Carer Support Program

—— Information and Expectations

Yo are viot alovie

Thank you for connecting with the Arafmi Carer Support Program.

Following is important information about rights, expectations and how to give feedback to
ensure safe and supportive services and programs are provided. We ask you to take a few
minutes to familiarise yourself with this so you have a clear understanding of the Arafmi
Carer Support Programs and what you can expect.

About Us

Arafmi is a not-for-profit community organisation that has been providing quality services to
the Queensland community for over 45 years. Arafmi Queensland was formed by families of
people with mental ill-health.

What We Do

At Arafmi our mission is:

To enhance the wellbeing of people with mental ill-health, their families and carers by
providing quality support, education and advocacy services.

Arafmi offers a range of programs specifically for carers including:

e 24-hour carer support telephone line

e in person, online and phone 1:1 brief supports

e in person and online support groups

e information and education sessions to support carers and increase their knowledge,
confidence and skills

e information and assistance to connect with community supports and organisations

e individual and group support and education for carers of culturally and linguistically
diverse backgrounds. this is provided through the culture care program in partnership
with world wellness group

e events

e overnight respite.
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Carer Rights and Responsibilities

You have the right to be treated well

we will treat you with respect and dignity

we will treat you fairly and behave with honesty and integrity

we will protect your personal information and only use it for the right reasons

we will plan and provide safe, quality services that are sensitive to individuals needs
including age, lifestyle and cultural background

we will respect differences of opinion and approach any differences in an open and
non-judgmental way.

You have the right to participate

you have the right to safe and comfortable places for supports and programs
including online programs

you have the right to make choices and decisions about services you receive
you have the right to be consulted, have your opinions heard and be involved in
planning where possible and appropriate

you have the right to information you need to make informed choices

you have the right to have someone assist you to participate and be involved.

You have the right to speak out

you have the right to provide feedback including complaints about services
you have the right to a reply as quickly as possible

if you still are not happy, you have the right to complain again, or to talk with a
relevant external organisation.

Your carer responsibilities include

let us know what supports you need and how you want to receive these (e.g. over
the phone, with an interpreter)

inform us of any relevant changes e.g. change of contact details

let us know as soon as possible if you are unable to attend an appointment or event
so we can try to reschedule an appointment or offer the space to another carer
choose someone to support you to make decisions if needed e.g. another family
member

treat other people with fairness, honesty and respect

respect other people’s right to a safe and comfortable environment

respect other people’s right to privacy and confidentiality

give us honest feedback about our services.

Other useful documents relating to Carers rights include:

the Queensland Carers Charter queensland carers charter (dsdsatsip.gld.gov.au)
the rights of carers in relation to The Mental Health Act 2012s rights of family, carers
and other support persons - mental health act 2016 - fact sheet

carersupport@arafmi.com.au 1300 554 660
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https://www.dsdsatsip.qld.gov.au/resources/dsdsatsip/work/carers/carers-charter.pdf
https://www.health.qld.gov.au/__data/assets/pdf_file/0025/444940/rights-of-family-fact.pdf
https://www.health.qld.gov.au/__data/assets/pdf_file/0025/444940/rights-of-family-fact.pdf
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Privacy

Arafmi follows relevant privacy laws to make sure your information is kept private. These
laws say how we can collect and store information, who can see your information and what
we can do with your information. As a carer connecting with Arafmi you can expect the
following relating to privacy.

Your information belongs to you

When you have contact with us you can be asked for personal information.

We appreciate this information belongs to you and can be sensitive in nature.

We will only ask for information we need, explain why we need it and gain your
permission to collect, store and share this information. This includes having your
consent prior to recording material in visual and/or audio format.

Arafmi maintains very limited information about carers. We will only collect and store
personal information that is considered essential for effective operation of Arafmi
and the services for carers e.g. Contact details for membership database, contact
details to send newsletters and reminders for appointments.

When collecting information for planning and reporting purposes we will only collect
what is needed for these purposes and de-identify information for reporting and
when personal details are not needed to provide supports.

Arafmi respects individual choice not to share their name and or personal details
when contacting Arafmi. We may however be limited in what supports we can
provide if we aren’t provided with certain details.

For 1:1 appointments, the team will explain what records are maintained and why.
These are all held securely and remain confidential.

You have the right to request to see information we record too. Just ask us if you
would like to see any relevant personal records.

If you don’t understand why we need information, please ask us.

Keeping your information safe

Arafmi will protect your information and only use it for the right reasons, and only
show people who need to know

we will maintain confidentiality within Arafmi at all times

your information and details will only be released or transmitted if you give relevant
consent or we are required to share this by law. e.g. if you would like to be referred
to another service we would gain your consent before making the referral and
sharing personal details to a third party. We have a duty of care for people’s safety
and if you disclose information that someone is at risk of harm we will let you know
we have a duty of care to report this to the relevant agency.

carersupport@arafmi.com.au 1300 554 660
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we will protect your privacy and make sure personal paper and electronic
file/information is stored securely.

Keeping your information up-to-date

if your information is not kept up to date you may miss out on opportunities and
important information and events

moved house? new phone number? new email address?— please let us know if there
are any changes to your details and we will update our records

if you need to cancel or rearrange a booking/appointment, please let us know

if you would like to opt out of marketing, e.g. receiving newsletters, please let us
know so we can remove your details from the listing.

Feedback—Compliments, comments & complaints

Your feedback about the supports, programs and information provided to carers is
important. This helps us to understand what is working well and what needs to be
adapted and improved.

We will actively seek your feedback e.g. through surveys and you can also provide
comments, compliments and complaints at any time.

When we receive feedback, we will listen and respond as quickly as possible.

Your complaints will be kept private and only discussed and shared with relevant
people e.g. with the Manager of the Carer Support Program to review and respond to
the complaint.

If you want to make a complaint you are encouraged to provide clear feedback and
details as soon as possible so we can aim to respond to this and resolve this concern
at a local level as quickly as possible.

You can complain anonymously however if you don’t share your name or contact
details we may be limited in how we can respond to your feedback.

At times we use de-identified compliments and comments as testimonials about
supports. This can assist new carers to understand what they could gain from
participating in a workshop, support group etc.

If you need assistance to provide feedback please ask a member of the Carer Support
team, a family member or friend, advocate or other person you feel comfortable
with.

carersupport@arafmi.com.au 1300 554 660
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You can provide comments, compliments and complaints to the Carer Support Team about
any aspects of the programs and supports in the following ways:

Phone: 1300 554 660
Email: carersupport@arafmi.com.au
Write: PO Box 248 New Farm Qld 4005

If your feedback is of a sensitive or private nature you can email Tina Thomas (Manager —
Carer Supports) at tinathomas@arafmi.com.au

If you are not satisfied with our response, you can then request a meeting to discuss the
matter further with the CEO or their delegate.

If you have a serious complaint and don’t feel able to complain directly to Arafmi you can
contact the Queensland Ombudsman

Phone: 3005 7000 or 1800 068 908 (Toll free outside Brisbane only)

Online: Make complaint - Queensland Ombudsman

If you have a complaint relating to privacy or would like further details about privacy rights
you can contact the Office of the Australian Information Commissioner (OAIC)

Phone: 1300363992 | TTY: 133677
Speak and Listen: 1300 555 727

Email: enquiries@oaic.gov.au

Write: GPO Box 5218, Sydney, NSW, 2001
Web: WWW.0aic.gov.au

Thank you for taking time to read this information and working with us to ensure positive,
safe and supportive programs are provided for everyone.

If you would like further information about the above, have any queries or would like to
receive a copy of any of the following relevant policies please let us know:

e Policy1.13 Confidentiality and Privacy

e Policy 1.13.1 Website Privacy Policy

e Policy 1.14 Feedback, Complaints and Appeals Policy

e Policy 1.15 Permission to Obtain Information

e Policy 1.10 Service User Rights and Responsibilities

e Policy 3.8 V7 Whistleblower Policy

Arafmi Carer Support Team

carersupport@arafmi.com.au

carersupport@arafmi.com.au 1300 554 660
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