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About This Statement 
Minds Support Network Pty Ltd (referred to in this document as "Minds Support Network", "We", "Us" or "Our") 
provides online therapeutic support to participants across Australia. This Statement sets out what every 
participant can expect from Us, and what We ask of every participant and their support team in return. 

This document is written in plain language so it can be read and understood by participants, families, support 
coordinators and anyone supporting a participant in their therapeutic journey. If You need this document in 
another format, language, or accessible version, please let Us know and We will arrange it. 

There are two halves to this Statement. Your Rights set out what You can expect from Us. Your 
Responsibilities set out what We ask of You and Your support team. 

Part One: Your Rights 
As a participant of Minds Support Network, You have rights that We take seriously. These rights apply to 
every participant, regardless of age, ability, background or how You are funded. 

1. The Right to Safety 
You have the right to feel safe during every interaction with Us. We work hard to protect Your safety in 
sessions, in communications, and in everything We do. Every therapist working with You is credentialed, 
screened and supported by Our safeguarding framework. Sessions are delivered using the online platforms 
and communication environments approved by Us, with appropriate privacy and safety measures in place. 

2. The Right to Be Treated with Respect and Dignity 
You will always be treated with respect, courtesy and dignity by every person on Our team. Your identity, 
background, culture, beliefs and lived experience are respected and affirmed. Your communication 
preferences and accessibility needs are considered and accommodated. You will be addressed by Your 
chosen name and pronouns. You will not be judged, dismissed, or made to feel less than for who You are. 

3. The Right to Quality Therapy 
Practitioners hold the qualifications, registration, accreditation or professional membership appropriate to their 
role and scope of practice.Every Minds Support Network therapist holds the screening and clearances 
applicable to their role and state or territory, such as a Working with Children Check or NDIS Worker 
Screening Check. Therapy is delivered in line with evidence-based practice, drawn from a range of 
approaches and adapted to suit You. Sessions are planned around Your goals, Your preferences, and what 
works for You. 

4. The Right to Choice and Control 
You have the right to make decisions about Your own therapy. This is Your journey, and You lead it. You 
decide what You want to work on in therapy. You can request a different therapist if the match doesn't feel 
right. You can discuss the platform, communication style or session format that best meets Your needs with 
Your therapist. You can pause or stop therapy at any time, and Your decision to stop is respected, with no 
pressure to continue. Your goals can change and grow as You do, and We review them regularly with You. 

5. The Right to Privacy and Confidentiality 
What You share in therapy is private. We protect Your personal information carefully and only share it where 
permitted or required by law, or where You have given appropriate consent. Your records are stored securely 
in Our practice management software. Your information is only shared where it is necessary and permitted or 
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required by law, or where You have given appropriate consent. You can ask to see the information We hold 
about You. There are some lawful limits to confidentiality, including where We need to act to keep You or 
someone else safe, or where the law requires Us to report certain matters; We will explain these limits at the 
start of Your engagement with Us. More detail about how We handle Your information is set out in Our 
Privacy Policy, which is available on Our website. 

6. The Right to Information 
You have the right to clear, honest information about Our service, about Your therapy, and about decisions 
that affect You. We will explain Our service, costs, scheduling and policies before You commit to anything. 
Your therapist will explain how therapy will work, what to expect, and the goals You are working toward. If 
anything changes, such as Your therapist, the platform, the schedule, or the cost, We will tell You in advance 
where possible. If You don't understand something, You can ask and We will explain it. 

7. The Right to Be Heard 
Your voice matters. You have the right to be listened to, to raise concerns, and to have those concerns taken 
seriously. You can give feedback at any time through feedback@minds.care. You can make a formal 
complaint at any time through complaints@minds.care. Concerns about safety can be raised directly with Our 
Compliance team at compliance@minds.care. Complaints are handled fairly, with respect, and without 
retribution; raising a concern will not affect the quality of service You receive from Us. You can also take a 
complaint directly to the NDIS Quality and Safeguards Commission at any time, without needing to raise it 
with Us first. 

8. The Right to Advocacy 
You have the right to have someone speak up for You, with You, or on Your behalf. You can bring a parent, 
guardian, support coordinator, advocate or other support person to help You engage with Our service. You 
can access free, independent advocacy through the National Disability Advocacy Program; information is 
available at health.gov.au/our-work/ndap . Where You are a minor, We involve Your parent, guardian or 
authorised representative as required, while taking Your age, maturity, views and preferences into account. 

9. The Right to Inclusion 
Our services are open to everyone. We affirm neurodivergence, disability, and the full diversity of human 
experience. You will not be turned away because of who You are. Therapy is adapted to suit You, including 
Your communication style, sensory profile, identity, culture and lived experience. We will not try to change 
who You are. Our role is to support You to live well as Yourself. 

10. The Right to Free, Safe Withdrawal 
You can step away from Our service at any time, for any reason, with no negative consequences. You do not 
need to justify Your decision. You will not lose access to other services or be treated differently if You decide 
to stop. Where notice is required for scheduled sessions, the cancellation policy in Our Terms and Conditions 
applies. If You want to return in the future, You are welcome. 

Part Two: Your Responsibilities 
Therapy works best when both sides bring something to the relationship. The following are the things We ask 
of every participant and their support team. These are the foundations of a successful therapeutic 
engagement. 

1. Honest and Open Communication 
We ask that You communicate openly and honestly with Us. The more We know about Your needs, the better 
We can support You. Provide information at onboarding that is relevant to Your goals, needs and 
circumstances and that will help Us provide appropriate support Let Us know if something changes, such as 
Your contact details, Your support team, Your funding, or Your wellbeing. Tell Us if something in therapy isn't 
working, so We can adjust. Speak up early about concerns; small things addressed early are easier than big 
things left to grow. 

2. Respect for Our Team 
We ask that You treat Our therapists and team members with the same respect and courtesy We extend to 
You. Communicate respectfully in sessions, by email, by phone and on any communication platform. 

mailto:feedback@minds.care
mailto:complaints@minds.care
mailto:compliance@minds.care
https://www.health.gov.au/our-work/ndap
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Threatening, abusive or intimidating behaviour toward Our team is not acceptable and may result in action 
under Our relevant procedures, including, where necessary, the conclusion of services. Disagreements are 
welcome and can be raised through Our complaints channel; personal attacks on team members are not part 
of that process. 

3. Showing Up for Sessions 
We ask that You attend scheduled sessions on time and let Us know if You can't make it. Be ready a few 
minutes before Your session starts. Where possible, have a private space and a stable internet connection for 
online sessions, and let Us know if You need support with the online environment. If You need to cancel or 
reschedule, please give Us as much notice as You can, at least two business days where possible. Repeated 
missed sessions or short-notice cancellations may attract a cancellation fee under Our Terms and Conditions, 
and may affect Our ability to keep Your regular slot. 

4. Engaging with Therapy 
Therapy is collaborative. We can support You best when You bring Yourself to the work. Engage in sessions 
in whatever way works for You, including talking, drawing, playing, building, listening, or observing; there is no 
one right way. Be honest with Your therapist, including when something is difficult to say. Try the things 
suggested in sessions where You can, and if they don't work, tell Your therapist so a different approach can 
be tried. Recognise that change takes time; therapy is not a quick fix, and progress can be uneven. 

5. Honest Use of Funding 
Where therapy is funded through the NDIS, Medicare, a private health insurer or another funding pathway, 
We ask that You use that funding honestly and in line with the rules of the funding body. NDIS funding can 
only be used for supports that meet the applicable NDIS funding criteria and are related to Your disability and 
in line with Your plan. We work within the requirements that apply to Your funding. Where You are responsible 
for payment, please ensure invoices are paid in accordance with Our Terms and Conditions, or provide the 
relevant details for Your plan manager or funding body where applicable. Tell Us promptly if Your funding 
changes, such as Your plan being reviewed, Your eligibility ending, or Your funding pathway shifting. 

6. Communicating Through Approved Channels 
Where possible, communication should happen through Our approved channels to keep You and Our team 
safe. Use Our published email addresses, phone number and practice management software to communicate 
with Us. Do not contact therapists on their personal phone numbers, personal email accounts or social media. 
Do not invite or expect therapists to communicate with You outside Our service. This protects You, the 
therapist, and the integrity of Your therapeutic relationship. 

7. Sharing Responsibility for Safety 
Where Your engagement with Us involves elevated risk or the participant is a minor, We may ask the 
participant's support team to assist with safety planning and communication alongside Us. Where appropriate, 
support the participant to access a safe environment for sessions. Where a support person has been 
identified as part of the participant's safety arrangements, remain reachable and responsive if We need to 
escalate a concern. Follow any safety plan agreed with Your clinical or support team. Contact emergency 
services on 000 in the event of immediate danger to the participant or others. Where a separate High-Risk 
Engagement Awareness Statement applies to Your engagement, the specific safety considerations are 
described there. 

8. Confidentiality of What You See in Sessions 
Where Your sessions take place in group settings, or where You are aware of other participants engaging with 
Our service, We ask that You respect their privacy. Do not share details about other participants outside the 
session. Do not take screenshots, recordings or photos of sessions, without the required consent and 
permission. Do not record or transcribe sessions using AI or other recording or transcription tools. Treat other 
people's stories with the same care You would want for Your own. Treat other people's stories with the same 
care You would want for Your own. 

9. Letting Us Know What's Working 
We can only improve if You tell Us how We're doing. Share what's working; positive feedback helps Us 
understand what to keep doing. Share what's not working; constructive feedback helps Us improve. 
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Participate in periodic reviews of Your therapy goals. If You ever decide to leave Our service, We would value 
Your feedback about Your experience. 

If Something Isn't Right 
If You ever feel that Your rights are not being respected, or You have a concern about Our service, please tell 
Us. To raise a concern or complaint, email complaints@minds.care. To share general feedback, email 
feedback@minds.care. To speak to Our Compliance team about safety, email compliance@minds.care. For 
an external complaint, contact the NDIS Quality and Safeguards Commission on 1800 035 544 or at 
www.ndiscommission.gov.au . You can raise a concern with Us first, with the NDIS Commission, or with an 
independent advocate. You can do this at any time, in any combination, without affecting Your service. 

In a Crisis 
Minds Support Network is not a crisis service. If You or someone You know is in immediate danger or 
experiencing a mental health crisis, contact emergency services or a crisis support service immediately: 
Emergency Services (immediate danger to life) on 000 

• Lifeline (crisis support line, 24/7) on 13 11 14 
• 13YARN (Aboriginal and Torres Strait Islander crisis support, 24/7) on 13 92 76  
• Kids Helpline (children and young people support, 24/7) on 1800 55 1800 
• Suicide Call Back Service (24/7) on 1300 659 467 

A Final Word 
Therapy at its best is a partnership. Your rights are real, and We hold Ourselves accountable to them. Your 
responsibilities are the things that help make therapy work. When both sides bring respect, honesty and care 
to the relationship, the outcomes for the participant are stronger. Thank you for trusting Minds Support 
Network with Your therapeutic journey. 

mailto:complaints@minds.care
mailto:feedback@minds.care
mailto:compliance@minds.care
http://www.ndiscommission.gov.au/
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