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About this handbook

This participant handbook provides information about GreyCare support to inform you about the policies and 
procedures of our service. The handbook is updated regularly when required to ensure the information remains 
relevant. The handbook is always available on line at https://greycare.com.au/handbook  or from the office in a 
printed format. 

GreyCare 
GreyCare was established in 2017 under its parent company GreyArmy which itself was founded in 1997.  

The GreyArmy was founded on honesty and integrity, with the promise of a quality job delivered for a fair price.  

GreyCare has been providing quality support to the community since its inception, with the main purpose to 
ensure participants receive the best possible support.  

The introduction of GreyCare, backed by the trades skills of GreyArmy provides NDIS participants the opportunity 
to receive a wide spectrum of support, including home maintenance, gardening and In-Home Support from the 
one organisation, effectively “A One Stop Shop”. 

https://greycare.com.au/handbook
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Support Delivered by GreyCare

Assist-Personal Activities

Assist-Life Stage Transition

Participation in the Community

Support Coordination 

Household Tasks

Community Nursing Care

Home Modification

House & Yard Maintenance

At greyCare we provide a variety of support in your own home, or 
wherever you may be living.  This includes:

GreyCare Support
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We understand the support needs of each person are unique, we are dedicated to providing professional NDIS 
support solutions tailored to suit an individual participant needs. 

We value equality, integrity, respect and quality. We take the business of providing quality support seriously and 
share a commitment to enabling participants to live independently in their own home. 

The six values which guide the way we deliver support to 
participants are: 

Statement of Purpose

Person Centred Support Respect and Dignity

Committed Organisation Supportive Organisation

Positive Organisation Right the First Time
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Code of Conduct 
  
GreyCare respects and supports the fundamental 
rights of participants to continue living independently 
in their own homes and communities with dignity and 
respect.  

Our Code of Conduct policy sets out in principle, the 
behaviors and standards of conduct expected of an 
employee while providing support to and upholds 
your rights. 

Support Coordination                                                                                                
GreyCare provides exceptional support coordination. 
If you would like to talk to us about support 
coordination you can request a visit from one of our 
team by phoning our office on 13 44 13.  

Your support coordinator ensures your independence 
and quality of life are paramount and works with you 
to identify how, when and what support you require. 
They will arrange the type of support to assist you, 
and prepare a written support plan in conjunction 
with you, this plan is signed and dated by everyone, 
ensuring we are in full agreement with the plan, its 
objectives and outcomes.

With help from GreyCare  
I can achieve anything. 

Janet.“
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Continuous Improvement 

We acknowledge continuous improvement is an 
ongoing cycle of review and evaluation of processes, 
policies and procedures within the organisation. Our 
continuous improvement process helps us to refine 
the way we do things, to make them as effective and 
efficient as possible.  Naturally this process allows all 
participants and employees to contribute to the 
improvement of support provided by greyCare.  

At times as a participant you may be asked questions 
about the support you receive. Every twelve months 
you will receive a phone call from a GreyCare 
employee who will conduct an interview with you 
seeking your opinions on the support you receive. 
This information is vital to allow us to grow and 
continue to deliver the best possible support to you 
and others. 

If at any stage you choose to leave GreyCare we 
would appreciate the opportunity to conduct an exit 
interview with you, this information will help us to 
improve the delivery of support to our participants. 

Conflict of interest and 
finances  

GreyCare employees will avoid situations which may 
give rise to pecuniary or other conflicts of interest 
and will not deal with the finances of participants. 

Participants are not to give or receive gifts to a 
Support Worker at any time and are not to give or 
receive cash payments or other forms of 
compensation from Support Workers in respect of 
the support provided. 

Risk Management  

As an organisation greyCare recognises in the 
modern business environment it is good practice to 
develop robust Risk Management practices.  

Our Risk Management involves establishing an 
appropriate infrastructure and culture and applying a 
logical and systematic method of establishing the 
context, identifying, analysing, evaluating, treating, 
monitoring and communicating risks associated with 
any activity, function or process in a way that enables 
the minimisation of losses and the maximisation of 
gains. 
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Section 1 
A Participant of GreyCare
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Agreeing to Support 

After your assessment and your decision to choose 
support from us, you will receive an NDIS 
AGREEMENT, it will outline the type of support you will 
be receiving, costs associated with the support, and 
any extras you may have requested. 

You or your representative will be asked to sign the 
Service agreement acknowledging you understand 
the content in the agreement, relating to your support 
requirements. 

Participant Profile 

GreyCare keeps on file participants’ information; 
name, address, contacts, behaviours of concern, 
illnesses and disability. Goals are recorded enabling us 
to deliver personalised support. 

A photo of you can be attached to your profile.  This is 
preferred for participant’s for whom we provide 
community access.  

Attached at the back of this handbook is a question 
requesting a photo to be displayed on your personal 
file. If you give permission, we request a head shot 
photo to be taken on your mobile phone and sent to 
info@greycare.com.au so we will be able to place this 
onto your file. If you are unable to take your own 
photo, our Support Worker can assist you by using 
their phone and will send the photo to the office.  

Once the Support Worker has taken the photo and 
forwarded it on, the photo will be deleted from their 
device. Please note: all Support Workers sign a 
confidentiality agreement ensuring your privacy is 
protected at all times. A key component of this 
agreement stipulates participant photos are not 
allowed to be stored on any employee’s private phone.  

Hours of Support  

Support is available to assist you 24 hours per day 
seven days a week, including public holidays, we can 
also offer sleepovers if required.  

Cancellation Policy 

Our participant cancellation policy is reflective of the 
NDIS guidelines.  Any rostered support must be 
cancelled 24 hours before the allocated time of the 
shift, if cancellation is received less than 24 hours’ 
ahead, we will charge 90% of the rostered shift.  

Privacy and Confidentiality 

We respect the privacy of all participants. Policies and 
procedures are in place to ensure privacy is 
maintained in accordance with Government 
Legislation.  GreyCare is committed to ensuring 
privacy principles are adhered by all employees and 
participants at all times.  

If at any stage you would like to see any of your 
personal or health information collected by us, or 
have further questions about the confidentiality of 
your information please call us on 13 44 13. 

mailto:info@greycare.com.au
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Support Fees  

All support delivered by GreyCare incurs a service fee, 
these are outlined in the service agreement.  If fees 
are not paid support may be cancelled and not 
reinstated.  

Participants receive support prior to an invoice being 
issued, all payments are then due within 30 days. 
NDIS fees and charges are claimed by us in one of 
the following ways: 

directly via the NDIS portal,  
by an invoice sent directly to the participant,  
by an invoice sent to the NDIA,  
or via an invoice sent to the support 
coordinator 

Trade support; such as plumbing, home maintenance, 
gardening etc. will be discussed with you and your 
support coordinator when requested. This type of 
support is a quotable support and no subject to a 
NDIS rate.  For this work a quote will be sent to you 
or your support coordinator for approval. There is a 
cost equivalent to one hour for quotations and if the 
quote is accepted this will be deducted from the 
overall quote cost. 

Establishment Fee  

The NDIA has set the criteria for service providers to 
claim the otherwise non-claimable costs providers 
face in establishing arrangements with participants.  
To qualify, providers must supply a minimum of 20 
hours of support per month, for three or more 
consecutive months of before they can claim this 
fee. It can only be claimed once.

Participants Fees and Charges

Thanks GreyCare for all your 
support, it has enabled me 
to continue living 
independently in my own 
home 

Theresa

“
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After hours Support  

GreyCare provides an emergency after-hours service 
to participants seven days a week.  This service is 
limited to urgent matters only, which cannot wait for 
action during the next business day.  

If you require assistance regarding support delivered 
by GreyCare, you can utilise this after hours service. 
All other matters must be addressed via your 
Support Coordinator. 

After hours is from 5pm.- 9am Monday to Friday or 
anytime during a Public Holiday or weekend. 
For any emergency situations requiring Police or 
Ambulance assistance, you need to dial 000. 

Complex Support Needs  

We are aware a growing number of people are living 
with complex support needs characterised by multi-
morbidity, mental health challenges and social 
deprivation.  

We are committed to supporting participants with 
these complex health needs, by delivering the best 
possible support for participants in their own home.   

Our broad team has a diverse range of skills and can 
assist with most support needs.  However, in some 
instances best practice may mean looking beyond 
our own team to access the skills required.   

Support Needs
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Section 2 
The Participant - You
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Assessment 

You should have already gone through an initial assessment with your Support Coordinator and completed your 
referral form, and this should have been sent to us. Alternatively if you have elected GreyCare to provide your 
support coordination, you should have had an initial assessment with one of our assessment coordinators.  

Support Plans  

Your support plan will outline the type of support you will be receiving and the times. This is attached to your 
service agreement and you are required to sign it to confirm you fully understand it.  

Support plans are reviewed when participants receive a new NDIS plan, however you can request a review 
whenever the addition of extra support is required.

The Participant- You
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Rights to an Advocate 

An advocate is someone who is independent from 
the National Disability Insurance Agency and is there 
to assist you. 

You are entitled to access an advocate at any stage, 
we encourage you to speak to one if you have any 
issues understanding your support  

You prefer you can contact the National Disability 
Insurance Agency directly yourself for assistance in 
understanding your support, but you can also get 
advice and help from an independent advocate at 
any stage too.  

An advocate can help you:  

Know your rights  
Understand letters or emails you get from 
the National Disability Insurance Agency  
Have your say when you meet with staff from 
the National Disability Insurance Agency  
Work out what to do if you are not happy with 
any part of the process you are going 
through  
Make a complaint if you are not happy with 
any of the decisions made about your 
support  
Help you to find a lawyer if needed.  

There are many organisations who provide advocates 
to help people navigate access the National Disability 
Insurance Scheme.   

To find an Advocate go to https://www.dss.gov.au  
type in Advocates in the search bar, or phone the DSS 
national number on 1300 653 227. 

Accessing your Personal 
Records  

You can access your personal records by following 
these steps: 

Contact GreyCare on 13 14 13 and request access to 
your personal records (they can be emailed, posted 
or collected from the main office).  

Your access request can be in writing and emailed, 
posted or hand delivered to our office. 

Please allow 5 working days for records to be made 
available to you. 

You can also view your records at the main office 
with a GreyCare employee during normal business 
hours. 

https://www.dss.gov.au
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Section 3 
Policies and Procedures
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Alcohol and Drugs  

All GreyCare employees contribute to an environment 
which promotes and assures professional in-home 
support and a healthy life style. GreyCare does not 
condone excessive drinking of alcohol, taking of non-
prescription medications, including smoking of 
tobacco. We also respect it is the right of the 
individual if they choose to do so. 

When it comes to purchasing alcohol, cigarettes or 
non-prescribed medication it is always the choice of 
the individual participant. If at any time the purchase 
of these products is required (not including any 
illegal product), written permission must be given to 
GreyCare from the support coordinator, family 
member, representative or via medical advice. 

At no time can a participant drink alcohol or smoke 
cigarettes in the presence of the Support Worker, 
including while travelling in any vehicle. Please note 
your home and any vehicle utilised for you are 
considered a place of work for our Support Workers, 
and as such fall under Work Safe Legislation and 
therefore must comply with all OH&S legislative 
requirements.   

Purchasing of illegal drugs is not allowed at any time, 
participants involved in such actions will be reported 
to the appropriate authorities and support will be 
suspended. Unless prior knowledge is available due 
to medical or addiction reasons.  

Abuse and Neglect  

GreyCare is dedicated to minimising the risk of abuse 
and neglect towards participants we support.  Our 
abuse and neglect policy guides employees and 
participants to minimise the risk of abuse and 
neglect by using a strengths-based approach, active 
engagement, and early intervention strategies. The 
procedure also documents our strict reporting 
guidelines and zero-tolerance stance on abuse and 
neglect.  

We ensure all participants are free from abuse and 
neglect by promoting and protecting people's human 
and legal rights with an emphasis on choice making. 
We do this by through a procedure that educates 
participants and detects early warning signs and 
follows a strict reporting process.  

This procedure ensures GreyCare as the Service 
Provider provides support that is free from abuse 
(sexual or physical) and neglect. 

Experiences of abuse and neglect will be reported to 
a variety of sources. These include the Ombudsman, 
Disability Services Commissioner, the Police, the 
National Disability Abuse and Neglect Hotline. 
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Physical Contact  

You have the right to be free from unwanted or 
unnecessary physical contact. Our Support Workers 
follow the below steps to ensure appropriate physical 
contact is maintained at all times.  

If physical contact is made with participants of the 
service, it should be appropriate to the situation. 
Support Workers and the participants we support 
must not unnecessarily touch, or in any other way 
have prolonged or intimate contact (such as kissing, 
rubbing, and caressing). 

The term ‘appropriate interaction' is based on the 
premise of a ‘professional' relationship, modelling 
appropriate social norms.  

If there is any unacceptable or inappropriate 
interaction from a participant the support worker will 
stop the interaction immediately. The Support Worker 
will be required to contact the office immediately. 

As a participant if you feel there has been any 
unacceptable interaction by the Support Worker, you 
must contact your Support Coordinator or the 
greyCare office immediately on 13 44 13. 

Inappropriate Sexual 
Expression  

It is a criminal offence for any employee to engage in 
any sexual relationship or sexual activity with a 
participant, even if consent is given.  

If there is a need to educate the participant we 
support about sensitive topics, this will be 
communicated to the Operations Manager who will 
refer them to appropriate professional support.  

Support Workers can assist participants we support 
to understand their rights, identify inappropriate 
and/or illegal behaviour, understand the importance 
of informed consent and act assertively to protect 
their health and wellbeing. 
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Respect  

By offering services to participants, 
GreyCare employee’s agree to always: 

Treat members of the greyCare community, 
including participants, family members and 
representatives, with respect and dignity at 
all times 
Recognise each participant as an individual, 
with individual needs, inclusive of those with 
complex, or more specialised needs 
Respect peoples personal, cultural, linguistic 
and religious preferences and background 
Provide support with empathy and sensitivity, 
without exploitation, abuse, discrimination or 
harassment 
Respect participants rights to choose the 
support they want and from whom they want 
it, free from victimisation 
Act at all times professionally, ethically and 
honestly, and in the best interests and 
wellbeing of the participant   

Professionalism  

All greyCare employees will: 

Deliver reliable, high quality and personalised 
support, acting at all times in accordance 
with their instructions, support plan and/or 
support goals of the participant  
Be aware of the appropriate professional 
boundaries in providing support to a 
participant 
Report any form of abuse or neglect of a 
person with a disability to the relevant state 
authority and the greyCare office  
Report any accident or incident to the 
appropriate emergency service 
Report any episode or incident which raises 
concerns about the standards of support 
provided by another care giver 
Document all details of any accident/incident  
Not act in a vulgar manner, nor expose 
participants or any member of the household 
to pornographic, sexually explicit or 
otherwise inappropriate offensive material 
Not be under the influence or alcohol or 
drugs at any time while providing support 
Understand the importance of effective 
communication and communicate openly 
and honestly and with participants  
Maintain and keep up to date all 
qualifications, police checks, licenses and 
registrations, required to provide the support 
requested by the participants 

What is expected of a Support Worker?

I can have so much fun, 
like bowling! 

Lachie“
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While a Support Worker is working in a participant home, the home becomes their workplace and relevant OHS 
legislative requirements must be met.  

To meet OHS requirements particular practices, modifications or equipment may be required and it is essential 
as a participant you are consulted about the introduction of any of these measures and in conjunction with your 
support coordinator, you are able to indicate the best measures for your living preferences. 

Support Workers attend specific training to meet the particular needs of individual participants. The type of 
training is discussed at various stages throughout the service provision and regularly requires the right balance 
be struck between you as the participant, the carer need and the Support Worker safety. 

GreyCare, as an organisation providing NDIS support, has referral policies and procedures to take into account 
relevant OHS issues where practicable. This includes the gathering of relevant information at the time of referral 
which may reduce risks for Support Workers visiting you as the participant for the first time. 

All participants will have a OH&S assessment conducted at their home before any commencement of support. 
The assessment will be done with the full involvement of the participant as well as relevant family members and 
carers.  The assessment of individual support needs can provide information about the occupational health and 
safety prevention measures that maybe required.  

A follow up OH&S assessment will be conducted on a regular basis, you will be notified when this is due and it is 
at no cost to you as the participant. 

Occupational Health and Safety
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Section 4 
Participants Concerns
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We recognise that from time to time a participant may have a dispute and/or grievance which needs to be 
resolved in the interest of a good working relationship.  

It is our objective to ensure that grievances are resolved by negotiation and discussion between the participant 
and GreyCare management as soon as is possible. 

You have the right for your grievance to be heard through all levels of management.  While the dispute 
settlement procedure is being followed, your support shall not be interrupted.  

No party shall be prejudiced as to the final settlement of a grievance by the continuance of support, 
Occupational Health and Safety matters are exempted from this requirement. 

Grievance and Disputes
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If you or your representative have any concerns 
about the support you are receiving from us, we want 
to know. Continuous improvement is important to us 
and we can only improve if we know about any issues 
of concern. Speak with your Support Coordinator and 
ask for a “Your Say” form, this will ensure your 
concerns are addressed in a timely manner. 

Attached to this Handbook is the “Your Say – 
Compliments, Complaints and feedback procedure”, 
as well as a copy of the “Your Say” form if you require 
one. If you need extra forms, please contact the 
office on 13 44 13 or email yoursay@greycare.com.au.  

The form asks for your name and contact details 
which allows us to contact you back with an outcome 
if you would like, it is all confidential. If you have 
trouble completing the form we will be able to, 
complete the form on your behalf or, provide you 
with assistance. 

If your concerns, cannot be addressed you can 
escalate them to the Operations Manager on 13 44 13 
or, via email at yousay@greycare.com.au. 

If you still have concerns and feel they have not been 
addressed attached to the back of this handbook is a 
copy of “It’s Okay to complain” printed by the 
Disability Services Commissioner, or phone the 
Disability Ombudsman on 1800 550 552. 

Your Say - Compliments, Complaints and feedback

GreyCare support workers 
are more like family 
sometimes 

Janet
“
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 Your Say Form - yoursay@greycare.com.au 

Document Created March 2022  Review March 2024 

 

GreyCare works to ensure all support is delivered with the highest standards and participants have 
formal and informal avenues for feedback to assist the organisation to maintain and improve on the 
quality of support delivered.  

Our policy ensures participant issues are resolved by consultation between all parties, and are fairly 
and promptly dealt with. We will respond to your issues in a timely manner, negotiating a timeline 
for resolution where an investigation is required. 

Once this form is completed mail to greyCare PO Box 73 Stanhope Victoria 3623 or email directly to 
yoursay@greycare.com.au 

For immediate help about a problem, please contact greyCare by calling 13 44 13. 

Date   
Contact Details for person completing form, please tick appropriate box                                                
Participant   Representative   
Participant Name   Representative Name    
If this form is completed by a representative, please tick appropriate box  
Advocate  Friend   Worker   
Other  Family   Other   
Address   Ph number   

 
 

Please tick the reason you have completed this form  
Compliment   Complaint   Feedback   
Summary of the Compliment/Complaint/Feedback. (Attach additional pages if required)   
 
 
 
 
 
 
 

 

GreyCare Office Use Only 
Section completed by greyCare Operations Manager 
Date Received  Allocated Your Say No.      
Section completed by greyCare General Manager and registered in the appropriate register  
Date GM received form   Date lodge in appropriate register   
Has issue been resolved and participant is satisfied with resolution? yes  no  

 

If not, when is the follow up date   
 

GM signature   Date   
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Section 5 
Leaving GreyCare
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GreyCare is aware at times, as a participant, you may decide to cease support for various reasons, this could be 
due to ill health, needing a type of support greyCare cannot currently offer, or simply because you are unhappy 
with the support delivered by greyCare.   

If this does occur you will be contacted by one of our office employees, who will conduct a short questionnaire 
with you, to capture information on why you have decided to leave. 

We will support you in your move by preplanning a transition plan, any issues raised by you during the exit 
interview will form a part of greyCare’s continuous improvement plan. 

All documents kept on file by greyCare, can be sent to the new service provider by secure email once permission 
has been granted by you.

Leaving
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GreyCare provides multiple supports to participants, if your needs include any support we are unable to provide 
at this time we will seek support from a service provider that does provide the required supports. In these 
instances we will seek d your permission to engage support from another service provider and negotiate the 
support requirements on your behalf. 

Once an appropriate service provider has been found we will request your permission in writing to engage them 
and will forward any relevant information to them so they can contact you o organise the appropriate support 
you require. 

Referring outside of GreyCare
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Acknowledgment- please tick the appropriate boxes

NDIS Audits

As a condition of greyCare’s NDIS registration our systems and procedures 
will be audited from time to time. The Audit requires participants to be 
interviewed to ensure we are providing appropriate support.  

If you agree to be contacted by the Auditors as part of one of our audits, 
please indicate below by ticking the box.

I give permission for an Auditor to contact me as part of a GreyCare Audit

Participant/ Representative                                              Date

Participant Handbook
As a Service Provider, GreyCare is required to send all participants a 
handbook outlining policies and procedures governing the support you 
receive.

I have received the latest version of the Participant Handbook, which was 
published in 2022

I would like assistance from GreyCare to understand the handbook

Participants Photo
As explained in the Handbook, GreyCare would like to have a current photo 
of all participants receiving support.

I give permission for a GreyCare to have my photo on file

I give permission for a GreyCare Support Worker to take my photo


