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Participant service charter 

This Participant Service Charter outlines your rights, how you will be treated and what you can expect 
from us. It also sets out your responsibilities and how you can give us feedback on any aspect of our 
service. Participants will be made aware of this Charter upon contracting Life Choices services, either 
in hard copy or online. 

 

About us 

Life Choice has been a trusted advocate for community inclusion, respect and valuing of people with a 

disability on the Fraser Coast since 1996. Our aim is to assist our participants in the pursuit of their life 

choices, either in their own home or the community, to enable greater quality of life experiences. 

 

Our individual lifestyle plans and increasing range of support services ensures we meet the changing 

needs of participants, new and existing, and their families. Through support services including 

community access, every day learning programs, in-home support, support coordination, supported 

independent living and allied health our 100+ staff provide positive, and rewarding experiences in line 

with the life choices of each of our participants. 

 

You can find information about our services on our website http://lifechoicewbb.org/ or by asking one 
of our staff. 

 

Our Maryborough and Hervey Bay offices are open between 8am and 4.30pm (Mon-Thurs) and 8am 
to 3pm (Fri).   

You can reach us on telephone  (07) 4123 6288 or email info@lifechoicewbb.org 

Our commitment to you  

Life Choice is committed to providing the highest quality services that we can. We will work with you to 
make sure you get the support that is available and right for you.  

 

What you can expect from us  

When you are in contact with our organisation, we will:  

• Treat you with respect at all times 

• Treat you fairly and without discrimination 

• Provide you with sufficient information about the service and its terms of use 

• Inform you of your rights and responsibilities  

• Provide a safe and healthy environment within the service and their facilities 

• Respect your privacy and confidentiality 

• Ensure you don’t face physical, sexual, emotional or verbal abuse 

• Protect your personal information and only use it for the right reasons 

• Involve you in decisions about the services you access and support you to have a say 

• Support you to connect with other services if needed 

http://lifechoicewbb.org/
mailto:info@lifechoicewbb.org


 
 
 

 

 
 
Doc_110 Participant Service Charter V3 August 2022  p2 
© This document is the property of Life Choice.  

Once printed this document is considered an uncontrolled version.  

 

• Tell you how to provide us with feedback on our service and how to make a complaint 

• Ensure your complaints are dealt with fairly and promptly 

 

How you can help us  

You can help us provide a quality service if you or your support person:  

• Provide us with complete and accurate information about yourself and your situation 

• Tell us if things change or you cannot keep an appointment or commitment  

• Act respectfully and safely towards other people using the service, and towards staff and 
volunteers 

• Provide us with feedback about our service and how we can work better 

 

How you can provide feedback  

We value your feedback on a positive experience you have had with us or how we can improve Life 
Choice services.  

We also want to know if you are not happy with the service you have received, or believe you have not 
been treated fairly and reasonably by us or by someone delivering services on our behalf. 

You can give us this feedback by: 

• Talking directly to a staff member or volunteer  

• Ask to speak to a more senior staff member 

• Contact our head office on phone (07) 4123 6288 

• Email us at info@lifechoicewbb.org 

• or by writing to 75 Lennox Street, Maryborough QLD 4650, OR, 1/1-17 Hershel Court, 
Urraween QLD 4655 

 

How we manage complaints 

We want to resolve complaints openly, honestly and quickly.  

We will acknowledge your complaint (within 2 working days) and respond within twenty (20) working 
days.  

If you are not satisfied with our resolution of your complaint, you may contact an independent body 
such as NDIS Quality and Safeguards Commission by calling 1800 035 544 or writing to Assistant 
Director Quality Assurance, NDIS Commission, PO Box 210, Penrith NSW 2750. 

 

How you can participate in your services 

We encourage our participants to participate in, and exercise choice over service decisions. We will 

ensure you are aware of and understand the services we provide. We are committed to supporting 

participants to make choices and participate in decisions by using interpreters, advocates, written 

materials in a variety of community languages, and culturally appropriate service strategies, where 

needed.  

mailto:info@lifechoicewbb.org

