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Access Your Supports is an independent Geelong organisation providing 
support services to eligible participants of the NDIS. Director Ralph 

Menchise has brought together a team of dedicated professionals that 
are passionate about empowering participants to achieve their life goals 

with the support of the services available to them under the NDIS.

AYS delivers high quality services that are aimed at supporting your 
wellbeing and independence at home and in the community. 

We look forward to working with you.

Welcome
SUPPORTING &
EMPOWERING

POSITIVE CHANGE



Quality of Service
YOU CAN EXPECT

Our years of experience mean 
that we have systems in place 
to ensure we can provide high 

quality services to meet your 
individual needs. Following a 

comprehensive assessment an 
individual person-centred plan 

will be developed in consultation 
with you and your support team, 

family and, should you wish, 
any person/s you request to act 

as your advocate. Services are 
planned to complement your 
strengths, needs and current 

supports. As a registered NDIS 
Service Provider, we adhere to our 
legislative requirements to ensure 

we meet your expectations and 
provide a high level of service. 
We continuously work to meet 

the NDIS Practice Standards 
as stipulated by the National 
Disability Insurance Scheme 

(Provider Registration and 
Practice Standards) Rules 2018.

Details of these standards can be found
by clicking this link or at:

ndiscommission.gov.au/sites/default/files/
documents/2019-12/ndis-practice-standards-

and-quality-indicators.pdf



SLES
School Leaver Employment Support 
is about giving you the skills and 
confidence to help you move from 
school to employment. SLES offers 
support for up to 2 years after 
finishing year 12 to help plan your 
pathway to employment.

FINDING AND
KEEPING A JOB
AYS can work with participants to 
assist them to find employment and 
build the skills needed for long term 
employment.

LIFE TRANSITION 
PLANNING
AYS can work with participants to 
engage supports to develop a plan 
for a meaningful future and empower 
individuals to achieve their goals as 
they transition through life’s stages.

ACCOMMODATION
& TENANCY SUPPORT
AYS can assist participants in
finding and applying for
housing including filling out
applications and meeting real
estate requirements.

FINANCIAL PLAN
MANAGEMENT
AYS can look after managing the 
financial parts of your NDIS plan, 
including paying your providers, 
processing your expenses, claiming 
from the NDIA and providing you with 
monthly statements.

SUPPORT
COORDINATION
AYS can ensure that supports being 
engaged under a participant’s plan 
are working together to empower an 
individual to achieve their goals.

Our Services

PEER MENTOR PROGRAM
AYS’s Peer Mentor program
includes allied health students
who can assist with therapeutic
interventions and NDIS goals for
children and young adults
(funded from core budget).

SPECIALIST SUPPORT
COORDINATION
Addressing the specific high complex 
needs or high level risks in a 
participant’s situation. These complex 
barriers can  impact a participant’s 
ability to implement their plan and 
access appropriate support.



BEHAVIOUR SUPPORT
Behaviour support is about creating 
individualised strategies for people 
with a disability that are responsive 
to the person’s needs, in a way that 
reduces the occurrence and impact of 
behaviours of concern and minimises 
the use of restrictive practices. 

THERAPY
We provide a range of therapy 
options to help you meet your NDIS 
Plan goals. We provide Dietetics, 
Counselling, Social Work, Psychology, 
Occupational Therapy, Physiotherapy 
and Speech Pathology. Our therapists 
all work together collaboratively and 
share information, resources and 
practice wisdom to tailor supports 
specific to you and your goals.

EARLY CHILDHOOD EARLY 
INTERVENTION (ECEI)
ECEI is therapy for children aged 
0-7 who have a disability or 
developmental delay. Your child 
will have an allocated Key Worker, 
who is the primary therapist within 
a multidisciplinary team of early 
childhood specialists.

GROUP THERAPY
AYS offer a wide range of Evidence 
Based and carefully designed 
Group Therapy Programs to help 
participants achieve their goals.
Our experienced therapists work 
in small groups across all ages, 
providing programs targeting social 
and emotional development, daily 
living skills, fine motor and much 
more.

ALLIED HEALTH
ASSISTANT
Working under the direct supervision 
of health care professionals to 
provide support in assistant roles 
such as occupational therapy, 
physiotherapy, podiatry, speech 
pathology and nutrition.

DIETITIAN
Our Dietitian can assess your 
nutritional status and provide 
recommendations and education 
to address any nutrition concerns. 
Dietitians are expert in human 
nutrition and the regulation of diet.



Access & Eligibility

Services are provided for specific
fees in line with NDIS pricing rules
and these will be discussed with
you at the time of assessment.
A Service Agreement will be
entered into between yourself and
AYS that clearly outlines these
fees.

Where we have a waiting list for
our services you will be informed
of the process including:

• How often we will contact you
• How we will assess your needs
• How we will prioritise your needs
• And, other services we may be 

able to refer you to with your 
consent.

We offer services based on
eligibility criteria which is in
line with NDIS requirements.

When you contact us, a staff
member will ask some questions to
enable us to decide:

• If we can provide a service to 
meet your current needs

• When to arrange a suitable time 
to meet with you

• Complete a more detailed 
assessment to progress your 
intake to our service.

TO BE A PARTICIPANT WITH
ACCESS YOUR SUPPORTS



Our Staff
At Access Your Supports we

employ qualified and experienced
staff. We assess each person’s

suitability through our rigorous
recruitment and induction

processes which include
verification of qualifications and

experiences, mandatory screening
and an orientation program
including the NDIS Worker

Orientation Module.



Personal planning
& review

Following the assessment we will work with you to
develop a person-centred Support Plan. This will help

you to communicate to AYS workers what you need us to
do to support you. You will be requested to sign your plan

in acknowledgement of your involvement in its
development and you will also be provided with a copy.

Your plan will be reviewed at regular intervals as required
by the NDIA in order to track your progress against your

defined goals and to ensure that the supports being
delivered are continuing to meet your needs.



Choosing AYS
AS YOUR

SUPPORT COORDINATOR
AND TO DELIVER OTHER SUPPORTS

AYS respects and upholds the
right of every participant to have
choice and control over support
planning and delivery. We place
the participant at the centre of
everything we do. This is why we
offer participants with ‘support
coordination’ in their budget the
choice of the full range of services
available in their area and work
with them to find the best
service/s to meet their needs.



Participant Rights and Responsibilities Statement

AYS has policies and procedures in place which provide a framework for participant 
rights and responsibilities to be respected and upheld.

Rights
As a person accessing our services you have the right to:
• Be treated in a professional, courteous and caring manner
• Respect of your cultural, ethnic, religious and linguistic background
• Respect of your gender or gender identity
• Freedom of expression
• Privacy and dignity
• Freedom from abuse, neglect, violence and exploitation
• Expect your information to be protected in line with privacy laws
• Access to your personal information in line with privacy laws
• Clear and current record-keeping of your provided supports by AYS on your 

behalf
• Timely and responsive service
• Access to information regarding AYS services available to you
• Choice and control in accessing or exiting AYS services
• Access services that are not delivered by AYS
• Be provided information and support in accessing an advocate
• Involve an advocate of your choice (family member, friend, professional 

advocate) to be present at meetings with any AYS staff
• Access to an interpreter
• Request a change in support worker
• Access feedback and complaint mechanisms in line with organisational 

documented policies and procedures that meet the requirements of NDIS 
(Complaints Management and Resolution) Rules 2018.

• Access incident management and reporting mechanisms in line with 
organisational documented policies and procedures that meet the requirements 
of NDIS (Incident Management and Resolution Rules) Rules 2018.

PARTICIPANT RIGHTS AND
RESPONSIBILITIES



Responsibilities

As a person accessing our services you have the responsibility to:

• Be respectful of others rights’, including those outlined above as 
applicable to AYS participants and workers

• Provide current and relevant personal information to AYS staff and 
update AYS staff should this information change

• Complete and return all required documentation to AYS
• Abide by the terms stipulated in you Service Agreement with AYS
• Work cooperatively and be actively involved in decisions regarding 

your support needs
• Acknowledge that needs change and negotiate modification to care 

and services where necessary
• Allow safe, reasonable access for AYS workers at the times specified 

in your support plan or otherwise by agreement
• Provide reasonable notice should you wish to make changes to your 

supports or services
• Provide reasonable notice if you do not require a service or you 

wish to cancel a service
• Raise any concerns you may have in a timely manner
• Seek a fair resolution of any complaints
• Accept responsibility for personal actions and choices which may 

contain an element of risk

PARTICIPANT RIGHTS AND
RESPONSIBILITIES



Access Your Supports strives to provide a safe environment
for you and a safe workplace for our staff. We support an
environment where participants and workers are treated with
dignity and respect and where staff conduct themselves
professionally at all times. This is underpinned by our
Participants Rights and Responsibilities statement and our
Code of Conduct which is signed by all workers.
We have documented policies and processes in place to
ensure a service that is free from any form of violence,
harassment, bullying or discrimination. We have complaints
and incident management processes in place that are both
compliant under legislation relevant to providing services
under the NDIS and which also serve to protect participants
and workers and inform continuous improvement.
AYS is required to follow mandatory reporting requirements
in accordance with the Reportable Conduct Scheme
(Victorian Commission for Children and Young People) and
with the NDIS (Incident Management and Reportable
Incidents) Rules 2018. We have robust policies and
procedures in place to manage, investigate and report any
incidents or allegations of incidents. As per these internal
policies and procedures and mandatory requirements,
communication with participants is maintained regarding the
investigation, management and resolution of any incident or
alleged incident. For further information on these mandatory 
reporting requirements, please phone our office on (03) 4222 7479.

Your Safety



Access Your Supports acknowledges and respects your rights to
privacy and is committed to maintaining the confidentiality of your
personal information. We collect, store and use information in line
with legislative requirements. To provide services, we are required
to collect a range of personal information. We primarily collect
information to assess, plan and provide quality services to meet
your individual needs. If you provide incomplete or inaccurate
information to us, we may not be able to provide you with the
services you require. Your personal information also allows us to
sustain other internal processes such as health and safety, risk
management, account keeping, staff training, quality assurance
and to meet government and regulatory requirements where there
is a threat to public health.

Access Your Supports may at times disclose personal information
where it is necessary to deliver services or required by law.
Personal information may only be disclosed in the following
circumstances:
• If it is in accordance with the purpose for which we collected the 

information;
• You have provided consent for us to do so
• We have a legal obligation to do so

You have the right to request access to the personal information
that Access Your Supports holds about you and to update/change
as required. To exercise this right please make contact with our
office on 4222 7479 and complete an AYS ‘Access to information
request form’.

Privacy



Complaints & Appeals

Access Your Supports welcomes feedback from you and your 
representatives as it enables us to improve our services. We 
encourage you to bring to our attention anything that may be a 
concern about any aspect of the services provided or anything you 
think we may be able to improve.

Complaints may be raised with your worker to ensure a prompt 
resolution to your concerns. Complaints may also be made verbally, 
and/or in writing via the AYS Compliments, Complaints, Feedback 
Form, by completing the online feedback form on the AYS website, 
or other written correspondence. Complaints may be made 
anonymously. The Director can be freely contacted to discuss issues 
or concerns where the participant is not comfortable talking to the 
staff member or is not satisfied with the outcome, they will do their 
utmost to resolve the complaint. Complaints and their resolution 
are taken seriously and dealt with objectively, fairly, promptly and 
without bias.

Access Your Supports has documented policies and procedures 
around complaints management that comply with the NDIS 
(Complaints Management and Resolution) Rules 2018. AYS will 
endeavour to investigate and resolve complaints within 28 days 
of acknowledgement. Written feedback will be given to the 
complainant about the action taken and outcome. The complainant 
will be given the opportunity to provide feedback on the proposed 
action. You may choose to use an advocate at any point during the 
complaints process.



Complaints, Appeals & Advocates
If you are not satisfied with the response the matter will be escalated through Access 
Your Supports line of management to the Director until resolution is reached. 
If you would like to make an appeal about a decision we have made please contact 
the Director. If you are dissatisfied with the outcome of your complaint and the 
above steps have not supported you in reaching a satisfactory resolution, you may 
contact the following external bodies:

1. The NDIS Quality and Safeguards Commission
Ph.1800 035 544
www.ndiscommission.gov.au

2. Health Services Complaints Commissioner
1300 582 113
www.hcc.vic.gov.au

3. Victorian Equal Opportunity and Human Rights Commission
Ph. 1300 292 153
www.humanrights.vic.gov.au

4. Office of Public Advocate
Ph. 1300 309 337
www.publicadvocate.vic.gov.au

5. Australian Health Practitioner Regulation Agency
www.ahpra.gov.au

EXTERNAL COMPLAINT BODIES

At any point during your interactions with AYS you have the right to access and 
utilise the services of an independent advocate.  AYS can support you to access 
an advocate or you may wish to contact one of the below agencies:

1. Victorian Advocacy League for Individuals with Disability (VALID)
03 9416 4003
130 Cremorne Street, Richmond VIC 3121
www.valid.org.au

2. Rights Information and Advocacy Centre (RIAC)
03 5822 1944
Offices in Geelong, Bendigo, Mildura, Horsham and Shepparton
www.riac.org.au

3. Assert 4 All - A division of Barwon Disability Resource Council (BDRC)
1300 942 773
info@bdrc.org.au
48 McKillop Street, Geelong, VIC 3220
www.bdrc.org.au

ADVOCACY AGENCIES



Access Your Supports

Thank you
General enquiries:  (03) 4222 7479   -   intake@ays.com.au

Plan Management: (03) 4242 4188   -   pm@ays.com.au

AYS recogises the diverse needs of our community and we ensure our services
are inclusive of all children, young people and their families including those

who are of Aboringal and Torres Strait Islander descent, from culturally and/or
linguistically diverse backgrounds, those who identify as LGBTIQ and persons

living with disability.

ays.com.au


