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Client Rights and Responsibilities Policy

1. Purpose

This policy sets out how ECM protects, promotes, and upholds the rights of clients and NDIS participants,
while clearly defining the responsibilities of clients, families, carers, representatives, workers, and the
organisation.

ECM is committed to providing client-focused, person-centred, rights-based, and culturally responsive
services that support each person to exercise choice, control, dignity, autonomy, privacy, inclusion, and
safety.

This policy supports compliance with:

o NDIS Practice Standards and Quality Indicators, especially Rights and Responsibilities

« NDIS Code of Conduct

« National Disability Insurance Scheme Act 2013

o Privacy Act 1988 (Cth) and relevant privacy obligations

 Child Safe, safeguarding, and incident management obligations

« ISO-aligned quality and continuous improvement principles, including person-centred service delivery,
risk management, documented governance, complaint responsiveness, and continual improvement

2. Scope

This policy applies to:

All ECM clients and NDIS participants

Families, carers, nominees, guardians, and advocates

Employees, contractors, students, volunteers, and allied health professionals
Management and administrative staff

All service settings, including clinic, community, home, school, outreach, and telehealth

3. Policy Statement

ECM will deliver services in a way that:

« Respects the legal and human rights of every client

« DPlaces the client at the centre of decision-making

« Supports informed choice and control

« Promotes dignity, independence, inclusion, and self-determination

« Protects privacy, confidentiality, and personal information

« Maintains a service environment free from abuse, neglect, exploitation, violence, discrimination,
bullying, coercion, and retaliation

« Supports access to advocacy, communication supports, and complaints processes

o Uses feedback, incidents, complaints, audit findings, and review outcomes to improve services



4. Guiding Principles

ECM’s approach to client rights and responsibilities is based on the following principles.
4.1 Person-Centred Practice

Clients are active partners in planning, reviewing, and directing their supports.

4.2 Dignity and Respect
Every client will be treated with courtesy, fairness, empathy, and professionalism.

4.3 Choice and Control
Clients have the right to make informed decisions, express preferences, accept or refuse supports, and be
involved in goal setting.

4.4 Inclusion and Diversity
ECM respects each person’s identity, culture, language, values, beliefs, gender, sexuality, family structure, and
lived experience.

4.5 Safety and Safeguarding
Clients have the right to be safe and free from abuse, neglect, exploitation, discrimination, and avoidable
harm.

4.6 Privacy and Confidentiality
Client information must be collected, used, stored, and disclosed lawfully and respectfully.

4.7 Accessibility
Information about services, rights, responsibilities, advocacy, and complaints will be provided in ways clients
can understand.

4.8 Continuous Improvement
ECM will review and improve systems using evidence, feedback, complaints, incidents, and audit outcomes.

5. Client Rights

Clients and NDIS participants have the right to:

5.1 Be Treated with Dignity and Respect

o Be treated fairly, respectfully, and without discrimination

o Receive services in a professional, inclusive, and culturally safe environment

o Be free from abuse, neglect, harassment, intimidation, coercion, and exploitation

5.2 Make Informed Choices

o Receive clear information about services, fees, options, risks, benefits, and outcomes

o« Participate in decisions about supports, goals, and service delivery

o Accept, decline, pause, or withdraw from supports where appropriate

« Involve an advocate, family member, support person, nominee, or guardian in decision-making

5.3 Privacy and Confidentiality

o Have personal, health, and service information handled confidentially and securely

« Beinformed about how information is collected, used, and shared

« Give or withhold consent for information sharing, unless disclosure is required by law
o Request access to their records in line with legal and professional requirements

5.4 Safe and Quality Services

o Receive services from appropriately qualified, skilled, supervised, and authorised workers

o Receive supports that are evidence-informed, ethical, and within scope of practice

o Be supported through appropriate risk assessment, incident response, and safeguarding processes



5.5 Participation and Inclusion

« Be supported to express goals, preferences, values, and concerns

o Access services that are inclusive and responsive to communication, disability, and cultural needs

o Be supported to participate in community, education, family, and social life where relevant to service
goals

5.6 Feedback, Complaints, and Advocacy

+ Give feedback, raise concerns, make a complaint, or provide a compliment without fear of disadvantage
o Besupported to access an advocate or representative

o Receive a fair, timely, respectful, and confidential response to complaints

o Access external complaint pathways where concerns are not resolved

6. Client Responsibilities

Clients, families, carers, and representatives are encouraged to:

o Treat staff and others with respect and courtesy

o Provide accurate, relevant, and timely information needed for safe and effective service delivery

o Participate in planning, review, and communication where possible

o Inform ECM of changes that may affect service delivery, safety, contact details, funding, or availability

« Follow agreed service arrangements, including appointments, cancellations, and financial commitments
where applicable

« Contribute to a safe environment for staff, other clients, and visitors

« Raise concerns early so issues can be addressed promptly

Where a client needs support to understand or meet responsibilities, ECM will use a supportive and
reasonable approach consistent with person-centred practice.

7. ECM Responsibilities

ECM will:

o Provide services that uphold client rights and dignity

« Communicate clearly about available services, expectations, fees, and service agreements
o Obtain and document informed consent where required

o Make information about rights, advocacy, and complaints available in accessible formats
« Respect client diversity, preferences, and communication needs

« Maintain privacy, confidentiality, and secure record keeping systems

« Respond appropriately to incidents, complaints, feedback, and safeguarding concerns

o Support workers through induction, supervision, training, and policy awareness

o Monitor service quality through review, audit, and improvement processes

8. Worker Responsibilities

All workers, clinicians, contractors, students, and volunteers must:

o  Comply with this policy, the NDIS Code of Conduct, and relevant professional obligations
o Treat clients with dignity, respect, and professionalism

o Support informed choice, participation, and autonomy

o Practice within their role, qualifications, competence, and scope

o Maintain accurate, objective, and timely records

o Protect privacy and confidentiality at all times

o Identify, report, and respond to risks, incidents, and safeguarding concerns

o Cooperate with complaint handling, investigations, audits, and improvement actions
« Participate in required induction, training, supervision, and review processes

9. Advocacy, Communication, and Access Supports

ECM will support clients to understand and exercise their rights by:
« Providing information in plain language and accessible formats where possible



« Supporting the involvement of advocates, carers, family members, nominees, or guardians where
appropriate

o Offering communication supports, interpreters, or other reasonable assistance where available

o Ensuring clients know how to raise concerns or seek external support

10. Safeguarding and Incident Response

ECM has zero tolerance for abuse, neglect, exploitation, violence, and retaliatory behaviour.

ECM will:

o Identify and manage risks to client safety and wellbeing

o Act promptly on concerns relating to abuse, neglect, exploitation, discrimination, or misconduct
» Follow incident management, mandatory reporting, and escalation requirements

o Support clients through safeguarding and complaint processes

« Use incident reviews to strengthen quality, safety, and risk controls

11. Complaints and Feedback

Clients may provide feedback, compliments, concerns, or complaints verbally, in writing, with support, or

through a representative.

ECM will:

o Encourage feedback as part of continuous improvement

o Acknowledge and assess complaints promptly

o Manage complaints fairly, confidentially, and without reprisal

o Provide updates and outcomes where appropriate

o Refer clients to external complaint pathways when needed

« External pathways may include the NDIS Quality and Safeguards Commission and other relevant
oversight bodies.

12. Records, Governance, and Quality Improvement

ECM will maintain records and governance systems that support:

o Compliance with legal, regulatory, and contractual obligations

o Clear documentation of consent, incidents, complaints, and actions

o Risk management and service monitoring

« Review of trends, audit findings, and improvement opportunities

« Ongoing alignment with client-focused NDIS and ISO-style quality standards

13. Related Documents

This policy should be read alongside ECM’s:

o Privacy and Confidentiality Policy and Procedure

o Feedback, Complaints, Compliments Policy and Procedure

o Incident Management and Safeguarding procedures

o Service agreements, consent processes, and code of conduct documents

14. Review

This policy will be reviewed:

o At least annually, or earlier where required

« Following legislative, regulatory, NDIS, or organisational changes

« Following significant incidents, complaints, audit findings, or identified risks

Appendix 1- NDIS Rights and Responsibilities Alignment



Person-centred supports Sections 3,4, 5,7, 8
Individual rights and dignity Sections 3, 4, 5
Choice and control Sections 4.3,5.2,7, 8
Privacy and confidentiality Sections 4.6,5.3,7, 8
Independence and inclusion Sections 4.1, 4.4, 5.5, 9
Feedback and complaints Sections 5.6, 11

Safety and safeguarding Sections 4.5, 10
Governance and improvement Sections 12, 14

Appendix 2 - Client-Friendly Summary

Clients have the right to:

o Be treated with respect

« Besafe

o Make choices about their supports

« Have their information kept private

« Beheard and involved

o Make a complaint without being treated unfairly
o Get help from an advocate or support person

Clients are asked to:

o Treat others respectfully

o Share important information

o Let ECM know about changes

o  Work with ECM on appointments and agreed supports
o Speak up if something is not working




