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This statement sets out the rights of consumers/clients/young people of ICYS Ipswich Community Youth Service Inc. and outlines a commitment to support these rights.  This includes making available to consumers/clients/young people a clear and effective grievance procedure and an opportunity to provide feedback.

As a consumer / client of ICYS you have the following rights:	
To be treated fairly and as an individual
You can expect:
· to have fair and equitable access to services regardless of age, race, gender, culture, economic or religious background, sexual preference, disability, mental health issue or individual difference (except where it may be a condition of service entry e.g. program age requirement of 11 – 18 years old)
· to be treated with respect, dignity and sensitivity
· to be listened to and responded to appropriately in regards to your needs
· to receive personalised service based on your needs, views and experiences
· staff to actively encourage and support your participation in decisions which will affect your life.

To confidentiality
You can expect:
· information about you will not be provided to anyone outside ICYS without your permission, except where it is believed that you or another person is at risk of harm, you are a danger to yourself or others or if required by law 
· your files and personal information will be kept secure
· to be given access to your personal information upon request 
· staff to provide you with both written and verbal explanation of ICYS’ privacy and confidentially procedures. 

To information and an advocate
You can expect:
· to be provided with relevant, up-to-date and easy to understand information to assist you to act on your decisions
· to be supported by staff that can advocate for your rights at your request or offer assistance to support you to advocate on your behalf
· to be allowed access to personal, cultural and linguistic support persons of your choosing if required at any stage during service delivery
· to be referred to an appropriate alternative service if ICYS cannot meet your specific needs.

To withdraw from service provision
· You can choose to withdraw from service delivery without penalty and have the option to resume receiving support from ICYS if required.

To appeal
You can:
· discuss any decision or action made by a worker on your behalf or with you
· discuss with the relevant worker, and/or their coordinator, any feedback about the service you have received at any time
· make a complaint regarding the service you have received.

As a consumer / client of ICYS you have the following responsibilities:	
To treat ICYS workers fairly and with respect
· No violent or aggressive behaviour, speech or written messages (this includes physical harm, threats, swearing, throwing objects, damaging property, abusive text messages etc.).
· Staff will not engage with you if you are being violent, aggressive or abusive. 

To work with ICYS staff to achieve your goals
Help us to help you by:
· turning up to appointments on time and letting us know in advance if you need to reschedule
· respond to phone calls and texts in a timely manner
· be honest about your goals and what you are willing to do to achieve them.

Ending support
ICYS will cease providing you with support in the following circumstances:
· your current needs have all been met
· you no longer wish to be supported by ICYS
· we have referred you to another organisation better placed to meet your needs 
· we are unable to contact you
· you have been violent and or aggressive towards ICYS staff.

Grievance/complaints handling procedure
As a consumer/client of ICYS, you can provide verbal or written feedback at any time.  If you wish to make a complaint this can also be done verbally or in writing at any stage of your service delivery.  ICYS has policies and procedures in place to ensure all complaints are handled in a sensitive, fair and timely manner.

What to do if you have a complaint:
· directly contact the worker concerned who will try to resolve your issue
· if you feel the issue is not adequately resolved by this worker, or if you are not happy to discuss the issue with the worker, you can contact the ICYS CEO or ICYS Management Committee
· if you are still not satisfied with this response or have not received a response and 45 days has passed you may contact the Queensland Human Rights Commission to escalate your complaint 
· If you like would to know the funding body relevant to your complaint and support, please speak to your worker.

Further information can be found on the ICYS website under the “Your Rights” section about how to make a complaint. 

	ICYS CEO:

The CEO
ICYS Ipswich Community Youth Service Inc.
PO Box 2557
NORTH IPSWICH QLD 4305
ceo@icys.org.au
Phone: 3812 1050
	ICYS Management Committee:

The Secretary
ICYS Ipswich Community Youth Service Inc.
PO Box 2557
NORTH IPSWICH QLD 4305

	QLD Human Rights Commission:

Ph: 1300 130 670
https://www.qhrc.qld.gov.au/complaints/making-a-complaint 


 Contact details 
	· I understand my rights and responsibilities as laid out in this document.
· I agree to work alongside my support worker/s and to provide them with all relevant information.
· I agree to treat all ICYS staff with respect.
· I declare that ICYS shall not be liable for any loss / damage of personal property that I choose to bring onto ICYS premises or any injuries sustained as a result of my ignoring safety directions from ICYS workers.

	Client Name:
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	ICYS Staff:
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	Signed:
	
	Signed:
	

	Date:
	[bookmark: Text1]     
	Date:
	[bookmark: Text2]     



ICYS Statement of Consumer Rights v2026-1		Page 2 of 2

image1.jpeg
0 . IPSWICH COMMUNITY YOUTH SERVICE





