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WELCOME TO MMIC Services Pty Ltd
Congratulations on choosing MMIC Services Pty Ltd! We are thrilled to welcome you and look forward to a successful partnership.
This handbook provides essential information about our NDIS services, including your rights, responsibilities, and how we support you in achieving your goals. It serves as a resource to help you understand our services, terms, and conditions.
Please refer to this handbook alongside your Plan and individual Service Agreement. It will be regularly updated to reflect any changes and improvements based on your feedback.
For more information or suggestions, contact us at:
· Email: info@mmicservices.com.au
· Phone: 0406 719 627

Your success and happiness are our top priorities.

ABOUT MMIC SERVICES PTY LTD
Our Mission:
· Empower and support people with disabilities and the ageing population to enhance their quality of life with dignity and respect.
· Exceed stakeholder expectations with holistic care.
· Provide care focused on the individual’s overall well-being.
Our Vision:
To build a resilient and empowered community, partnering to support people with disabilities in living a fulfilling life with choice.
Our Values:
· Empowerment
· Dignity
· Respect
· Trust
· Integrity
· Innovation

Accountability and Excellence:
We are committed to accountability and fostering a culture of continuous learning and operational excellence.
ACCESSING SERVICES
You can access our services through self-referral or third-party referral. Contact us via:
· Email: info@mmicservices.com.au
· Phone: 0406 719 627
· Visit Us in Person: Level 1, Suite 22, 797 Plenty Road South, Morang VIC 3752

Our team will respond promptly to arrange a meeting to discuss your needs and goals. We will work with you to develop a personal plan and support you throughout the process.

HOW IT WORKS
At MMIC Services Pty Ltd, we’re dedicated to building your confidence and helping you reach your full potential. By partnering with you, we explore all options and apply creative, effective strategies to manage your funding and achieve your goals.
Our approach is personalised; we tailor our support to fit your unique aspirations and needs. You decide the level of involvement in decision-making, and we can assist you in becoming independent in managing your financial services.

[bookmark: _Toc203484212]Rights and Responsibilities 
What Are My Rights and Responsibilities as a Participant of MMIC Services?
At MMIC Services Pty Ltd, participants are at the heart of everything we do. We are committed to upholding your rights and fostering a strong, mutually beneficial partnership through our services and delivery model.
Your Rights:
· You have the right to access all information about yourself held by our organisation.
· If you have a legal guardian or advocate, their rights are respected as per the guardianship or advocacy arrangements. With your permission, your person responsible will be involved in decisions about your plan, including goals, activities, services, and timelines.
· You will be informed about the standard of service you can expect. Services will be provided safely, respecting your dignity and independence, and addressing your social, cultural, and physical needs.
· Services will be decided with your agreement. You have the right to refuse any service.
· You have the right to complain about the service you receive without fear of disadvantage. Complaints will be addressed fairly, promptly, and without discrimination. You may involve an advocate of your choice to represent your interests.
· Your views and choices will be central to all planning and evaluation of the service, promoting social participation and cultural inclusion.
· Your right to privacy and confidentiality will be always respected.
· You have the right to information and support to understand and exercise your legal and human rights.
· You have the right to fair pricing. We are committed to ethical pricing practices, ensuring you receive necessary goods and services without unfair pricing or exploitation.
Your Responsibilities:
· If you need to cancel a service or appointment, please refer to the cancellation section in your service agreement with MMIC Services Pty Ltd. Following the specified procedures will help you avoid any potential charges. For any questions or further assistance, feel free to contact us directly.
· Take responsibility for the outcomes of any decisions you make.
· Engage actively in the service you receive.
· Respect the property of MMIC Services Pty Ltd.
· Be punctual for appointments and services.
· Provide accurate and complete information about yourself.
Person Responsible / Participant Representative / Parent or Guardian Responsibilities:
· Act in a way that respects the rights of both the Participant and the staff.
· Make requests to staff in a respectful manner.
· Share appropriate information only with the correct people.
· Work with MMIC Services Pty Ltd representative to ensure that information is correct and clearly explained.

[bookmark: _Toc203484213]Person-Centred Supports 
At MMIC Services Pty Ltd, we are dedicated to delivering person-centred supports that prioritise your individuality, preferences, and goals. Our approach ensures that you are at the centre of all decisions and support planning. 
What is Person-Centred Support?
Person-centred support focuses on you as an individual, emphasising your personal needs, choices, and aspirations. Rather than applying a one-size-fits-all approach, we tailor services to fit your unique situation, valuing your input and ensuring you have control over your support.
At MMIC Services Pty Ltd, we are committed to respecting your rights, values, and preferences while maintaining your dignity and privacy. You play an essential role in shaping your support plan, which we tailor to your specific goals and needs. We empower you to make informed choices about the services you receive, respecting your decisions even if they differ from our recommendations. Our support is focused on helping you achieve meaningful goals, considering your physical, emotional, social, and cultural needs to enhance your overall well-being.
To ensure our support is truly person-centred, we create individualised plans based on your preferences and goals, updating them regularly to remain relevant. We prioritise open and respectful communication with you, your family, and any advocates, valuing your feedback to improve our services. Our staff undergo ongoing training in person-centred practices to provide high-quality support. We also adapt our services to meet your evolving needs and preferences, ensuring that our support aligns with your goals and circumstances.

[bookmark: _Toc203484214]Individual Values and Beliefs 
At MMIC Services Pty Ltd, we deeply value each participant’s unique values and beliefs. We recognise that every individual perceives events and experiences differently based on their personal history and needs. Our approach is always respectful and non-judgmental, ensuring that care is tailored to each participant's background and social support network. We believe in actively involving participants and their families in collaboration and decision-making about their care, respecting their capacity to make choices and take responsibility for their health.
We are committed to fostering an environment of acceptance, trust, and empathy, where participants can grow and change at their own pace. We understand that meaningful and lasting change happens when participants feel ready and supported, rather than adhering to external timelines. Our support workers are dedicated to empowering individuals to achieve self-determination and growth, believing in both the participants' potential and their own ability to facilitate this process.

[bookmark: _Toc203484215]Information Management
At MMIC Services Pty Ltd, we are committed to managing your information in compliance with privacy laws. You have the right to access your personal records and request corrections if needed. We ensure that all information is collected, stored, and used solely for effective service delivery and our duty of care obligations. Your data is handled with the utmost confidentiality and only shared with authorised personnel who need access for your support. We respect your rights to control your information and are transparent about the data we maintain.

[bookmark: _Toc203484216]Privacy and Dignity
We prioritise your privacy and dignity by implementing procedures to protect your personal information. We only collect information essential for your care and seek written consent from you or your family before sharing any details. Your information is securely stored to prevent unauthorised access, and only relevant staff will have access to it. We are dedicated to keeping you informed about the nature of the information we hold and provide you with the right to view it upon request. Any issues related to privacy or dignity will be promptly investigated and addressed to ensure your concerns are managed effectively.

[bookmark: _Toc203484217]Independence and Informed Choice 
At MMIC Services Pty Ltd, we are committed to supporting your independence and ensuring that you have the ability to make informed choices about your care and services. We believe in empowering you to take an active role in decisions that affect your life, including the selection of services and the setting of personal goals. Our approach is centred on providing you with all the necessary information and options, allowing you to make choices that align with your preferences and needs. We respect your right to make decisions, even if they differ from our recommendations, and we work to facilitate your independence while offering support as needed.
Our services are designed to enhance your autonomy by offering flexible options and fostering an environment where you can exercise your rights to make decisions about your care. We work collaboratively with you to develop a personalised support plan that reflects your goals and aspirations. Our commitment is to ensure that you are well-informed and confident in the choices you make, supporting your journey towards greater self-determination and control over your life.

[bookmark: _Toc203484218]Violence, Abuse, Neglect, Exploitation, and Discrimination
Definitions:
· Violence: Physical or psychological harm.
· Abuse: Harm or mistreatment.
· Neglect: Failure to provide necessary care.
· Exploitation: Using you for personal gain.
· Discrimination: Unfair treatment.
At MMIC Services Pty Ltd, we are dedicated to ensuring that all participants are free from violence, abuse, neglect, exploitation, and discrimination. We maintain a zero-tolerance policy and strive to create a safe and supportive environment tailored to your individual needs. We proactively identify and manage risks to your safety and ensure that you receive care from qualified and competent staff.
You will be provided with information about advocating for your rights, including access to independent advocates if needed. Your right to choose an advocate and have them present is fully supported. Any incidents of mistreatment will be promptly acknowledged, thoroughly investigated, and managed effectively, with a focus on continuous improvement to prevent future occurrences.
If you experience or witness any form of harm, please contact us immediately. Your safety and the quality of your care are our top priorities, and we are committed to addressing and resolving any issues swiftly and effectively.

[bookmark: _Toc203484219]Incident Management
Definition: An incident refers to any event that affects your safety or well-being.
Reporting: If you experience or witness an incident, report it immediately. We are committed to documenting, investigating, and resolving all incidents to ensure your safety and well-being.

[bookmark: _Toc203484220]Right to Access an Advocate 
At MMIC Services Pty Ltd, we recognise and uphold your right to access an advocate to support you in exercising your rights and ensuring you receive the services and support you need. Advocates are individuals or organisations who can help you understand and navigate your rights, provide guidance on resolving issues, and represent your interests. You have the freedom to choose an advocate who best meets your needs, and we will assist you in connecting with these services. Whether you need help with decisions about your care or support during disputes, an advocate can be an invaluable resource in ensuring your voice is heard and respected.
Our commitment includes facilitating access to independent advocates if you wish to make complaints, resolve issues, or seek guidance. We ensure that the process of involving an advocate is transparent and supports your right to have someone represent your interests throughout your time with us. If you decide to engage an advocate, we will provide you with all the necessary information and support to make this process as smooth and effective as possible, ensuring that your advocacy needs are met promptly and respectfully.


[bookmark: _Toc203484221]Feedback and Complaints Management 
At MMIC Services Pty Ltd, we actively seek and value your feedback as a vital tool for continuous improvement in our service delivery. Your insights help us identify strengths and areas for development, ensuring that we provide the best possible support. We encourage you to share your feedback and concerns openly, and we are committed to addressing them promptly and fairly. 
You can submit feedback through various channels: email us at info@mmicservices.com.au, call us at 0406 719 627, meet with us face-to-face, or speak directly with your Support Coordinator. Additionally, you can complete the Feedback and Complaints Form, or contact MMIC Services Pty Ltd Director for further assistance.
We have established a comprehensive Feedback, Complaints Policy, and Procedure to ensure that all concerns are managed effectively. 
During your initial meeting and ongoing service reviews, we will discuss how to lodge a complaint or provide feedback. Our aim is to resolve issues collaboratively and prevent escalation. If a complaint is not resolved quickly at the source, our director will contact you with an initial response and outline how the complaint will be managed. Should you be dissatisfied with the resolution, you have the right to appeal the outcome.

NDIS Quality and Safeguards Commission
Email: contactcentre@ndiscommission.gov.au
Phone: 1800 035 544

National Disability Insurance Agency (NDIS Participants)
Email: feedback@ndis.gov.au
Phone: 1800 800 110

Department of Social Services Feedback
Phone: 1800 634 035
Email: complaints@dss.gov.au
Website: www.dss.gov.au

Abuse
National Disability Abuse and Neglect Hotline
Phone: 1800 880 052
TTY: 1800 301 130
National Relay Service: 1800 555 677
Translating and Interpreting Service: 131 450
Email: enquiries@disabilityhotline.org
Website: www.disabilityhotline.org


Australian Human Rights Commission
Phone: (02) 9284 9600
TTY: 1800 620 241
Complaints Info Line: 1300 656 419
General Enquiries and Publications: 1300 369 711
Fax: (02) 9284 9611
Email: complaintsinfo@humanrights.gov.au
Website: www.humanrights.gov.au

Complaints Resolution and Referral Service
Phone: 1800 880 052
TTY: 1800 301 130
National Relay Service: 1800 555 677
Translating and Interpreting Service: 131 450
Email: crrs@workfocus.com
Website: www.crrs.net.au

The Mental Health Emergency Response Line
Metropolitan: 1300 555 788
Rural Link: 1800 552 002

Advocacy and Complaint Appeal Groups
People with Disability Australia (PWDA)
Phone: (02) 9370 3100 or toll-free 1800 422 015
Website: www.pwd.org.au

[bookmark: _Toc203484222]Service Agreements with Participants 
If you decided to start using services from MMIC Services Pty Ltd after your NDIS Plan is approved, we’ll set up a Service Agreement with you. 
The service agreement explains what kind of support is provided, how much funding you have, when and where you'll get the support, and how much it will cost. It also outlines your responsibilities, what we expect from you, and what you can expect from us.
The Service Agreement also includes information on how to end the agreement, how to handle any problems, and our cancellation policy. It provides details about emergency plans, how to escalate issues if they aren't resolved, and how to give feedback or make a complaint. This helps ensure that both you and MMIC Services Pty Ltd understand everything clearly and can work together effectively. If you have any questions or need changes to the agreement, please reach out to us.
[bookmark: _Toc51952362][bookmark: _Toc75186924][bookmark: _Toc145737380][bookmark: _Toc203484223]Cancellation Policy
If you need to cancel a service or appointment, please refer to the cancellation section in your Service Agreement with MMIC Services Pty Ltd. This section outlines the specific procedures and notice periods required for cancellations. It is important to follow the agreed procedure to avoid any potential charges and ensure a smooth process. If you have any questions about the cancellation policy or need assistance, please contact us directly for support.

[bookmark: _Toc203484224]Emergency and Disaster Management
At MMIC Services Pty Ltd, we are committed to ensuring your safety and well-being through comprehensive emergency and disaster management planning. Our approach includes identifying potential emergency and disaster scenarios specific to your needs within your Support Plan and Service Agreement. These scenarios may include natural disasters, medical emergencies, or other critical situations that could impact your safety. We work closely with you to incorporate relevant strategies and procedures into your plans, ensuring that you are prepared and protected in the event of an emergency.
It is important for you to review the emergency and disaster management details included in your Support Plan and Service Agreement regularly. If you identify any changes in your circumstances or needs that may affect these plans, please inform us promptly. This collaboration helps us update and adjust the plans as necessary to address any new risks or requirements, ensuring that you always have the most current and effective strategies in place for managing emergencies and disasters. Your active participation is crucial in maintaining a safe and responsive support system.

[bookmark: _Toc203484225]Transitions to or from a Provider
At MMIC Services Pty Ltd, we ensure that each participant experiences a well-planned and coordinated transition to or from our services. When a participant decides to move to a different provider, with the consent of participant we collaborate closely with the new provider to share relevant information and meet the participant’s needs. Throughout the transition, we keep the participant informed and involved in every step. We also assess and address any risks associated with the transition to ensure a smooth process.
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We are dedicated to supporting participants through their transition or exit from our services. If you need to exit or transfer, you can request a copy of our service exit and transition policy and procedure for detailed information. We ensure that all participants receive clear and appropriate information about their exit process, tailored to their specific needs and circumstances. Transition strategies are individualised and documented in each participant’s transition and exit plan, ensuring that the process is personalised and responsive to their unique requirements. Our exit procedures are designed to be fair and non-discriminatory, providing you with the support and clarity you need during this time.

[bookmark: _Toc203484227]Conflict of Interest 
At MMIC Services Pty Ltd, we are committed to managing conflicts of interest to ensure that our services and decisions remain impartial and in the best interest of participants. We have developed and maintain strict organisational policies to prevent personal or individual interests from impacting our services or decision-making processes. This commitment includes ensuring that our organisational and ethical values do not hinder a participant's right to choice and control. We actively manage, document, and report individual conflicts as they arise, and we ensure that advice given to participants about support options—whether provided by us or other providers—is transparent, promoting informed choice and control.
Our management team, employees, and workers are required to act in the best interests of the organisation and must disclose any conflicts of interest that could affect their professional conduct. We present participants with a range of support options and do not attempt to influence their choice to select MMIC Services Pty Ltd exclusively. We do not accept any money, gifts, services, or benefits that could compromise our impartiality. Meals, drinks, or entertainment will only be accepted if unsolicited, infrequent, and reasonable in amount. This approach helps us ensure that all participants receive fair and unbiased support in line with NDIS requirements.

[bookmark: _Toc203484228]Participant Money and Property 
At MMIC Services Pty Ltd, we are committed to managing and protecting your money and property with the utmost care. Employees and workers are thoroughly trained and inducted to ensure they handle your money and property appropriately. Workers are only authorised to use your money or property with your explicit consent and solely for the purposes you have specified. This consent is obtained through the Consent Form at the start of any new planned activities. Our team is dedicated to supporting you in accessing and managing your own funds as determined by your needs and preferences.
We ensure that our staff do not provide financial advice or information beyond what is necessary for managing your support plan. Your financial dealings and property are handled with transparency and respect, and we maintain strict records to ensure accountability. Any use of your funds or property is carefully documented and managed in accordance with our policies to safeguard your interests and ensure that your assets are used appropriately.
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I confirm that I have read, understand and agree to the above policies including the cancelation policy, payment process, feedback procedure and my responsibilities. 
The parties agree to the terms and conditions of this service agreement.


Participant or Plan Nominee Signature                   
Name: 
Date:  
[image: ]
MMIC Services Pty Ltd Director’s Signature    
Name: Michael Mweyo
Date:   
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