e oy O Baay
L) 83920l molas dudilg dudes &y205 Olasa) diyg o Z3laddl 0da, Shylatusl s e,

55 AL 448 Jo=>

Lowd ULl Aalasl Z3ges § opisedll e dddlgall .1
& lhaa> 3,k e duasadl liloghae LlauasYb Ggdlas o « Gl plall, Gl Olods) 485 Z3 gl o W iy
O ] o UL Judoxiy p 983 08, dalises §ylay ULl 0l pusiind gw, o duolidl &l 5 gunaSdl Aol
ULl arez dgh Wi ela] eiaw 4T AasMo oy, @S Loy haall,

I3Vl Cloglacdl Z3ga3 Clb (e dddlgall .2
LY e ¢ 5,31 Oolalaie of polal e il Jg> dage laghan e Jgmasdl dodsdl 333a) 73 g0l 1 iy dis
dn oSl LI gl

Bgcull o dadlgall zdgad .3
oo ISy 1 WS clisaiy (ndadiall ()33 ae clis Bl QB pailly asall el (ol dedsdl 395l Z3 gl 10 7y
Ml o diglatiw S Lo L3y i,

il ablieg Hguall LYY O3] Ziges .4
yMl &blfug a.&b.cy"}a)\_)},aﬂ gk é LAJ( .AJJU\ 5)}@ f\.)..?:.l.w)) :tsffb 31 awéﬁ 3T .)_)JU QS}’\ C.‘)j«&ﬂ‘ [B¥: E;.m
e e adgill elde cpan Y - Glisl s, duzug Al dlgall of @rsadll of O Jio ¢ B3uzma (2h&Y) O uzeadlly ¢
clilsle 5,8Y g/ 9 ¢l b ablie/ Heso ST blaull e dadlgall o,

dodsdl/ malidb dball Wl Z3kdl (pe dseud, W Ogaddy Bguw. 3l odd Jy=> albgall o Al L3\..,a>| & Sl (g
g eigs a.s‘”

L ool gl (3 3378 Mo ¢ cohludtan] 9l dlsiand (5T chod 38 13], cliods ) allatig zdlaidl ods JUSiiwl (3 eliglad ydds ¢y,

R (audy LT HUss oo, SIS day (o (o ¢ Alalonall 9l ¢ allasDlo @5 9l ¢ (5550 @ (§ ey S 13)]

)b.o.b»b Llous- M
Ol \SaS

30/01/23: Jluay! info@wsmrc.org.au @ ¢ MRC 1200 8778 02: &l ddio 1ope 2
Welcome Kit 2023 WWW.WsSmrc.org.au 108 2170 3hg Syl 90 g5l ¢ y30 §Hlis

178-180 gl 96 39ldesls ¢ Casfinw (35S
2560 3bs


https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
mailto:info@wsmrc.org.au
http://www.wsmrc.org.au/

Welcome to Western Sydney MRC

Quick Links

Easy English Online feedback form

This is a form on the internet that allows individuals to provide
their thoughts, opinions, and suggestions about MRC services
or programs. This form is designed to be easy to understand
and use, even for those who may have limited English skills.

General Online feedback form

This is a type of form that you can fill out on the internet to
tell someone us about MRC services or programs.. The form
will have questions for you to answer, and you can use this

form to share your opinions and suggestions.

Online Complaint Form

This is a form on the internet that allows individuals to report
a problem or issue about MRC services or programs. The
form includes questions about the nature of the complaint,
the specifics of the issue, and contact information for the
individual making the complaint. The information gathered
through the form is used to resolve the matter and improve
the service for future clients.
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SERVICE USER’S RIGHTS AND
RESPONSIBILITIES

Everyone who receives services or support from Western Sydney MRC has rights and responsibilities. If you
think your rights have not been met, it is your right to complain. Information on how to make a complaint

is provided below.

Your Rights when accessing Western Sydney MRC services

- To be treated with respect and dignity

- To make your own decisions

- To beinvolved in developing your case plan and to agree on the support being provided to you
- To communicate in your preferred language, including access to an interpreter

- To privacy and confidentiality

- To provide feedback or make a complaint without negative consequences

- To stop receiving support from the Western Sydney MRC, change service providers, or discuss

additional support.

Your Responsibilities when accessing Western Sydney MRC services
You must make sure to
- To treat Western Sydney MRC staff with respect and dignity
- Torespect the rights of other people accessing Western Sydney MRC services and facilities
- To take responsibility for yourself and the results of any decisions you make
- Tolet Western Sydney MRC staff know if you are unable to make an appointment or will be late to
an appointment
- To arrive to appointments at the agreed time

- Western Sydney MRC encourages you to provide feedback to inform future programs and supports.

If you have any questions about this information, please speak to your worker or to the Manager.

Version: 30/01/23 info@wsmrc.org.au WESTERN SYDNEY MRC PH: 02 8778 1200 Page 1 of 2
5a Welcome WWW.WSmrc.org.au 108 MOORE ST, LIVERPOOL NSW 2170

: 178-180 Queen Street, Campbelltown
Kit 2023 NSW 2560


https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
mailto:info@wsmrc.org.au
http://www.wsmrc.org.au/

SERVICE USER’S RIGHTS AND
RESPONSIBILITIES

How to make a complaint:

Western Sydney MRC aims to provide a high level of service. If you are not happy with the service, it is your

right to make a complaint.

Ask to speak to a manager

» The manager will listen to your concerns, treat you with respect and
keep your information confidential

e The manager will try to respond to your complaint as soon as possible

Make a written complaint

¢ You can complete the Complaints Record

¢ This can be done with the help of a Western Sydney MRC staff member or
with an advocate of your choice

What happens with my complaint?

eYour complaint will be investigated by a Manager at the Western Sydney MRC
eYou will be told what the outcome of your complaint is, usually within 1 week
eDetails of all complaints will be kept confidential on file

What if | am still unhappy?

What if | am still unhappy?

If you are unhappy with the results, you can ask for the matter will be
further raised with the CEO or the Board of Directors
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EASY ENGLISH
SERVICE USER’S RIGHTS AND
RESPONSIBILITIES

Western Sydney MRC is here to help you with great services. You also have to help them, so they can

serve you better. If you feel they are not being helpful, you have the right to complain.

Western Sydney MRC must make sure you:

- Are treated with respect

- Can make your own decisions

- Know your case plan and are happy with it

- Can always speak to someone in your language

- Decide who knows about your case

- Can feel safe making any complaint

- Can decide when to stop using Western Sydney MRC services
- Can get help from someone else

- Can ask for more support

You must make sure to
- Treat Western Sydney MRC staff with respect
- Respect other members of Western Sydney MRC
- Be responsible for yourself and your decisions and their results
- Let Western Sydney MRC staff know about any change in your schedule

- Always be on time for your appointments

Western Sydney MRC would like you to tell them what you think of their service

Version: 29/01/23 info@wsmrc.org.au WESTERN SYDNEY MRC PH: 02 8778 1200 Page 1 of 2
5b - Welcome WWW.WSmrc.org.au 108 MOORE ST, LIVERPOOL NSW 2170

- 178-180 Queen Street, Campbelltown
Kit 2023 NSW 2560


https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
https://wsmrc.sharepoint.com/:f:/s/Management/Ei-mxWK7yFRNkEqFg1fReikBkE-TzzLxJOdcuzpIsBrIiw?e=iAa4jf
mailto:info@wsmrc.org.au
http://www.wsmrc.org.au/

EASY ENGLISH
SERVICE USER’S RIGHTS AND
RESPONSIBILITIES

How to make a complaint:

Western Sydney MRC is here to help you with great services. If you are not happy with the service, it is

your right to complain.

Ask to speak to a manager

e The manager will listen, respect your wishes and keep them to
himself.
e The manager will try to help with your wishes quickly

Make a written complaint

e You can complete the Complaints Record Form

e This can be done with the help of a Western Sydney MRC staff member or
with a person you choose

What happens with my complaint?

eYour complaint will be taken care of by a Manager at the Western Sydney MRC
*You will be told what will happen after 7 days
e You will choose who knows about the complaint

What if | am still unhappy?

If you are unhappy with the results, you can ask for the matter
will be further raised with the CEO or the Board of Directors
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SERVICE USER’S RIGHTS AND RESPONSIBILITIES
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PRIVACY AND CONSENT FORM

Western Sydney MRC is required to collect your personal information to support the work that we do and
for reporting purposes. This information may include your name, address, contact details, ethnicity and
language background, disability type, employment and medical history.

We need to gather personal information from you to be able to help you better. This information may
include your name, address, contact details, background and language background, disability type,

employment and medical history.

Once your information has been collected it is saved securely on an electronic database. This can only be
accessed by Western Sydney MRC staff working to support you.
We save your information in a computer. Only a Western Sydney MRC employee who is helping you can

see it.

De-identified information will be reported to relevant Government funding bodies. This means that our
funders are not able to identify you from the information that has been provided.

We will give your information to funders. They will not know who you are from that information.

Your personal information is protected by Australian Law and will be provided to people outside the
Western Sydney MRC if required by law or if you have given permission to do so.
Your personal information is protected by Australian Law. People outside the Western Sydney MRC can

see it if the law says so or if you say so.

Providing your consent is optional. You can also choose to withdraw your consent. In some cases, this may
impact our ability to provide services.

You can say Yes or No; if you say No, we might not be able to help you with all our services.

You can also choice to remain anonymous or use a pseudonym. This means you can use a name that is not
yours.

You can also use a different name or no name at all.

WESTERN SYDNEY MRC
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PRIVACY AND CONSENT FORM

l, have read or have had explained to me the information above. | give

consent for my personal information to be collected and deidentified information to be transferred to the

relevant Governments funding bodies.

1, read the information above or someone explained it to me. | will let you gather
personal information about me and will let you give the information to funders.

Signed: Date:

WSMRC staff: Date:

WESTERN SYDNEY MRC
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COMPLAINT

RECORD FORM

All information given on this form will be treated confidentially.

YOUR DETAILS

Name

Address

Telephone Number

Email

Preferred contact
method

WHO YOU ARE WRITING ABOUT

Division

Name of Employee
(if applicable)

Do you wish to remain
anonymous to this person?

Yes

Nominated Key Contact:

WHAT YOU ARE WRITING ABOUT

Subject of
Complaint

(e.g. event, person,
location....)

Summary of
Complaint issue
(Please provide a
concise factual
description of the
complaint. Include
dates, times, people
involved, locations as
appropriate)

What steps have
you taken to raise
the issue?

(e.g. spoken to a staff
member, forwarded an
email...)

Outcome sought
(Please detail what
outcome(s) you are
seeking in order to
resolve the issue)

Thank you for your information.
You can expect an initial response from us within 5 days and a full response within 30 days.
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COMPLAINT
RECORD FORM

Office use only

Complaints Co-ordinator Date received

Acknowledgement sent (date) Passed to

Final response sent (date) File ref (attach details of action taken)
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EASY ENGLISH
CLIENT FEEDBACK FORM

We would like you tell us what you think of our services. We would like you to tell us if we are
doing a good job or if we need to do better. Write what you think in this form or speak to a

Western Sydney MRC staff member and they will help you write it.

Your name (optional):

Today’s date:

| would like to...

Provide feedback
Give a suggestion
Tell you what | think

Give you a better idea

I I e o i

Give a compliment

Details of your feedback/suggestion/compliment:

(2 (D O
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