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For more information visit 
phoenixaustralia.org/tip-tools

We provide a trauma-informed service:

What you can expect from us
You have the right to safe, respectful and empowering care. 

Let us know how we can support you best - Your experience matters. 
Your safety matters. You matter.
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•	 We will explain what we 
are doing and why.

•	 We will ask you before 
sharing any information 
about you with others.

•	 You can:

– Say no to something

– Request a different worker 

– See your file

– �Provide feedback or make 
a complaint.

•	 We will provide a calm 
and private space.

•	 You can bring a family 
member, carer or support 
person.

•	 Let us know if anything 
does not feel safe or 
comfortable for you.

•	 We will work with 
you to find a safe and 
comfortable place to 
meet if coming into 
our service is hard.

•	 We believe you can heal 
and grow.

•	 We will support you to 
work towards your goals 
and recovery.

•	 Your needs, goals and 
preferences guide your 
care.

•	 We work together to 
identify what you need 
and what types of 
support work for you.

•	 Ask questions, make 
requests – your opinion 
matters.

•	 You can:

– �Ask for things to be 
explained or written 
down

– �Use an interpreter 
(AUSLAN or your 
preferred language)

– �Tell us your preferred 
name, pronouns, 
cultural or religious 
needs

– �Ask for adjustments 
(such as lighting, 
noise, communication 
supports or to meet in 
a different space).

We value open and 
clear communication

Safety comes first

We build on your 
strengths

You have choice 
and control“I felt really welcome and 

supported”.

“I have choices in my care”.

“I know my rights and what 
I can ask for”.
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