Inclusive

@ Employment
Australia

Finding careers for people with disability QUALITY EMPLOYMENT

NDIS

Client Manual & Policy Summaries

Registered NDIS Provider

Tel: 1300 780 789  Post: PO Box 284 Joondalup 6919  ABN: 28 473 809 505
Job-matching | Training | Support | Careers | www.bizlink.asn.au

Once printed this document is no longer controlled — the current version is as per the Document Register

G:\QA\NDIS\Registration Pack\NDIS Client Manual-R4.docx


http://www.bizlink.asn.au/

Contents

WEICOME 10 BIZLINK ... bbbttt 2
CRAMEr AN VEIUES ..o 2
NDIS PractiCe STANGAIAS .........ccuriiiririeiriicieiseeee e 2
NDIS COAE Of CONAUCL........ueiieiicieiiic ettt 2
SuQQgestions @Nd FEEADACK.............uiiieiiri bbb 3
Contacting MaNAGEMENT ... bbbttt 3
INFOrMALION YOUIF WY ... bbbttt 3
Your Privacy and Sharing Personal INformation............ccoeoriiieeniicessseee s 3
00T 11T o A o T o 13PTSR 3
Capacity Building Employment ASSISTANCE .........cvuerriiiiceiessieee st 3
How NDIS Coordinators WOrk With YOU .........ceiii i e e et e e s e e e e nreaae s 4
Your Privacy and Sharing Personal INformation............ccoeorirneiicesssese e 4
Advising of Changes to Personal INformation ... e 4
Disclosure of Criminal OffENCES .....cocuiiiuiiiieie ettt s s s e 4
Disability SPeCific INFOrMAtioN .....ciiciiiie e e et e e e st e e e sataeeesnbeeeeenraees 4
COMPIAINT PrOCESS ...ttt ettt s e s e e e et s 4
POlICY SUMMANIES ...t bbbttt b bbb s e e e e e s s sttt et st n et st s e 5
ADOUL BIZLINK POIICIES ...eeiveieitieiieeeitte sttt ettt et e s e e sme e s e e s smneesmreessmeeesaneesas 5
(oo ol A B O (7= o TP 5
(2o ol 0 o o V7 TP 5
Policy 1.2 Screening Checks for ClIENTS .......uuiiii i e e e e e et re e e e e e e e e nrnaaees 6
Policy 1.3 Child Safety and WEIIDEING ........eee ittt et et e e e e ara e e e s aaa e e e e abaeaeenraees 6
Policy 1.4 Information Security ManagemeEnt........ccuiiiiiiiiieiiciiee et scrr e e e sre e e s s ara e e s saaaeeesnbaeesennnees 6
Policy 2.0 Participation and INCIUSION.........ciiiiiiiie ittt e e e s st a e e e sabaeeesnbaeesssnnees 6
(o] [T A O o [V 1o [UF | I @ 10 dole] o V=T PR 7
Policy 4.0 Feedback and ComPlaints ...........uuiiiiiiiiiiiiiieeee ettt crrree e e e e e e e saarer e e e e e s e e saaaaeeeeaeeesennrneeees 7
(070 0o o] 1o N fl o Yol 1] 3 USSP PPPRRRN 8
POLICY 5.0 SEIVICE ACCESS .uvvvieiiuiieeeeeireeeeiitteeeeeiteeeesitteeeesssteeeessssaeeaassaeesaassasesaastesesanssssesasssseesanssseeessssseessnssneens 8
Policy 5.2 Prevention of Violence and AZEIreSSION .......iccciiieiiciiieiiiiteescieeeessiireeessreeesssareeessnseeeessssaeessssssees 9
Policy 6.0 Service Management and QUAlitY .....cooocceeiiiiiee i 9
Policy 6.11 Client Training and SUPPOIT ......uuiiiiiiiiiiiiieeee et e e e e e s e e e e e s s s saat e ee e e e e sesnssataeeeesesssnnsnenees 9
Policy 6.12 Client Employment CONITIONS .......ueiiiiiiiiiiiiiie ettt e s are e e e sear e e e s naaee e eanaee s 9
Policy 6.14 Information Technology and Cyber Safety........ccociiiiiciiii e 10
(01 Vo Yo LY I =1 7 I 1 N PSPPSR 11



Welcome to BIZLINK

This manual is about how BIZLINK works with you, your rights, and your responsibilities. We work together to
achieve your employment goals. You can discuss any questions you have with your Coordinator.

BIZLINK is a West Australian not-for-profit Inclusive Employment Australia (IEA) service and a Registered NDIS
Provider for Assistance in coordinating or managing life stages / transitions and supports, Assistance to access
and/or maintain employment and/or education.

Established in 1992 as an Incorporated Association. Our IEA services are funded by the Australian Government
Department of Social Services (DSS), which means these services are free for both employers and clients. For
NDIS participants, our service is funded by the National Disability Insurance Agency (NDIA) under the participants
NDIS plan. Where appropriate, we aim to transition NDIS clients to our free IEA service.

Charter and Values

BIZLINK aims to provide quality employment assistance and support. We work together to achieve your
employment goals. To meet your needs, we have a Charter and Values:

Charter: Quality employment for people with disability

Values: BIZLINK employees believe people:

¢ have a right to work in open employment

¢ have a central role in planning their own careers, with their families and significant others (where involved)
¢ have a right to individualized support to become competent and valued employees

¢ have aright to a fair day's pay for a fair day's work

¢ need only the desire to work, support from significant others, realistic career choice and access to support
to succeed in open employment

¢ have a right to privacy, confidentiality and respect

NDIS Practice Standards

BIZLINK is committed to achieving quality outcomes for people that use our service. SAl Global audits BIZLINK
annually. For our NDIS service we must meet the NDIS Practice Standards and Quality Indicators.

NDIS Code of Conduct
The NDIS Code of Conduct requires providers to:

1. Act with respect for individual rights to freedom of expression, self-determination, and decision-making in
accordance with applicable laws and conventions.

Respect the privacy of people with disability.
Provide supports and services in a safe and competent manner with care and skill.
Act with integrity, honesty, and transparency.

Promptly take steps to raise and act on concerns about matters that may impact the quality and safety of
supports and services provided to people with disability.

6. Take all reasonable steps to prevent and respond to all forms of violence against, and exploitation, neglect
and abuse of, people with disability.

7. Take all reasonable steps to prevent and respond to sexual misconduct.
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Suggestions and Feedback

We want you to feel comfortable to approach any BIZLINK employee to discuss any issue. We occasionally ask
you to participate in satisfaction surveys. If you have given us your email, we will send you the link to the survey.
Surveys are voluntary and your feedback is appreciated.

Contacting Management

If you do not feel comfortable talking with someone, you can leave comments in the suggestion box at reception.

You can call 1300 780 789 or email management bizlink@bizlink.asn.au.

Our website has a feedback section and an anytime feedback survey BIZLINK Feedback.

Information Your Way

BIZLINK works with people with all types of abilities. We can read and explain this information, provide information
in different ways, like large print, another language or electronically, as needed.

We give updates on our Facebook BIZLINK Facebook and Instagram BIZLINK Instagram pages, in our
Bizzybodies newsletter and through emails.

Please keep your email address current.

Our Policies are on the BIZLINK website BIZLINK Standards & Policies

Your Privacy and Sharing Personal Information

Your privacy matters to us. Our Policy on Privacy explains how we collect, use, share, and protect your personal
information, as well as how you can access, update, or report issues with your information. BIZLINK strives to
keep your details accurate and current, please tell us of any changes.

Consent Forms

Consent General is used to share your information with your support network and employers for job matching.
Consent Specific is used to share information with specific organisations e.g. school, health services.
Consent Employer is used to share your information for work, work experience and volunteering.

Consent Media is used to share your photograph and/or information about you for our promotions.

Capacity Building Employment Assistance

BIZLINK provides Capacity Building Employment Assistance to support clients to find or keep a job. This support
if for working age NDIS participants (including students reaching working age) with an employment goal. More
information is on the NDIS website:

Finding, keeping and changing jobs | NDIS

Delivering capacity building employment assistance | NDIS

Supports in employment | NDIS
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How NDIS Coordinators work with you
An NDIS Coordinator will work with you to develop your NDIS program as needed by:

e Signing a Service Agreement with you. The Service Agreement will detail the supports we have agreed on
and how they will be paid for from your NDIS plan.

e Making a Goal Plan with you to achieve your program goals. Your Goal Plan will be updated whenever your
circumstances change, your goals are achieved, or you choose.

e Assisting you to work out what jobs match your abilities and interests.

e Organising work experience, job sampling, and work-related strategies in your Goal Plan.
e Keeping in regular contact with you.

e Using public transport.

e Becoming part of the team at work.

e Giving feedback to your family or support network as agreed with you.

e Linking with other community services for assistance with specific issues or other needs identified in your
Goal Plan.

Your Privacy and Sharing Personal Information

Your privacy is important, our Policy on Privacy aims to keep your information safe. It includes information on:
How we collect and handle your personal information, who we share information with, how you can access and
correct your information, and how you can complain about a breach.

Advising of Changes to Personal Information
BIZLINK aims to keep your personal information accurate, complete and up to date. Please tell us of any changes.

Disclosure of Criminal Offences

An employer may ask if you have a criminal record. If you are asked questions by an employer and answer
dishonestly you can be dismissed if the truth is later found out. As BIZLINK may be assisting you to find suitable
jobs as part of your Goal Plan, it is very important we are honest with employers. If you are concerned you may
have some offences that affect your job searching, please talk with your Coordinator.

Disability Specific Information

Providing disability specific information is a choice you make about what to tell another person or organisation.
Your Coordinator will work with you to look at your strengths and abilities, so we can explain the types of jobs you
can do to employers. Your privacy is important, we only share information about you that you have agreed to on
a Consent form.

Complaint Process

The Policy on Feedback and Complaints explains your right to make a complaint and tell BIZLINK about any
concerns you have. The complaint process is progressed depending on the issue and who you feel comfortable
talking with.



Policy Summaries

About BIZLINK Policies
This is a summary of policies from full Policy Manual.

Policies are explained at a meeting with a Coordinator, and they will ask you to sign a Policy Acknowledgement.

Policy 1.0 Rights

This Policy aims to protect your legal and human rights and keep you free from abuse or neglect. It explains what
abuse and neglect is and, if you are being abused or neglected, what you can do and what BIZLINK will do:

e Freedom and Respect: You have the right to express yourself and make your own decisions without fear of
abuse or harm. We respect your choices and involve you and your support network in decisions that affect
your life, with your consent.

¢ Incident Management: If you or someone else notices anything concerning about your safety or well-being,
it must be reported immediately. We use guidelines to manage incidents appropriately and quickly.

e Management will make sure our policies are available to everyone and uphold a zero-tolerance approach
towards abuse and violence.

e Employees will respect your choices and privacy, providing personalized assistance and speaking positively
about you. Our workplace culture values human rights and protects you from abuse or neglect.

e Basic Rights: You have the right to dignity, equality, privacy, and protection against discrimination and
abuse.

e Types of Abuse: This includes physical, sexual, psychological, financial, legal, and systemic abuse, as well
as neglect in various forms.

e |s BIZLINK Working for You Brochure explains your rights and responsibilities. It explains who you can talk
to if you have any problems or concerns. It gives information about the Complaints Resolution and Referral
Service, the Abuse and Neglect Hotline and other services.

Policy 1.1 Privacy

This Policy explains how we keep information private. BIZLINK employees:

e Only collect information that helps with your service. We tell you what information we have collected, need
from you, or need to share with others.

e Get your consent before giving or getting information or sharing photos and information.

e Store your information securely and where it cannot be seen by the public.

You can access or correct your information by contacting us. Your Coordinator will check the full Policy because
we must respond within 30 days and there may be legal reasons we cannot release information.

How to make a privacy-related complaint: If you want to complain about how we handle your personal
information, please look at our Policy on Feedback and Complaints or call us 1300 780 789 or email:
bizlink@bizlink.asn.au. If you are not happy with the way we handle your privacy complaint, you can contact the
Office of the Australian Information Commissioner (OAIC): Phone: 1300 363 992 email:
enquiries@oaic.gov.au www.oaic.gov.au
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Policy 1.2 Screening Checks for Clients

This Policy explains how we make sure you get any screening checks like Police Checks, Working with Children
Check (WWCC), NDIS Check as needed and when we will pay for them. Coordinators can help you to get the
right checks. If you are working with children, you must have a WWCC.

A Manager can help work out if your screening check shows a criminal conviction or an issue. We may advise
you not to do that activity e.g. job or work experience. You may still be able to do the activity with additional
supervision or other strategies in place, the Manager will do a risk assessment with your Coordinator. If an
employer has requested the screening check, the employer will decide if your check is acceptable. We will store
your screening checks securely, require a Consent form to share any information with other people and ensure
only Coordinators that need-to-know can access them.

Policy 1.3 Child Safety and Wellbeing

This Policy explains that BIZLINK has a zero tolerance of child abuse. BIZLINK is committed to preventing child
abuse and relevant employees must have a current Working with Children Check (WWCC) and an NDIS Check.
Any person displaying inappropriate behaviour toward children or young people may have the incident reported to
the relevant Government Department as a Reportable Incident. BIZLINK may contact the Police and pursue
charges against offenders.

Policy 1.4 Information Security Management

This Policy explains how BIZLINK IT is kept safe to protect your privacy and manage our service. BIZLINK complies
with ISO 27001 Information Security Management. All users are responsible for protecting BIZLINK IT from
unauthorised access, modification, destruction, or disclosure. BIZLINK IT includes all client, service, operational,
financial, HR and strategic information in hard-copy or electronically. All devices, networks, databases, web or
cloud-based applications, all associated files, folders and information storage and systems related to BIZLINK
services. BIZLINK is accredited by the Department of Employment and Workplace Relations for Right Fit For Risk
cyber security. More information here RFFR | DEWR

Policy 2.0 Participation and Inclusion
This Policy explains how we support you to participate and be included. BIZLINK employees:
e Do a Goal Plan with you to work towards your goals and provide agreed supports.

e Assist you to connect with people and services in your community like mental health supports, leisure,
recreation, accommodation, and advocacy services to meet your individual needs.

e Provide opportunities to have your voice heard about decisions that affect you e.g. giving feedback and being
aware of our complaints procedure.

e Give on and off-site support as needed to help you be part of your team and work with other people e.g.
customers.

e Assist you to use workplace facilities and services e.g. breaks, training and social events.

e Use natural supports, which means co-workers can help with your training as they understand the workplace
best and can include you.

Your Culture, Values and Beliefs We understand the key roles that culture, diversity, values and beliefs play in
clients lives and ensure these roles are identified and responded to in a sensitive manner. Services are responsive
to the diversity of each client and promote a respectful environment for all.


https://www.dewr.gov.au/right-fit-risk-cyber-security-accreditation

Policy 3.0 Individual Outcomes
This Policy explains how BIZLINK employees consider your skills, abilities, employment goals and support needs.
To meet your individual needs and achieve your goals BIZLINK employees:
e Work with you in ways that are flexible and consider your individual needs, and choices. Respect your
decisions and choices as agreed in your Goal Plan.
e Provide you with a copy of your agreed Goal Plan.
o Review your Goal Plan with you when your circumstances change e.g., health, work, personal
situation or you want a change e.g., new employment goal.
e Involve you and your support network (family, friends, carers, and advocates), with your consent.

e Create a short-list of suitable jobs or training or activities to build work readiness that matches your skills and
goals. Consider flexible employment options including job creation, restructuring or job sharing and the
Supported Wages System. Use flexible support including on and off-site to help keep your job.

Other service and advocacy information is available in our receptions and on our website BIZLINK Useful Links.
BIZLINK staff can help you contact other services as needed. The BIZLINK Policy Manual, IEA Client Manual
and NDIS Client Manuals are on our website at BIZLINK Standards & Policies or you can ask for a copy.

Policy 4.0 Feedback and Complaints

This Policy explains your right to make a complaint and tell BIZLINK about any concerns you have. Our employees
will manage your concerns quickly, fairly and in a considerate way, so you don’t worry that your service will be
affected. Formal complaints are reviewed by the Quality Review Committee and serious complaints, by the Board.

Our employees consider your privacy, dignity, and confidentiality, but at times there may be a duty of care and
disclosure may be required for serious matters. We will aim to have complaints resolved wherever possible and
we see complaints as an opportunity to improve.

Complaints can be about the way BIZLINK is working with you, breaches of your privacy, dignity or
confidentiality, the accessibility, resources, or physical condition of BIZLINK offices, working conditions, treatment
of you by your employer or co-workers or work health and safety issues and any other issues you feel concerned
about.

Criminal allegations will be responded to immediately and treated as urgent. The Managing Director will be
required to report these to the relevant Authorities, NDIS Commission or Department of Social Services. If you
make such a report, we encourage you to contact the Police. BIZLINK cannot investigate criminal activity, but we
will try to assist you. For matters related to abuse or neglect, see the Policy on Rights.

Who can complain: Anyone with a genuine concern about BIZLINK services, but especially clients and their
support network if involved.

Advocacy: Coordinators will support your right to an independent advocate, free from conflict of interest.
Advocacy see Useful Links | BIZLINK
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Complaint Process
The complaint process is progressed depending on the issue and who you feel comfortable talking with.

BIZLINK employee Talk to your Coordinator or other BIZLINK employee you feel comfortable with. They can
advise if you should make a formal complaint. Not comfortable talking with a Coordinator or other BIZLINK
employee, or you did and are still concerned? Talk to a Manager -

Manager Talk with the Site Manager or Operations Manager. They can advise if you should make a formal
complaint. Not comfortable talking with a Manager, or you did and are still concerned? Talk to the Managing
Director -

Managing Director Talk with the Managing Director - this will be a formal complaint. Not comfortable talking with
the Managing Director, or you did and are still concerned? Talk with a Director on the BIZLINK board -

Director Talk with a Director or the Chair of the BIZLINK Board to make a formal complaint. Not comfortable
talking with anyone from BIZLINK, or you have and are still concerned? Contact an External Service -

External Service Talk to the NDIS Quality and Safeguards Commission - You can talk to the NDIS Quality and
Safeguards Commission if you have concerns about the quality or safety of your BIZLINK service.

e You can contact the NDIS Quality and Safequards Commission through their website or call them on
1800 035 544.

Policy 5.0 Service Access

This Policy explains who can get a service with BIZLINK and the reasons for leaving or no longer being able to
get a service.

To get and keep getting services you:

e Must meet the NDIS eligibility guidelines and any requirements in your NDIS Plan, Service Agreement and
Goal Plan.

o Live in a BIZLINK service area.

o Are supported by your support network, where involved, and they and you agree to follow BIZLINK policies.

e Are willing to give BIZLINK and other government departments, personal information, as required and as
detailed in Consent Forms signed by your or your representative.

o Cooperate with BIZLINK in agreed activities including your Goal Plan.

Exit or Transfer: BIZLINK may need to exit or transfer you, or you may choose to exit or be transferred when:

e You no longer require assistance or are no longer eligible for NDIS supports that BIZLINK is registered to
provide.

¢ Another provider can meet your needs.
¢ You show unacceptable behaviour:
Unacceptable Behaviour:

Each of the following apply to BIZLINK, its offices, vehicles, and employees; your employer (whether employed
or doing work experience or training) or other sites or places of agreed activity.
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o Theft, Wilful Damage, Physical Assault, Verbal Abuse, Sexual Harassment.
e Endangering others by doing things you should not have, or not doing things you should have.
e Refusing to cooperate or participate in agreed activities or follow lawful instructions from supervisors.

¢ Not attending scheduled appointments or work without a good reason, and when asked, you don't give
evidence for that reason e.g. Medical Certificate.

e Refusing to accept agreed support from BIZLINK.
Policy 5.2 Prevention of Violence and Aggression

This Policy is about BIZLINK employees having the right to a safe and healthy work environment free from
violence and aggression. Violent and aggressive behaviour is a work health and safety issue, is unacceptable
and is not tolerated. Any client who is violent or aggressive may be suspended or exited. Police will be called if
needed and legal action taken if required.

Policy 6.0 Service Management and Quality

This Policy explains how BIZLINK has policies, procedures, and systems to manage our service.

Policy 6.11 Client Training and Support

This Policy explains the training and support that BIZLINK provides to help you achieve your employment goals
and take advantage of employment opportunities. As appropriate and required to meet your individual needs
BIZLINK employees:

e Provide advice on career choices and the types of training available to assist you in achieving your goals.

e Provide individualised support and assistance to participate in work preparation, job sampling, work
experience, skills training and personal development as in your Goal Plan.

e Assist with paying for or reimbursing you on successful completion of training detailed in your Job Plan.

¢ Provide job search assistance that matches your skills and encourages your involvement e.g. groups or one-
on-one sessions; internet searches and job applications; on-line inductions; contacting employers; interviews.

e Provide training to your co-workers to work with you, to promote your independence and inclusion at work.

e Provide training to use public transport.
Policy 6.12 Client Employment Conditions

This Policy explains how your Coordinator will work with you to achieve a “fair day’s pay for a fair day’s work”.
They will check your employment conditions are the same as other people doing your type of work. BIZLINK
employees:

e Support you to make choices about your employment options e.g. types of jobs and their location, conditions,
pay, hours, employer expectations, qualifications, skills and experience needed; opportunities for
Traineeships or Apprenticeships; the Supported Wages System; self-employment.

e Get a copy of your award, agreement, contract, pay slip or other evidence that details your pay and
classification. Monitor that your pay rates are fair for the work you do. Keep records in your file.

e Give you information about your job that will be kept in your file which explains your job, that we may request
pay slips from time-to-time, to contact Centrelink regarding any income reporting requirements and BIZLINK
support to be provided.



Document if the Supported Wages System (SWS) is used and the process and reasons for using. Wage
assessments will be kept in your file and assessments done as required.

Check the working conditions and Work Health and Safety.

Encourage you to let BIZLINK know any concerns about your pay, conditions, or treatment at work.

Policy 6.14 Information Technology and Cyber Safety

This Policy gives rules about using BIZLINK computers. Every user must follow these rules. Breaking these rules
can mean you cannot use our computers. Serious offences may be reported to the police.

Guidelines regarding responsible use of BIZLINK computers:

Log-off and/or lock the computer when finished or away from it. A Coordinator will assist with saving your
information. USBs are not allowed so we will email your information if you need a copy.

Report damage, loss or operating problems to a Coordinator. Make sure you follow hardware and software
license agreements e.g. copyright.

Respect the rights and property of all others and only use our computers with Coordinator permission. Be
courteous and respectful in all communications. Do not send any information e.g. text, images, sound, that
would break any law or anything that could be considered obscene, abusive or offensive.

Do not send or forward junk email, chain letters, pyramid scheme messages or spam. Do not subscribe to
any clubs, newsletters, or bulletins. All email and internet can be reviewed by BIZLINK. Emails can have the
same legal status as a letter or memo and can be used as evidence.

Do not load / download / install any program or software except with the express permission of a BIZLINK
manager who has checked with ithelp@bizlink.asn.au (i.e. these usually contain the “.exe” file extension).
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Choose BIZLINK

BIZLINK is an Inclusive Employment Australia service and Registered NDIS provider for Employment Supports.
We work with people with all types of disabilities, barriers and backgrounds to prepare for, find and keep quality
employment.

Choose BIZLINK for:

 Perth-based, local experience securing and supporting inclusive employment since 1992.
« Convenient offices across Perth in Joondalup, Clarkson, Innaloo, Morley and Midland.
 Personal job-matching and individual assistance.

« Onand off-site training and support.

o Experience in School to Work Transition, Traineeships and Apprenticeships.

o Employer and community partnerships built over 30 years in the Perth metropolitan area.

CALL

1300 780 789

To discuss how BIZLINK could be the BEST provider for you

Registered NDIS Provider

Inclusive
@ Employment
— Australia
Finding careers for people with disability QUALITY EMPLOYMENT

Tel: 1300 780 789  Post: PO Box 284 Joondalup 6919  ABN: 28 473 809 505
Job-matching | Training | Support | Careers | www.bizlink.asn.au
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