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Client Service 
Charter

MYSS is a community based organisation that works collaboratively with young people, their families and the community, to enhance opportunities and support them in achieving their potential.  We aim to continuously improve our services to Mackay and Region by taking notice what our service users have to tell us!   

What we do!

MYSS runs two programs, the Youth Support Coordinator (YSC) program and the U-Nite Youth and Family Support Program.

The YSC program supports young people to remain engaged in education by providing individual support and group work within high schools in Mackay and region.  The YSCs also run community development programs for young people within the community.
The U-Nite Youth and Family Support Program supports young people and their families experiencing issues with relationships and communication.  The U-Nite program offers one on one support, as well as running some group programs.  

How we do it!

So that we can offer the best services possible and ensure that our service users are kept safe MYSS ensures that all people working within the organisation:
· Uphold the Code of Conduct, which makes sure we act professionally, treat everyone fairly, uphold confidentiality and privacy and ensure the health and safety of everyone accessing the organisation.

· Meet the Queensland Community Service Standards, which ensure that we operate the organisation and deliver services in an appropriate manner.

· Uphold laws such as the Commission for Children and Young People and Child Guardian Act (2000), which means that everyone in the organisation has to hold a current Blue Card that shows that they have undergone screening that has determined that they are suitable to work with young people under the age of 18 years.
Who we can work with!

The U-Nite Youth and Family support worker can work with young people between the ages of 10 and 18 and/or their families who are currently having problems with communication or relationships.

The YSCs can work with young people who currently attend one of the secondary schools that MYSS services and are experiencing challenges that make it hard for them to stay at school. 

You cannot be forced to receive support from MYSS – you must be willing to participate!

How do you access us!

U-Nite appointments usually take place at the office.  It is suggested that you phone ahead to book an appointment as we are often in meetings or appointments during the day and sometimes there is no one to see you if you just turn up.

The YSCs spend about a day a week in each secondary school that they service.  The schools that we currently service are:

· Bowen State High School

· Calen District College (fortnightly)

· Collinsville State High School (fortnightly)

· Holy Spirit College

· Mackay Christian College

· Mackay North State High School
· Mackay State High School

· Mirani State High School

· Moranbah State High School (fortnightly)

· Pioneer State High School

· Proserpine State High School

· St Patrick’s College Mackay

If you want to see a YSC you can contact the MYSS office by phone or contact your School Counsellor/Guidance Officer to arrange an appointment.

You are welcome to contact us yourself, or you can get another agency to refer you.

Your Rights!

You have the right to:

· To be involved in making decisions that will impact on you

· To be treated, with respect and dignity and to have your privacy respected

· To access services that are respectful of your individuality including sexual preferences and cultural background 

· To be able to lodge a complaint or provide feedback without being worried about negative consequences

· To expect complaints to be dealt with quickly and fairly, without fear of losing the service that you receive or suffering any other related disadvantages.

· To chose to have a support person present during any dealings with the organisation

Your Responsibilities!

You have the responsibility to:

· Treat all MYSS staff with courtesy and respect

· Attend appointments on time

· Let MYSS know if you cannot make appointments or are running late

· Let MYSS know if your contact details or circumstances change
· Ask questions before making any decisions that will impact you

Privacy and Confidentiality!

All workers at MYSS have a legal obligation under the Privacy Amendment (Private Sector) Act 2000 to make sure that the information that you give to us remains private and confidential.  Sometimes information may need to be shared with another worker at MYSS to support you better.  If your information needs to be shared with someone outside of the organisation (e.g. for referral, legal proceedings, etc.) this will be discussed with you.

MYSS has a duty of care to protect people from harm.  Therefore if you provide information that suggests that yourself, or someone else is at risk of harm, MYSS has a responsibility to share this information with people who will be able to reduce the risk of harm.
Feedback, Complaints and Appeals
If you have a query, complaint, appeal or suggestion about the service you have received from MYSS, we strongly encourage you to let us know, verbally or in writing.

If you feel comfortable talking to the MYSS worker directly about the issue please raise it with them first.  Otherwise you can take your query, complaint, appeal or suggestion to the Manager of MYSS 

When you are making a complaint or appeal, please let us know:

· The nature of the concern or decision being appealed
· How you would like it resolved
· If you do not feel that it is appropriate to talk to the Manager or you are not happy with how the complaint or appeal was handled you can request to have a Management Committee member contact you to work through the issue.

· If you are still unhappy you can refer the issue to the Mackay Regional Service Centre of the funding body.  
· You have a right to have a support person with you at any time during this process.
Extra Support Available to You!

MYSS is committed to making sure that all service users are able to easily access MYSS services, make choices and participate in decisions affecting them.  Therefore MYSS is able to support service users to access interpreters, advocates and other culturally appropriate service strategies.  If you feel you, or someone that you know, needs extra support to use the services provided by MYSS please contact the organisation to make the required arrangements.
Access to Information!

MYSS believes that information about a person belongs to that person. All service users will be able to access any information concerning themselves.  If you would like to see any information that MYSS has about you, just ask your support worker and access to your file will be arranged.
Accessing this Charter!
This Client Service Charter is to be displayed on the meeting room walls at the MYSS premises.  A version the Client Service Charter is also available in brochure format and will be distributed to service users at initial contact and intake.  A copy of the Client Service Charter is also available on the organisations website.
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