Complaints and Feedback

At ASeTTS we are committed to delivering quality services, but
sometimes we make mistakes. Sometimes the services that
help one person don't help another. We value your feedback
and work hard to make sure that we listen to our clients and
use their feedback to improve our services.

If you are unhappy with any of our services or wish to provide
positive feedback you can:

e Speak directly with the ASeTTS staff working with you

e Speak with an ASeTTS Manager

e Contact us by phone or email and tell us your story

If you raise a complaint it will be dealt with confidentially,
fairly and promptly. Raising a complaint will not affect your
right to receive further services from ASeTTS. During the
resolution of a complaint you can access the support of an
advocate, you can also contact the Health Consumers
Council on 1800 620 780 for assistance.

Remember

e Our services are voluntary - you have the right to refuse
services and can withdraw from services at any time

e You can request a counsellor of the same gender as you

e You can ask to change counsellors

Contact us:

Association for Services to Torture and Trauma Survivors
(ASeTTS)

286 Beaufort Street, Perth WA 6000

(08) 9227 2700

reception@asetts.org.au

asetts.org.au

asetts

rebuilding lives together



http://asetts.org.au/
http://asetts.org.au/
https://www.facebook.com/ASeTTS/
https://au.linkedin.com/company/asetts

Welcome to ASeTTS

ASeTTS works with people who have survived torture and trauma,
who are often refugees and may be from culturally and
linguistically diverse (CaLD) backgrounds

We provide a variety of services from counselling
to community services. Services are available
for individuals, children and youth and
couples.

Our services are free.

Your Rights
When you access ASeTTS' services we will: .
e Treat you with respect and courtesy at all times.
e Use an interpreter if you need one.
e Work with you to understand your needs and develop
a plan for services.
¢ Include someone close to you in your service planning
and delivery (if required).
e Have qualified staff deliver personalised services.
e Abide by all relevant laws and standards of care.
e Keep your information and records private and
secure.
e You can request your information and records at any
time.
e Refer you to other services where appropriate and
with your permission.
e Seek your feedback about services and respond
quickly to issues or concerns raised.

Your Responsibilities
When you access ASeTTS' services you are asked to:
e Provide our staff with information about you and your
needs so they can better assist you
e Arrive on time for appointments or activities
e Give us notice if you can't attend an appointment or activity
(earlier than 24 hours is preferred)
e Not come to an appointment or activity under the influence
of alcohol or illegal drugs

Confidentiality and Privacy

When you first come to ASeTTS, we will ask questions about
you, your background and needs. This information helps us to
understand how to work with you. The information is stored
securely and we make sure that it is safe. Only ASeTTS staff who
work with you can see your information, they treat this
information as confidential.

Our staff and interpreters who work with you do not pass on
any information about you without your permission. You have
the right to say no, and refuse permission to share information.
We will respect your decision.

If we believe you are going to harm yourself or someone else,
we will act to protect you or the other person and this may
include releasing your personal information to another
organisation or person who will assist in keeping you safe. By
law we must take these actions..

We do use client information to understand the quality and
impact of our services, and for research and reporting.
Information used for research, evaluation and reporting is
always de-identified.



