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This Handbook
This handbook tells you about what we do at Carers
ACT. It is written for our clients.
Clients are the people we support with our services.
Our clients are mostly carers, including young carers
(children & young people).
Some of our clients are people who are cared for,
including people with disabilities and/or other care
needs.
We are an inclusive service and we welcome all
people.
This handbook tells you about:
• Our rules and policies
• How our services run
• How to solve problems
Policies are the rules for how we work.

This information is written in an easy to read way.
We use pictures to explain some ideas.
Some words are written in bold. We explain what
words in bold mean.
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This handbook is a summary of our Client Service
Policies.
You can find the other document on our website at
Carers ACT Client Services Policies.

Contact Us
Phone

Carers ACT
For our reception call 6296 9900
Your service will give you their direct number.

Address
2/80 Beaurepaire Crescent
Holt ACT 2615

See where we are on Google Maps:
https://www.google.com.au/maps/place/
Carers+ACT
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Your Rights at Carers ACT
Your Rights
You have rights as a client of Carers ACT. Some of
these rights are to:
• High quality services
o Including qualified staff
o Say no to services not right for you
• Respect
• Be accepted for who you are and treated the
same as anyone else
• Stay safe
• Be given information you understand
• Be supported to make your own decisions
• To be a part of your community
o Including work and study
• Be supported to be as independent as possible
• Speak up and be listened to
• Have a support person or advocate
• Be able to complain safely
• Your personal information kept private
o You can ask to see your information
You have all these rights
• Without being treated badly because of them
• No matter what your background or age
o Including children and young people
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Your Responsibilities
We need you to:
• Treat staff and others with respect
• Give us the information we need
• Remember everyone has the same rights as
you
• Help our program stay safe
Read more in Carers ACT Client Services Policies.
Download from our website or ask your contact
person at Carers ACT for a copy.

About Your Human Rights
Human rights are values, or ways of being treated.
Rights mean you are treated fairly, the same as
everyone else. Rights mean you are safe, and able to
make your own decisions about your life.
Read more about human rights in
United Nations – Universal Declaration of Human
Rights, Simplified Version
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Starting with Carers ACT
Registration
You or your carer will phone us first.
We will ask questions about you and them. This is
called registration.
We will ask for personal information. This is
sometimes called sensitive information.
We will keep your information safe. We will only
share it with others with your consent.
Consent means you have said we are allowed to
share the information. We only share with people
who need to know.
We will only ask what we need to know:
• To give you great support
• For the government

Communicating with Us
Tell us if:
• You need a support person or interpreter to
communicate with us
• You need to communicate by phone, email,
video call or another way.
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Assessment
Before you use some of our services and programs,
we will need to do an assessment.
An assessment is when we ask you questions to find
out about your:
• Support needs and goals
• Personal information
• Situation – family, life, work etc
This information helps us to work out:
• Your eligibility for programs
• How we can support you, and whether we
need to do a Care Plan
• Whether you need a referral.
Each of these is explained below.

Eligibility
You must be eligible to use our services. This means
you need to meet the ‘rules’. Rules might include:
• Your age
• Where you live
• If it’s an emergency
• How much time a carer spends caring
• Needs or diagnosis of the person cared for
and more.
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Care Plans
Most people who use our services will need a Care
Plan.
A Care Plan tells us about you and how best to
support you. It is written with you.

Depending on which program or service you use, it
might include information like:
• Support needs
• Communication
• Interests and hobbies
• Goals

Updating your Care Plan
We will update the Plan if things change for you.
You should tell us about important changes like:
• Your address or phone number
• Your caring role or care needs
If you are still coming to Carers ACT we will review
your Care Plan at least once a year.

Referral to Other Organisations
If we can’t give you the supports you need, we will
find other services who can. We will ask you if it’s OK
to give your personal information to the other
services so they can contact you. This is called
referral.
August 2019
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Fees
Carers ACT is a Not for Profit charity.
That means any money we get from clients or
donations goes back to pay for our services.
Most of our services are paid for by funding from the
government.
Some of our services are free to clients. We ask for a
small contribution (payment) for most services.
Before you start, we will talk to you about the cost.
If you can’t pay the fees, please talk to us. We will
help find a solution.

NDIS Participants
If you have an NDIS plan you will pay either:
• The amount per hour in your plan, or
• The amount per hour in the current NDIS Price
Guide

Not an NDIS Participant?
There might be other ways to pay.
You or your carer should contact us.
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About some of our Services
Helping Carers to Take a Break (‘Respite’)
We get funding to give some carers a break from
caring. This is called ‘respite’.
Funding is money the government gives us to pay for
this service.
Respite is:
• In or out of your home
• Hours, days or weeks
• Flexible to meet your needs
o Flexible means that it changes as your
needs change
• Provided by a brokered service
o Brokered means that Carers ACT doesn’t
provide the service. We arrange with
and pay another local service to support
you
• Once, or more often

Out of Home Respite for Young People (Under 18)
Sometimes a young person or child might need
another home for a while.
In NSW this is known as Voluntary Out of Home Care
(VOOHC). There are special rules about using this.
We will give you more information and help if you
need to use this.
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Support if You are Leaving the Justice System
Unfortunately people with disabilities are more likely
to be in in the criminal justice system.
The criminal justice system is the legal system that
includes:
• Laws, lawyers and the courts
• The police
• Jail and other punishments
A person with disabilities leaving the justice system
has the same goals and needs as others but might
need special or more support than others.
We will find services who can provide this support.

Carer Representatives
Representatives are clients who speak up for Carers
ACT about things they are experts in.
You are not a representative of Carers ACT unless we
have chosen you to be one.
If we choose you, we will give you information and
training to speak up.
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Health and Wellbeing
We must keep you safe and healthy when you are
with us.
Here are some of our rules to keep you safe and
healthy.

Injuries and Incidents
Tell our staff straight away if something happens to
you or someone else that:
• Hurts you or them
• Scares you or them
• Breaks or loses something
If someone is hurt, we might call an ambulance.
One of our staff will look after everyone else and
make sure they are calm.
You need to do what the staff ask.

If you are sick
Please stay home and get better!
We may send you home if you are sick.
If you must come to a program or event, please:
• Wash your hands often
• Cover your mouth when you sneeze or cough
• Don’t get too close to others
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Hospital Transfer
If we call an ambulance and you are taken to
hospital, we call that a hospital transfer.
If this happens we will:
• Call your carer or emergency contact
• Give your medical and personal information
to the ambulance

First Aid
Some Carers ACT staff are trained in First Aid.
This means they can help with simple injuries, or to
look after you until an ambulance arrives.
We may call your emergency contact.

Safety at Carers ACT
We have a duty of care for your safety.
Duty of care means we must keep you safe when
you at a Carers ACT program or event.
We follow laws and policies to keep our clients and
staff safe. We do regular safety checks.
If you notice something unsafe please tell staff.

August 2019

15

Client Handbook – Easy Read
Evacuations
If there is danger in a Carers ACT program or event
you might need to evacuate.
Evacuation is leaving the building and waiting
somewhere safer, usually outside.

If you need to evacuate you must:
• Stay calm
• Follow staff instructions
• Get out, don’t get your things
• Go to the assembly point
• Stay there safely
• Ask if you should call 000
Emergency Services might come to investigate the
danger. You will be told when it is safe to go back
inside.

Smoking
There is no smoking in or near Carers ACT buildings,
programs or events.
If you want to quit smoking look at the QuitNow
website.
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About our Group Activities
What’s On?
Our groups are advertised on our website and by
direct email.
https://www.carersact.org.au/whats-on/whatsonmonthly-calendar/
Please register using the ways on the group
information.

Attending
We try to be fair to all clients attending groups. This
might mean we ask you not to attend, to give
someone else a turn.

Most of our events and groups are for carers only,
not the person who is cared for.

When you attend our groups we ask you to:
• Treat other carers and staff with respect
• Not share other’s personal information
• Not talk about things that might offend others
• Make good decisions about how you
participate.
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Independence
Independence is having the skills to do things
yourself. It is also being able to make decisions about
your life.
Our services and programs try to keep you as
independent as possible.

Decision Making
We will help you to make informed decisions.
This means we can give you information about your
decision. We won’t make your decisions for you. We
can usually only help you make decisions about your
services.

Guardianship
A guardian is a person who can make decisions for
you, if you find it hard.
A legal guardian is one decided by the ACT Civil and
Administrative Tribunal. They are often called the
ACAT or the Tribunal.
Your guardian must show us proof of this.
We will support you to make decisions. If you have a
guardian, we must ask them too.
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When Things Go Wrong
No Show
A No Show is when you don’t come to a program,
even though you are booked in.
For some programs we need to check you are ok.
Depending on the program, we might:
• Call you
• Call your emergency contact
• Call the police if we are very worried about
your safety

Dealing with Death
It is possible that someone you know might die. This
might be:
• A client or staff at Carers ACT
• Your family or friend.
If someone you know dies, we can help you get
support to deal with it. In some cases Carers ACT may
be able to arrange:
• Care at home
• Someone to talk to
Please ask us if you need help.
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Making a Complaint
If you are not happy with our services you can tell us.
This is called a complaint.
We deal with all complaints fairly and equally.
To make a complaint you should:
• Talk to a staff member, or
• Write a letter or email to us
• Talk to the supervisor of the program
We will listen to you.
We will not punish you for making a complaint. You
will still be able to use our services if you make a
complaint.
We will try to improve things or explain why things
must be that way.

If you need support
You might need help to make a complaint. Ask us if
you need help to find support.

Advocacy and Other Support
What is an Advocate?
An individual advocate is someone who supports you
with speaking up. They may speak on your behalf.
They will:
• listen to you
• give you information for an informed decision
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• act on what you want by
o writing letters
o attending meetings etc
ADACAS has advocates for people with disabilities
and mental health conditions, aged people, and
carers.
ACT Disability, Aged and Carer Advocacy Service
Phone

6207 0707

Email

adacas@adacas.org.au

Information on other advocacy services is included in
program information in this handbook.

Ceasing Service
Ceasing Service means you stop using our services or
coming to our programs and groups. This is OK. Tell
us if you:
• want to stop coming
• don’t want to hear from us
Sometimes Carers ACT may end the service.
We might cease service if:
• You’re no longer eligible
• There are safety issues
• There might be other reasons - we will explain
these to you.

August 2019

21

Client Handbook – Easy Read

Service Delivery: The Hub Disability Program
The Hub is our program for people with disabilities.
Most people at the Hub are between 18 and 40 years
old.

About the Hub
Contact The Hub Disability Program:
Phone

Carers ACT
Phone 6296 9909 for bookings and information

Address
2/80 Beaurepaire Crescent
Holt ACT 2615

See where we are on Google Maps:
https://www.google.com.au/maps/place/
Carers+ACT
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Rights for People with Disabilities
Read more about human rights in
The United Nations Convention on the Rights of
People with Disabilities – What does it mean for you?
Easy Read

NDIS Code of Conduct
We follow the NDIS Code of Conduct in The Hub. Read the Code of Conduct on
the website.

Carers ACT Client Rights & Responsibilities
We also follow our Client Rights & Responsibilities. Read them in our Carers
ACT Client Services Policies.

Starting at The Hub
Meet and Greet
Before you start coming to The Hub, you will visit.
You can bring a support person.
You will meet the staff and other people at The Hub.
You can see where we are and what we do.
You can ask any questions.
This means we all know each other a bit.
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Booking In
If you still want to come to The Hub, you can make a
booking.
A booking means we save a place for you in our
disability program.
We will talk with you about the best days to come.

Service Agreement
A Service Agreement is a document. We write it after
talking with you.
It tells everyone about the agreed services:
• What we will do
• When we’ll do it
• Who is involved
• How much (the cost)
It also tells you how to:
• Make a complaint
• End the service
We will all sign the document to say we agree.
Read more about service agreements here.
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Your Care Plan
Every participant at The Hub needs a Care Plan.
A Care Plan tells staff about you and how best to
support you.
The Care Plan is written with:
• You
• Your carer or support person
• Staff from The Hub
It includes information like your:
• Support needs
• Communication
• Interests and hobbies
• Goals and what you would like to learn

Updating your Care Plan
We will update the Plan if things change for you.
You should tell us about important changes like:
• Where you live
• Who you live with
• Who you spend time with
• Your wellbeing
• Your carer’s health
We will review your Care Plan at least once a year.
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How The Hub Operates
Our Staff
Staff in The Hub are experienced and qualified.
Experienced means they have worked with other
people with disabilities. Qualified means they have
studied, usually Disability Support.
Carers ACT provides them with training to work in
The Hug. All Hub Staff have completed NDIS worker
training.
We make sure all staff are safe to work with. We
have both male and female staff.
Sometimes our Carers ACT staff can’t work. Then we
use agency staff.
Agency staff are from another organisation.
If all our staff are away you might have all agency
staff. So they know what we do, we give agency staff
a set program to use.

Our Program
Download the Program Timetable
You will do different activities each day. Our staff will
discuss each day’s activities with you.
Each day will include:
• gym and exercise
• community activities
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• independent living skills
Tell staff if you have ideas for activities.

When
The Hub is open:
• Monday to Friday
• 8.30am to 5.00pm
You can come:
• The whole day
• Or half the day

What
Our program is based on your interests.
Interests are the things you like to do and learn
about.
You can tell us what:
• What you enjoy doing
• Skills you’d like to learn

How we do things
Nut Free
The Hub is Nut Free.
This means you must not bring nuts to the Hub. This
includes:
• Peanut butter
• Muesli bars with nuts
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Some people at The Hub an allergy to nuts that can
kill them. That’s why you must not bring any nuts to
The Hub.

Meal Times
You need to bring your own food for lunch.
You will be encouraged to:
• eat healthy foods
• prepare your own meals
• be social with other participants
• help clean up

Cooking
Learning to cook is very important. We often cook in
the afternoon.
When we cook you will be able eat a small amount of
what we cooked and sometimes take some home.
We will buy the ingredients for cooking.

Personal Care
Personal care is when you need help to clean yourself
or use the toilet.
Staff can help, or be ready, if you need help with:
• using the toilet
• dressing
• cleaning your hands
We will always do this with respect and privacy.
August 2019
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Fees
You need to pay to attend our disability program.
Before you start, we will talk to you about the cost.

NDIS Participants
If you have an NDIS plan you will pay either:
• The amount per hour in your plan, or
• The amount per hour in the NDIS Price Guide

Late Fees
We might charge late fees if:
• You are picked up late
• You aren’t picked up within 1 hour of us calling
when you are sick.

Paying your bill
We will either:
• Claim directly from the NDIS, or
• Send an invoice every fortnight.
The person paying your bills will have 2 weeks to pay.
Unpaid fees may mean that we cancel your booking.
You won’t be able to come to The Hub. We will talk
to you before this happens.
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Health and Wellbeing
We must keep you safe and healthy when you are in
The Hub Disability Program.
Here are some of the rules just for The Hub.
If you are sick when you come to the Hub we might
send you home until you are well. Please see the
Carer Handbook for more detail.

Medications
Medications are the tablets, drugs and creams you
use to stay healthy.
Rules for taking medications at The Hub:
• All tablets must be in a Webster Pak. Ask your
pharmacist about Webster Paks.
• All medications must be:
o Given to staff
o Locked in the Staff Office
• Staff will get them and watch you take them
If you refuse your medication we may call your carer
or guardian.
Some medications are called S8 medications. They
are controlled by the government.
Carers ACT cannot give S8 medications. If you take S8
medications please talk to us.
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First Aid
All staff in The Hub are trained in First Aid.
This means they can help with simple injuries, or to
look after you until an ambulance arrives.
If you refuse help we may call your carer or guardian.

Medical Management Plans:
If you have a medical condition like:
• Epilepsy
• Diabetes
• Asthma
• Allergies with risk of Anaphylaxis
we need a Medical Management Plan from your
doctor.
This plan tells staff how to manage your condition.

Evacuation Drills
Sometimes you might do an Evacuation Drill or Fire
Drill.
A drill is when you practice an evacuation. The drill
might include an alarm.
You need to evacuate like it is real.
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Ceasing Service
Ceasing Service means you stop coming to the Hub.
It’s OK if you don’t want to come to The Hub any
more. Tell us if you want to finish at The Hub. You
might need to give notice.
Giving notice means you:
• tell us you’re leaving soon
• keep attending until you finish
• keep paying until you finish.
Your Service Agreement will tell you how much
notice you must give.
We can help you find other supports, if you need.
Sometimes Carers ACT may end the service. We will
discuss this with you.
Some reasons we might cease service are if:
• The Hub program doesn’t suit you
• It is not safe for you to attend
• You can’t pay your fees
If you don’t agree with our decision, you can:
• Make a complaint
• Speak with an Advocate
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Disability Advocacy Organisations
There are 2 places you can contact for an individual
advocate in Canberra. They speak up for people with
disabilities:
ADACAS
ACT Disability, Aged and Carer Advocacy Service
Phone

6207 0707

Email

adacas@adacas.org.au

Advocacy for Inclusion

August 2019

Phone

6257 4005

Email

info@advocacyforinclusion.org

33

Client Handbook – Easy Read

Service Delivery: Deakin Cottage
Deakin Cottage (The Cottage) is our home for short
stays for people who are ageing or have dementia.
The Cottage also runs a day program.

About Deakin Cottage
Contact The Cottage
Phone

1800 052 222 for bookings and information
6285 2082 to contact the Cottage directly. Use this
number to speak with or enquire about your family
member.

Address
117 Denison Street,
Deakin ACT 2600
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Starting at The Cottage
Meet and Greet
Before you stay at The Cottage, you and your carer
will visit.
You will meet the staff and other people at The
Cottage. You can see where we are and what we do.
You can ask any questions.

Booking In
If you still want to come to The Cottage, you and your
carer can make a booking to save a place on the days
you want to come.
You can book in occasionally, or regularly. You can
book for a night or more, or for the day program.

Your Care Plan
Every participant at The Cottage needs a Care Plan.
A Care Plan tells staff about you and how best to
support you.
The Care Plan is written with:
• You
• Your carer
• Staff from The Cottage
It includes information like your:
• Care needs
• Strengths
August 2019
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• Interests and hobbies
• Personal and family history
• How you would like to maintain your
independence.

Updating your Care Plan
We will update the Plan if things change for you.
You should tell us about important changes like:
• Where you live
• Changes to your care needs
• Your wellbeing
• Your carer’s health
We will review your Care Plan at least once a year.

How The Cottage Operates
Our Staff
Staff at The Cottage are experienced and qualified to
work with people who are ageing or have dementia.
We make sure all staff are safe to work with. We
have both male and female staff.
Sometimes our Carers ACT staff can’t work. Then we
use agency staff from another organisation.

August 2019

36

Client Handbook – Easy Read
Our Program
You will do different activities each day. Our staff will
discuss each day’s activities with you.
Our program uses Montessori principles.
This means we focus on what you can do and what
you are interested in. We let you choose and support
you to do it.
Read more in our Deakin Cottage Client Handbook.

When – Overnight Stays
The Cottage is open for overnight stays:
• every day
• 24 hours per day
except between Christmas & New Year
The Cottage will open on Public Holidays if we have
enough bookings. Please ask.

When – Day Program
The Cottage Day Program runs:
• Monday to Friday, 8.30am to 5.00pm
Saturday day program will operate if we have enough
bookings – please ask.
Except:
• Between Christmas & New Year
• Public Holidays
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What
Our program is based on our clients’ interests and
abilities.
Each day includes planned activities, such as:
• Gentle exercise
• Gardening
• Music
• Going into the community, and more.
You can also tell us what else you would like to do

How we do things
Meal Times
We provide meals, including:
• Morning tea
• Lunch
• Afternoon tea
Only clients staying overnight are provided with
dinner.
We try to make meals enjoyable and social.
We will try to meet your meal preferences and
dietary needs.
Our staff often cook meals from various cultural
backgrounds including their own.
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Personal Care
Personal care is when someone needs help to clean
themself or use the bathroom.
Staff can help, or stand by ready, to help with:
• showering
• dressing
• brushing your teeth or hair
We will always do this with respect and privacy.

Visitors
Visitors are welcome. We appreciate it if you tell us
about visitors before they arrive.
All visitors must tell staff they are in the house.

Appointments & Outings
You can take the person staying at the cottage out
any time. This might be for:
• a social outing
• appointments.
Please tell us about outings:
• As soon as you know about them, or
• When they first arrive at The Cottage
• Details such as who, when, time they will come
back etc
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Fees
You need to pay to attend Deakin Cottage.
Before you start, we will talk to you about the cost
and ways to pay.

CHSP Funding
Some people are eligible to use Commonwealth
Home Support Program (CHSP) funding to pay most
of the cost. There will still be a fee that you need to
pay.
We will talk about this with you. If you cannot afford
the fee please talk to us.
You can read more in our Deakin Cottage Client
Handbook, on our website.

If you can’t get CHSP
You are welcome to attend as a full fee paying client
This means you pay the full cost yourself or from your
Home Carer or other support package.

Cancelling Your Booking
If you cancel 48 hours or more ahead of arrival, you
will not be charged.
If you cancel less than 48 hours before the booking
you will be charged for the first 2 days.
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Health and Wellbeing
We must keep everyone at The Cottage safe and
healthy.
Here are some of the rules just for The Cottage.

Medications
Medications include the tablets, drugs and creams
you use to stay healthy.
Rules for medications at The Cottage:
• All tablets must be in a Webster Pak. Ask your
pharmacist about Webster Paks.
• We are unable to give any medications not in a
Webster Pak – including vitamins and other
supplements.
• You must also give us a pharmacist signing
sheet. Ask your pharmacist for this.
• All medications must be:
o Given to staff
o Locked in the medication room
• Staff will get the packs and watch the person
take them
If they refuse to take their medication we will call
you.
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Some medications are called S8 medications. They
are controlled by the government.
Carers ACT cannot give S8 medications. If you take S8
medications please talk to us.

First Aid
All staff at The Cotttage are trained in First Aid.
This means they can help with simple injuries, or to
look after people until an ambulance arrives.
If the person you care for refuses help we may call
you or their emergency contact.

Medical Management Plans:
If the person you care for has a medical condition
like:
• Epilepsy
• Diabetes
• Asthma
• Allergies with risk of Anaphylaxis
we need a Medical Management Plan from their
doctor.
This plan tells staff how to manage their condition.
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Not For Resuscitation (DNR)
Some people prefer not to be resuscitated.
Resuscitation is when someone does first aid and
brings someone back to life.
We will resuscitate a person whose heart or
breathing has stopped. If a client prefers us not to,
we must be given a copy of their Not For
Resuscitation (DNR) documentation.

Evacuation Drills
Sometimes we might do an Evacuation Drill or Fire
Drill.
A drill is when you practice an evacuation. The drill
might include an alarm.
We need to evacuate like it is real.
If we have a real evacuation our meeting point is the
Hellenic Club in Woden.

Falls
Many older people fall over and hurt themselves.
For most people staying at The Cottage we will do a
Falls Risk Assessment. This helps us to:
• See how likely they are to fall
• What we need to do to prevent falls
We redo the assessment after every fall they have
while at The Cottage.
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Security Cameras
We use security cameras inside and outside Deakin
Cottage. We use them to make sure everyone is safe
while at The Cottage.

Aged Advocacy Organisations
You can contact ADACAS for an individual advocate in
Canberra. They speak up for people who are ageing
or have dementia:
ADACAS
ACT Disability, Aged and Carer Advocacy Service
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Words in this Handbook
ACAT

ACT Civil and Administrative Tribunal, also known as
the Tribunal

Advocate

An advocate is someone who supports you with
speaking up. They may speak on your behalf.

Agency (staff)

Agency staff are from another organisation. They fill
in when Carers ACT staff can’t work.

Anaphylaxis

An allergy that might kill someone.

Bold

Darker text: This is bold text.

Booking

A booking is when we save a place for you in our
disability program

Care Plan

A Care Plan tells staff about you and how best to
support you.

Ceasing Service

If you stop coming to The Hub.

Complaint

If you are not happy with our services you can tell us.
This is called a complaint.

Consent

Consent means you have said we are allowed to
share the information or do something.
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Drill

A drill is when you practice something.
At the Hub you might have an Evacuation drill or a
Fire drill. You will practice leaving the building and
waiting safely.

Duty of Care

The law says we must keep you safe when you are at
The Hub. This is our duty of care.

Experienced

Staff who are experienced have worked with people
with disability before.

Evacuation

Evacuation is leaving the building you are in and
waiting somewhere safer.

First Aid

Our staff can help you with simple injuries. They can
look after you until an ambulance arrives.

Guardian

A guardian is someone appointed by the ACAT to
make decisions for you.

Hospital Transfer

If we call an ambulance and you are taken to
hospital, we call it a hospital transfer.

Informed
Decisions
Interests

A decision made with the information needed.
Interests are the things you like to do and learn
about.

Medications

The tablets, drugs and creams you use to stay
healthy.
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Meet and Greet

A Meet and Greet is when you and your carer visit
The Hub. You can meet staff and other people
coming to The Hub. You can see where we are and
what we do. You can ask any questions.

NDIS

The National Disability Insurance Scheme is
called the NDIS. The NDIS is the new way to
help people under 65 with disability get

No Show

•

care

•

supports. 1

A No Show is when you don’t come to The Hub, even
though you are booked in.

Notice

Giving notice means you:
•

tell us you’re leaving soon

•

keep attending until you finish

•

keep paying until you finish.

Your Service Agreement will tell you how much
notice you must give.
Nut Free

Some people at The Hub might die if they are near
nuts. The Hub is nut free and no nuts are allowed.

Participant

Participants are people with disability, who come to
The Hub.

1

Source: About the NDIS – Easy English
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Personal Care

When you need help with your personal hygiene.
This includes cleaning yourself and using the toilet.

Policies

Policies are the rules that tell staff how to do their
jobs. They are based on laws.

Portions

How much food you eat in a meal or snack.

Qualified

Staff who are qualified have studied Disability
Support.

Registration

When your carer first contacted Carers ACT we
registered them. We asked a lot of questions about
you and them.

S8 medications
Sensitive
information

Medications controlled by the government.
Personal information is sometimes called sensitive
information.

Service
Agreement
Tribunal

A written agreement about the services we provide.
The ACT Civil and Administrative Tribunal, also
known as ACAT.
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