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rights and responsibilities

Raising a family isn’t easy, and sometimes you 
need help when things aren’t going well. It can 
be hard to make changes on your own, and 
all you need is the right advice and support to 
make things better. That’s where Family Services 
Australia can help.

We are a community-managed organisation that 
helps strengthen families in the Wollongong, 
Shellharbour, Kiama and Shoalhaven areas. 
Families aren’t forced to use our service - it’s your 
choice to access our advice and support on the 
problems you and your children are facing.

By choosing to use our service, you can expect 
an independent, flexible and personalised range 
of in-home or centre-based programs to be 
provided at no cost to you. This brochure outlines 
your rights and responsibilities in accessing 
our programs, and also outlines our rights 
and responsibilities in providing you with our 
specialised services.

We understand

support

If you have a problem with our service
You have the right to tell us if you are unhappy 
with our service. Talk to one of our staff, but if 
your problem isn¹t resolved, contact the Service 
Manager. You can expect a response to a formal 
complaint within seven days.  

If you are still unhappy, or do not wish to discuss 
the problem with our staff, lodge a complaint 
with the Board of Family Services Australia by 
telephone or in writing. You can expect a 
response within 14 days. 

If Family Services Australia still has not been able 
to resolve the problem, phone the NSW 
Ombudsman¹s Office on 1800 451 524.  
All help from the Ombudsman’s Office is free. 

For further information please contact  

Family Services Australia

Family Services House
Ground Level O136

Stockland Civic Plaza
211 Lake Entrance Road

Shellharbour City Centre NSW 2529  
PO Box 291

Shellharbour City Centre NSW 2529 
Phone:  1800 372 000 (1800 FSA 000) 

www.familyservices.org.au
email:  admin@familyservices.org.au
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Our rights
As a service we also have rights, including:

• To collect basic details on all service users
for statistical and ongoing support work

• To decline service to those who do not fit
our guidelines or eligibility criteria

• To request that all clients treat workers and 
other clients with respect

• To meet legal obligations for children’s 
protection by reporting concerns about the 
safety and well-being of children to the NSW 
Department of Communities and Justice.

Our responsibilities
And with our rights come the following 
responsibilities to you and your family:

• Our work will be based on trust and respect

• We aim to strengthen your family by supporting
the safety, growth and development of all your
members - adults, young people and children

• We will respect the different cultural and
linguistic backgrounds of your family

• Our service will be flexible and respond to your
needs and those of our local community

• We will include you in planning and decision- 
 making on how we work with you.

With rights come responsibilities, and as a client of 
our service we ask that you consider the following:

• Make sure your pets are adequately restrained and
that you refrain from smoking while your Family
Support Worker is with you

• Do you understand everything being discussed?
Ask for further explanation or information if you
don’t understand

• Our programs are based on working together. You
are responsible to help set and achieve the goals

• Make sure your Family Support Worker has your
full attention during home visits - no other
visitors please

• Contact us ahead of time if you are not able to
keep an appointment with a Family Support
Worker or attend a group

• Staff and other clients of the service deserve your
respect at all times

• Privacy is important to all of us. Please respect the
privacy of other clients and staff.

If you ask Family Services Australia to work with 
you on solutions for your family, you can expect:

• Your privacy to be protected

• Our staff to respect you and your needs at all times

• Your cultural and linguistic backgrounds to be
respected

• Your written consent to be sought for information
sharing between services

• To be informed of why information is needed
about you and your family and how this
information will be used

• To be told about the services and supports offered

• To see all information kept about you at any time

• To request reasons for our decisions on service

• If you are not satisfied, you have a right to
complain. See back page for our complaints
procedures.

Your responsibilitiesYour rights
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