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WELCOME
Welcome to Wulli Wulli Indigenous Disability Services 
(Wulli Wulli)
At Wulli Wulli , we work with individuals, their families, carers and 
communities to help improve their wellbeing and live better lives.
We want your experience with us to be a positive one and to make a real 
difference in your life.
Our values of Equal Protection, Value and Empowerment, Inclusion, 
Respect and Honesty are at the centre of everything we do and guide how 
we work.
This handbook provides you with important information about using our 
services.
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Wulli Wulli has been providing quality health and 
support services to individuals since 2018.
Wulli Wulli supports people with mental health challenges, disability, 
and alcohol and other drug use concerns, chronic disease management.
We have earned a solid reputation for the delivery of high-quality 
community supports, assistance with self care and supported 
independent living.
We support adults with a disability to:

  �Improve their wellbeing.
  �Live active and healthy lives.
  �Overcome personal barriers.
  �Access personalised and culturally relevant services that meet 
their needs.

  �Access meaningful employment.

ABOUT US

Our mission
Our mission is to support people 
to improve their wellbeing and 
pursue a life with meaning, 
hope and purpose.

Our vision
Our vision ensures our 
commitment to continuous 
quality improvement is 
embedded in all we plan and all 
we do to better meet the needs 
of people with a disability.
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OUR VALUES

Respect
We demonstrate a 
deep commitment 
to respecting the 
individual needs, 

beliefs and heritage 
of all whose lives we 

touch.

Fairness
We strive 

to create a 
workplace where 

the rights of 
all people are 
respected and 

valued.

Trust
We strive to 

be honest and 
forthright in our 

dealings. We build 
trust in our clients, 

employees and 
stakeholders.

Equity
We strive for a just, 

fair and inclusive 
society where we work 
alongside our clients 

to develop their 
potential to live lives 

of full citizenship.

Honesty
We speak truth to 

power; and in every 
way we engage with 
the world within and 

outside, we strive 
for openness and 

transparency.
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Please contact us if you have any questions about our services or if you’d 
like to know more about how we can help you.
We can help you if you need communication support by:

  �Using an interpreter; or
  �Giving you information in a format appropriate to your communication 
needs

OUR SERVICES
We deliver the following services to NDIS participants:

SUPPORT CO-ORDINATION 
IN- HOME SUPPORT 
COMMUNITY PARTICIPATION

Get help to read
  �For TTY/voice, call 133 677
  �For Speak & Listen, call 
1300 555 727

  �For SMS relay, message 
0423 677 767

The Translation and Interpreting 
Services (TIS National) is an 

interpreting service for people 
who do not speak English and 
for agencies and businesses that 
need to communicate with their 
non-English speaking clients.

  �Phone 131 450
  �Visit tisnational.gov.au
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SERVICE ACCESS
You have the right to access services that help you 
to reach your goals.
Please contact us if you want to receive our services. We will ask you 
some questions about yourself, your lifestyle and what you want to 
achieve with us.
We will tell you about our services and any fees you will need to pay.
To receive our services, you must have an NDIS plan which includes the 
type of supports which we provide.
Your choices are always important to us. With us, you will have choice and 
control over the services you receive.
If we cannot deliver services to you, we will inform you of the reason 
why. We will let you know under what circumstances supports may be 
withdrawn.
We will also link you to other services that are similar.
If we are unable to deliver services to you because we are too busy, we can 
put you on a waiting list.
If you are on the waiting list, we will contact you to:

  �Tell you how long you need to keep waiting.
  �Tell you where you are on the list.
  �Ask if you want to keep waiting.

If you do not think we have been fair during this time, you can make 
a complaint to us. To learn how to do this, look at the section about 
feedback in this handbook.
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SERVICE AGREEMENT
If you want to receive our services, we will work with 
you to make a service agreement.
We will involve the people you wish, such as a carer, support person 
or advocate, family member or friend.
We will make sure you understand what is in your service agreement, 
which may include:

  �The services we will deliver.
  �How we will meet your goals.
  �How and when we will review the agreement.
  �Any fees.
  �How you will pay fees.
  �Your rights and responsibilities.
  �Our responsibilities.
  �Any conditions.
  �What to do if there is a problem.
  �How to cancel an appointment.
  �How you can change or end the agreement.
  �How we can change or end the agreement.

Once we have written your service agreement, we will ask you to sign it.
You will receive a copy of the service agreement and also a copy of this 
Participant Handbook in a format that you understand.
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YOUR RIGHTS
We will respect and support your legal and human 
rights.
This includes your right to:

  �Be treated equally.
  �Plan and make decisions about your services and your life.
  �Get help or information to help you decide.
  �Involve an advocate, carer or friends and family close to you.
  �Have an advocate or support person represent you.
  Choose how you spend your money and funding.
  �Receive services that help you reach your goals.
  �Practice your culture and religion.
  �Choose the people or community you spend your time with.
  �Use an interpreter.
  �Receive information in a different format.
  �Give feedback about our services.

You also have the right to:
  �Privacy and dignity.
  �Intimacy.
  �Safety.
  �Respect.
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YOUR RESPONSIBILITIES
You also have responsibilities when you receive our 
services.
It is your responsibility to:

  �Respect our workers and other participants.
  �Be polite to others.
  �Act safely at all times.
  �Tell us about the services you want and how you want to receive them.
  �Tell us as soon as possible if you need to cancel an appointment.
  �Tell us of any changes in your life that may affect our services.
  �Pay for our services on time.

Please contact us if you are unhappy with our services or if there is a 
problem.

You must also tell us if:
  �You want to stop receiving our services.
  �Your NDIS plan changes.
  �You stop using the NDIS.
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YOUR VALUES 
AND BELIEFS
Our goal is to support you to live your life the way you 
wish.
This includes supporting your.

  �Culture and values.
  �Beliefs and religion.
  �Identity and sexuality.
  �Family and community.
  �Language.
  �Goals.
  �Strengths.
  �Abilities.

Our services can help you to spend time with the people or community 
important to you and support your independence.
We value the diversity in our community, so we can speak or write to you 
through an interpreter or in other formats if needed.
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PRIVACY AND DIGNITY
You also have responsibilities when you receive 
our services.
Everyone has the right to privacy, dignity and intimacy.
We make sure information about you is kept private and confidential.
You do not need to give us your personal information. However, 
if you do not, we may not be able to deliver services to you.
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INFORMATION 
AND CONSENT
We ask for your consent to collect personal and 
sensitive information about you.
Personal and sensitive information can be:

  �Your name.
  �Your contact details.
  �Your health history.
  �Your religion, nationality or culture.
  �Photographs or videos of you.

We collect this information from you, or people and providers you consent 
to, so that we can deliver services to you. We also use it to improve our 
services and to follow the law.
We may take photos or videos of you, but we will only do this if you have 
given consent.
We will always tell you what the photos or videos will be used for. If you 
change your mind at any time about what you have consented to, please 
tell us and we will update our records.
We have ways to protect your information by keeping it in a safe place like 
on a computer or in a file and protecting it with passwords and locks.
Continued on  page 14
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From page 13:

We only give your information to workers who are involved in your services 
and people or providers you consent to. However, sometimes by law we 
must share your information without your consent. This can be to keep you 
or others safe. If we lose your information or if someone steals it, we will 
inform you in line with the Notifiable Data Breaches Scheme.
You also have the right to look at and get a copy of the information we 
keep about you. If you think any of the information about you is wrong, 
you can let us know.
We will either correct it or add your comments. If you are unhappy about 
how we have kept your information you can complain to us. To learn how 
to do this, go to the Feedback section in this handbook.
We will keep your information for the necessary amount of time in line with 
the law. After that, we will destroy it safely.
Please tell one of our workers if you want a copy of our privacy procedures.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

YOUR SERVICES
We will work with you to plan and choose your services.
We can help you to get information, help or advice to make decisions 
about any part of your services, any time.
If you make any decisions that we consider to be a risk, we will help you 
understand what might happen if you take that risk.
Your services will be person-centred and will not restrict your rights.
If we ever need to make changes to your services, we will inform you. 
We will explain the changes and ask for your agreement.



W U L L I  W U L L I  P A R T I C I P A N T  H A N D B O O K

16   wulliwulli.com.au

   
   

   
   

   
   I

NDIGENOUS DISABILITY SERVICE

First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

PLANNING 
YOUR SERVICE
We ask for your consent to collect personal and 
sensitive information about you.
You will be involved in planning your services. If you wish, you can also 
involve a carer, friend, family member or an advocate.
In order to create a plan together, we will ask you to tell us about your 
strengths, needs, preferences and goals.
With your consent, other providers may also be involved.
We will consider any risks in delivering your services and try and keep you 
and others safe by reducing these risks. Where possible, we will try to 
involve you in choosing your worker.
We will talk with you about your plan and risks on a regular basis and 
anytime your needs or situation changes. We will look at your goals and 
what you have achieved often, to make sure our services are successful.
You can tell us at any time if you think our services are not helping you to 
reach your goals or meet your needs, and we will help you to change your 
plan.
With your consent, we will share information about your services and 
support plan to relevant people, providers and agencies.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

A list of disability advocacy agencies is available at:
Independent Advocacy NQ
Suite 1/1-3 Barlow St, South Townsville QLD 4810
Phone: (07) 4725 2505

ADVOCACY
You have the right to have an independent advocate.
An advocate is someone who protects your rights, help us to understand 
your needs and goals, and can help you to make decisions.
If you wish to have an advocate represent or support you, please let us 
know. Your advocate can attend service planning meetings and can also 
speak for you, if you wish.
You may want to use an advocate if an incident occurs, or if you make a 
complaint.
We can help you to find an advocate if you ask us.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

Safety
You have the right to be safe, 
respected, and free from abuse or 
neglect and treated equally.
Our workers are trained to 
understand your rights and recognise 
signs when you may not be safe, so 
that they can deliver safe services.
We will always treat reports 
of violence, abuse, neglect, 
exploitation and discrimination 
seriously and encourage you to 
tell us if this happens to you.
We will take all reasonable 
steps to make sure the support 
environment is safe for you and 
appropriate to your needs.
If you receive services in your 
home, we will work with you to 
consider and control risks.
With your consent, we may also 
work with other providers who 
support you to do this. Where it is 
possible, we will make changes 
to your support environment so 
that it is safe, suitable for you and 
meets your needs.

SAFETY AND INCIDENTS
 Incidents
If an incident takes place when 
you are receiving services, our 
workers will act in line with 
procedures. They will do their best 
to make sure you are safe and also 
ensure the incident is reported.
After an incident, we will 
investigate what happened and 
keep you informed of how we are 
fixing it. Where it is appropriate, we 
will involve you.
We will offer you help and support, 
including helping you to contact 
an advocate.
We may ask for your opinion about 
the incident. This information 
will help us improve our services 
and stop incidents like this from 
happening in the future.
If the incident is reportable, we 
will need to report the incident to 
the NDIS Quality and Safeguards 
Commission. If you would like a 
copy of our incident procedures, 
please let us know.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

FEEDBACK
Feedback could be a suggestion, compliment 
or complaint.
You have the right to give feedback about any part of our services and you 
can give feedback in the way you feel most comfortable.
You can:

  �Email us at admin@wulliwulli.com.au
  �Tell a worker at one of your appointments
  �Phone us on 07 44262700
  �Send a letter to Feedback admin@wulliwulli.com.au
  �Fill in our client experience survey (and go in the draw to win a $250 
Coles voucher)

  �Complete a hard-copy form available at reception
  �Ask an advocate or support person to make a complaint for you.

If you are from a culturally and/or linguistically diverse (CALD) background 
you are able to make a complaint in your primary language with the use of 
an interpreter.
You can choose to make a complaint anonymously, however if you choose 
to provide your name/contact details, we will treat you with respect and 
privacy.
Your services will not be stopped, and you will not be treated differently.
Continued on page 20
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

Other places to complain
You have the right to complain to the NDIS Commission about our 
services at any time.
We can help you contact the NDIS Commission if you wish.
The contact details of the NDIS Commission are at the end of this 
handbook.
 If you are unhappy about how we have kept your information, you can 
also complain to the Office of the Australian Information Commissioner.
The contact details of the Office of the Australian Information 
Commissioner are at the end of this handbook.
Please contact us if you want to see our Feedback Policy or Procedure.
Continued on page 20:

From page 19:

If the complaint is not anonymous, it will be referred to a designated 
person who will make contact with you either by phone or in writing. This 
will occur within 2- 5 business days of receiving the complaint. We may 
ask you for more information and ask how you would like the problem to 
be fixed.
We will keep you informed of the progress of your complaint and tell you 
what we did to fix it. We will ask you for feedback about how you felt your 
complaint was managed and use this information to help improve our 
services.
Complaints will be referred to other bodies if required by law.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

From page 19:

Continuous improvement
You have the right to give us feedback – positive and negative.
We will use any negative feedback to improve our services. Positive 
feedback lets us know what we are doing well.
We will ask you to tell us your thoughts about our services.
We may do this by giving you a client experience survey to fill in or we may 
ask you to participate in meetings to talk about what you think we can do 
better.
Sometimes we will ask for your thoughts on a particular part of our 
services.
For example:

  �How we fix complaints.
  �How we fix incidents.
  �How we respect your rights.

Our service will be audited by an 
independent audit team to ensure 
we are meeting the NDIS Practice 
Standards.
You will be provided the 
opportunity to participate in the 
audit process meaning that you 
may be asked for your feedback by 
the audit team.

However, this is not mandatory, 
and you can choose not to 
participate at any time.
We aim to improve continuously. 
The following are some of the things 
we look at to guide how we improve:

  �Surveys.
  �Feedback.
  �Complaints.
  �Incidents.
  �Audits.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

ENDING YOUR SERVICES
You can end your services at any time. However, you 
will be subject to cancellation fees and your Service 
Agreement Policy regarding ending services. 
You will have the same rights if you want to receive our services in the 
future.
If you end our services, we will help you plan other services to meet your 
needs or give you information about other providers.
If you give consent, we may give other providers information about your 
needs. We will also consider your risks and try to reduce them and put this 
information in an exit plan.
We will do this to try to make sure you are safe, and your needs are met 
while your services change.
If we want to stop delivering our services to you, we must give you a reason 
why and tell you at least 7 days before. We may stop delivering services 
to you if we think we cannot help you, you do not pay for the services we 
deliver, or you break our agreement. Your Support Coordinator will also be 
notified.
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First Nations locally owned and operated business in the Townsville, 
Cloncurry and Mt. Isa areas, working with the Indigenous Disability Service.

NDIS Commission
The role of the NDIS Commission is to improve the quality 
and safety of NDIS supports and services.
Contact the NDIS Commission on 1800 03 55 44. Alternatively, 
you can write to them at:

  �contactcentre@ndiscommission.gov.au
  �NDIS Quality and Safeguards Commission 

PO Box 210 
Penrith NSW 2750

Further details about contacting the NDIS Commission are 
available on their website: ndiscommission.gov.au/about/contact

The Office of the Australian Information Commissioner
The role of the Office of the Australian Information Commissioner (OAIC) is 
to ensure that personal information is protected. The OAIC will investigate 
complaints about breaches of privacy.

  �Contact the OAIC on 1300 363 992
Alternatively, you can write to them at:

  �enquiries@oaic.gov.au
  �Office of the Australian Information Commissioner 

GPO Box 5218 
Sydney NSW 2001

  Further details about contacting the OAIC are available on their 
website: oaic.gov.au
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CONTACTING 
WULLI WULLI 
We’d love to hear from you, if you have any 
questions, concerns, complaints or feedback 
please contact us below:

Our business hours are:
830am-4pm, Monday to Friday.
During business hours you can 
call us on: (07) 4426 2770.
Write to us at:
Wulli Wulli 
PO BOX 588 
Townsville City 4810 
Email: 
admin@wulliwulli.com.au
Or, you can connect with us 
through our website: 
www.wulliwulli.com.au

If you need communication 
support, you can contact the 
National Relay Service (NRS):

  �Call 133 677 or visit: 
relayservice.gov.au

  �Or call the Translating and 
Interpreting Service (TIS) 
on 131 450
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