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Welcome to our psychology practice. Guidestar is an established clinic providing dynamic and creative
ways for people to make positive life changes. Our team of experienced psychologists encourage and
support people to be active participants in the change process. We can deliver psychology and
assessments from our Coburg rooms or via telehealth.

We want to ensure that your interactions with Guidestar reflect the value that we place on people, the
collaborative process and our commitment to high level customer service. We provide safe and
culturally appropriate psychology services for culturally and linguistically diverse, Aboriginal and Torres
Strait Islander and gender and sexually diverse (LGBTQIA+) clients.

We want our clients to feel calm, confident and valued. We want them to know that they are in the
best professional hands, and that at every stage of the process, from booking in, to the first visit to the
reception desk and in the privacy of the consulting room, they will be treated with respect and
consideration. Atthe outset, you should know that you will be in a comfortable, completely confidential
setting with a highly-trained, experienced professional who treats you with respect, helps you feel at
ease and engages you deeply in the process. At Guidestar, we work closely to support clients who have
experienced complex trauma and/or those who are neurodivergent or have a disability. We are
committed to providing the best support through trauma-informed and neurodiversity-affirming
practice.

We work hard to ensure that our clients have the best possible start and make continued progress in
their therapy. The purpose of this handbook is to introduce you to Guidestar and give you some
information about our history and our story. You will also find information about terms and conditions
and rights and responsibilities — both yours and ours.

This handbook is by no means an exhaustive guide to services provided by Guidestar. It has been
developed to act as a resource and reference for you. The policies within this handbook are easily listed
and easily accessed via the contents page. It will be updated as required as our business evolves and
grows. If you have any questions about the content please do not hesitate to contact us.

Guidestar was founded in 2017 commencing with two employees in a small office in Preston. Due to
rapid growth of our services we moved to Alphington for two years and in 2022 to our current head
office, training centre and psychology rooms in Coburg. We now have over 500 clients and a team of
over 30 psychologists, practitioners and employees.

We are also accredited against the Rainbow Tick Standards and Guidestar psychologists work under the
Australian Psychological Society’s ethical guidelines.

Guidestar is a Certified B Corporation, a new kind of business that balances purpose and profit and, in
2022 Guidestar won the Telstra Best of Business Award (Community Impact) for Victoria.
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Our Location
Quartermasters Building, 19 Pentridge Boulevard, Coburg 3058
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We offer services in three key areas: Psychology, NDIS Services, Learning.

=  Psychology
Counselling (Medicare, Private Health Insurance, Workcover, TAC, DVA)
Art Therapy
Play Therapy
Assessments
Employee Assistance Program
Professional Clinical Supervision
= NDIS Services
Therapy
Positive Behaviour Support
Support & Specialist Support Coordination

= Learning
Training for service providers
E-learning

We offer a wide range of psychological assessments, including cognitive, memory, neurodivergence,
personality, behavioural and many other assessments.
All assessments are undertaken by registered psychologists.

At Guidestar we see:

=  Children

=  Adolescents
= Adults

= Families

A society where everyone can realise their potential, achieve social and emotional wellbeing and live a
meaningful and engaged life.

To provide quality, sustainable, and responsive services that uphold human rights, create opportunities,
promote health, and empower people to make their own choices.
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Rights & Responsibilities

Our psychologists are committed to providing quality care and treatment for clients. Promoting the
rights and responsibilities of clients is an important part of this commitment.

A client of Guidestar is a person (child, adolescent, or adult) receiving the service.

Your psychologist must be registered with the Psychology Board of Australia (PsyBA) and abide
by their regulations. Psychologists adhere to a professional Code of Ethics.

Psychologists commit to ongoing professional development to maintain, improve and broaden
their knowledge, expertise and competence in providing psychological services.

Psychologists commit to evidence-based practice in the provision of psychological services.
Psychologists are capable of assessment, diagnosis and treatment of mental health disorders,
from mild to severe and complex, within their scope of practice and the limits of their
competence.

Your psychologist is required to clearly communicate how they intend to provide treatment
and how much treatment they think is required.

They also need to clearly communicate to you about the costs associated with treatment.
Your psychologist has a requirement to explain to you your legal rights regarding confidentiality
and when this might need to be breached. They will also be required to get your consent for
treatment.

Your psychologist will respect your privacy and protect your confidential information.

They provide information about managing any complaints or disagreements and details of
Guidestar’s cancellation policy (also detailed in this manual).

They will listen to your feedback and act promptly to resolve any concerns or problems.
Wherever possible, your psychologist will give you a minimum of 24 hours’ notice if Guidestar
has to change a scheduled appointment.
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Psychologists are equivalently trained, capable, competent and qualified to deliver
psychological services within their self-defined scope of practice. Clients have the right to know
the range of education, experience and training undertaken by their treating psychologist.
Clients have the right to choose the psychologist who is best suited to their needs.

Clients from culturally and linguistically diverse communities, including Aboriginal and Torres
Strait Islanders, have the right to see psychologists who are culturally competent and/or
bilingual and multilingual. Clients can also request the services of an advocate or interpreter
at any stage during treatment.

You have the right to request your psychologist use whatever name and pronoun/s you prefer,
regardless of what is on formal documents.

Clients should not be coerced into seeing one psychologist over another.

It is your right to terminate treatment at any time or to ask for the psychologist to change their
treatment approach if it is not to your satisfaction.

You have a right to always be treated with respect, dignity and courtesy, and without
discrimination of any kind including culture, gender, race, colour, religion, nationality, age or
ability.

You have the right to access the information about you kept on file by prior application.

You have the right to have prompt and fair investigation of complaints, without retribution, if
you are dissatisfied with any aspect of the service provided.

If you feel you have been treated inappropriately by your psychologist you have a right to
complain.

As a client of Guidestar, and as far as you are able, it is your responsibility to:

Inform your psychologist about your relevant medical history.

Ask for a clear explanation of the treatment and/or assessments being recommended.

Make every effort to attend appointments arranged.

Attempt to provide more than 48 hours’ notice if you cannot make a scheduled appointment,
and if no notice or short notice (less than 1 working day) is provided Guidestar’s cancellation
policy will apply and a cancellation fee may apply.

Understand that occasionally due to personal circumstances (iliness, family emergency, etc.)
short notice cancellation by Guidestar may be unavoidable and that this is the nature of
private practice.

Treat the psychologist with courtesy and respect.

Talk to your psychologist if you have any concerns about the treatment being provided.
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Privacy & Confidentiality
Guidestar is committed to protecting the privacy of your personal information.

We recognise your right to have your privacy and confidentiality maintained and your information
administered in ways which you would reasonably expect.

Guidestar is required to comply with the thirteen Australian Privacy Principles (APP) in the
Commonwealth Privacy Act, 1988 and the Health Privacy Principles in the Victorian Health Records Act,
2001.

All personal information collated by Guidestar during the provision of psychology services will remain
confidential and secure except when:

= |tis subpoenaed by a court, or
= Failure to disclose the information would place you and/or another person at risk;
or
= Your prior consent has been obtained to:
share a written report to another professional or agency eg. Your GP or lawyer; or
discuss the material with another person eg. Your GP.

Confidentiality and limitations of confidentiality are explained at the beginning of the counselling
process.

For further information, please refer to Guidestar’s Privacy Policy, which can be found on our website
at https://guidestar.au/.

What to Expect from Therapy

When you consult a psychologist, you should expect confidentiality, empathy, understanding, and being
given sufficient time to express your thoughts and feelings. You should expect a thorough assessment
of your mental health issues. This assessment may cover the following:

= Whatisthe main problem (such as depression)? Are there secondary problems (such as anxiety
or substance misuse)?

= What s the risk of harm to self or others?

= Whatis the impact of this on your life and relationships?

= Were there any triggers to the problem and if there were, what was their meaning to you?
= The nature of family, friends and/or community supports.

=  Your childhood experiences, including school and peer interaction, and the nature of parenting
you received.

= Whether there is any family history of mental health issues.
= The quality of your relationships - both intimate and others.

=  Your personality style and general coping responses.
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=  Your drug and alcohol history, if any.

= Whether there are any relevant medical problems and associated medical history. An overview
of medications currently used, dosage, and frequency.

=  Whether you have any allergies, including to any medications.

=  Whether there are any cognitive limitations affecting your concentration, memory, or
intellectual functioning.

= Whether you have previously had any difficulties of a similar nature and if so, how they were
treated.

= Whether there might be any factors sustaining the problem, such as relationship problems,
work problems, or other sources of stress.

= Your views about the reasons for having developed the concern and any preferences you might
have about treatment.

After an initial assessment takes place, an appropriate treatment plan should be developed in
collaboration with your psychologist, including an estimated time frame for the treatment to occur.

Child Safe Policy

Guidestar is committed to being a child safe organisation that recognises, respects and promotes
children’s rights. We are committed to the safety, participation and empowerment of children and
believe that all children have the right to protection from abuse and exploitation, regardless of their
gender, race, religious or political beliefs, age, physical or mental health, sexual orientation, family and
social background and culture, economic status or previous or current contact with the justice system.

Guidestar recognises that children with disabilities have a greater risk of abuse than the general
population. In addition, gender and sexually diverse children are often victims of bullying and violence
in schools, at home and via social media. This has a serious effect on their wellbeing and prevents
openness about their personal identity. Like all children, gender and sexually diverse children are
entitled to enjoy human rights and require a safe environment in order to participate fully in society.

Guidestar is committed to ensuring staff are aware of risk factors, signs and our responsibilities.
Guidestar has a zero tolerance of abuse, we value diversity and do not tolerate any discriminatory
practices.

We:
=  Are committed to the cultural safety of Aboriginal and Torres Strait Islander children
= Are committed to the cultural safety of children from culturally and/or linguistically diverse
backgrounds
=  Provide a safe and inclusive environment for children with disability
= Welcome same sex attracted, intersex and gender diverse children and families
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Neurodiversity Affirming Practice

Guidestar promotes a Neurodiversity Affirming (NDA) approach, which emphasises the importance of
recognising and accepting the unique differences and strengths of individuals with neurological
differences.

By shifting our perspective from a deficit-based model of disability to a social model of disability, we
can create more inclusive and supportive environments for everyone.

The traditional medical model of disability often views conditions like autism as a disorder that needs
to be fixed or cured. However, the Neurodiversity Affirming movement and the social model of disability
challenge this perspective and instead emphasise the importance of acceptance, accommodation, and
celebration of neurodiversity.

It is important to recognise that the Neurodiversity Affirming movement is not intending to diminish
the experiences of those with autism or to diminish the need for services and support. It is not intended
to deny that autism is a disability or to minimise the challenges that individuals with autism may face.
Instead, it is a shift in perspective that emphasises the idea that neurological differences are natural
variations in the human brain, rather than pathologies that need to be cured or fixed. Instead, the use
of more affirmative language and the promotion of Neurodiversity Affirming practice is intended to
shift the focus away from a deficit-based model of disability towards a strengths-based approach. This
can help to empower individuals with autism to recognise and build on their unique strengths and to
feel more included and valued in society. It can also help to promote more inclusive environments that
recognise and accommodate the diverse needs of individuals with different neurological profiles.

For us being Neurodiversity Affirming means we:

= Respect and listen to the needs of neurodivergent people

= Value self-identification and lived experience and partner to co-produce services and policies

= Are strengths based not deficit focused

= Adopt the neurotype/identity/culture model and are explicit when we need to use the medical
model (mostly for diagnostic purposes)

= Appreciate, listen and support neurodivergent people at the sensory / somatic level

= Adapt our physical environment to meet the sensory needs of neurodivergent clients

= Utilise therapies/support strategies for support not to change / modify the person or ‘make
them fit’

= Ensure that our work is informed by neurodivergent individuals including researchers, writers,
speakers and presenters

Home Visits

In some rare instances, a home visit by your Guidestar psychologist may be appropriate. You can discuss
this with the intake team or our receptionist. If you receive in-home services, your home is considered
a place of work for our staff, under the Work Health & Safety Act, 2011 (Vic).

Approved: 0501 2024 | Scheduled Review: 2027 Approved by: CEO Version Number: 1.2
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You have a duty of care under this legislation to provide a safe environment for Guidestar staff. To assist
you before any home visits, Guidestar staff will complete a safety check and risk assessment of your
home to identify any risks to their safety prior to providing services in the home.

We ask that you as the client:
=  Fix any hazards or notify staff of any unsafe conditions

= Ensure your pets are controlled
=  Provide a smoke free environment
=  Provide an environment free of discrimination or harassment

Payments & Cancellations

Eligible clients can receive rebates from Medicare when you have a referral from your GP. You can
obtain a referral by making an appointment with your GP and completing a ‘Mental Health Care Plan’.
This referral entitles you to 6 plus a possible 4 further rebatable sessions per calendar year. You must
bring this referral to your first appointment in order to be eligible for a Medicare rebate.

Many private health insurance companies also provide rebates for individual and couples
therapy. Please check with your insurance provider and inform our receptionist in advance of your
appointment if you intend to claim through a health fund.

We also provide services under the Transport Accident Commission, WorkCover and the Department
of Veterans Affairs.

Payment can made by credit card or EFTPOS. If applicable, Medicare rebates and health fund rebates
can be processed immediately after the conclusion of the session.

You can cancel an appointment at any time provided you give us at least 24 hours’ notice. If you do not
attend or cancel your appointment with less than 24 hours’ notice, you will be charged the full fee for
this session. Please also note that rebates through Medicare or private health insurance are not
available for cancelled or unattended appointments.

If you need to cancel your appointment, please call us on 03 9994 3345, If calling outside of business
hours, please leave a detailed voicemail. You can also email clinic@guidestar.au. We will return your

call or email as soon as possible.

Continuous Improvement

Guidestar is committed to quality, innovation and promoting a culture of continuous improvement in
its governance, service management and service delivery.
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We value feedback and input from staff, clients and other relevant stakeholders in our continuous
improvement activities to ensure services remain of a high quality and continue to meet client needs.

Feedback and Complaints

Guidestar aims to provide you with the best service possible, and we are always trying to improve where
we can. We are happy to hear from you about your experience and any suggestions you may have as
to how we can improve.

If you wish to give feedback, you can talk to Guidestar’s Manager Therapeutic Services on 03 9994
3345, via email at clinic@guidestar.au or in person at 5/19 Pentridge Boulevard, Coburg. Or you can

complete the Feedback Form on our website https://guidestar.au/contact-us/feedback/.

You can also make a complaint through the Victorian Mental Health and Wellbeing Commission
https://www.mhwec.vic.gov.au/contact-us-or-make-complaint

If you are a NDIS participant and are not satisfied or do not want to talk to someone at Guidestar, then
you can raise a complaint with the NDIS Quality and Safeguards Commission by calling 1800 035 544 or
emailing feedback@ndiscommission.gov.au. To find out more go to www.ndiscommission.gov.au.
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