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I t is my pleasure to be the new Service Manager for the Adult Lifestyle Support     
Program.  I have been with Real Community Services for nearly a year under the   

capacity of Service Manager for the Child Safety Program and now I have the joy to 
oversee both programs. 
  
I have been in the Human Service field for more than 20 years and during this time I 
have worked within community and government organisations. My experience in the 
field has provided me with valuable knowledge and experience while working with a 
wide range of people with disabilities, mental health needs, complex behaviours and 
children and young people under statutory protection orders.   
 
This experience has allowed me to successfully implement strategies, empowered    
individuals, groups and families to prevent, alleviate or better cope with crisis as well as 
with the change and stresses to enable them to function more effectively in all areas of 
their lives. 
  
The lifestyle Support program aims to do all the above objectives as well as to    provide 
a coordinated support approach, and I am pleased be part of the existing dedicated 
team of Coordinators and support workers that support you or your family members.  
 
I am available to speak to you or your family members to discuss any needs or         
feedback that you may wish to provide us.  We value all feedback, as it helps us to    
improve our service delivery to you and other families that we support.  
 
I am looking forward to meet you or hear from you in the near future.  
 

Kind regards  

Tony Rivera 
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I n September 2011 RCS Lifestyle will be undergoing our annual recertification audit.  This will mean 
external auditors will come in and assess our systems and processes against the Disability Service 
Standards.  BSI is the organization conducting the audit and they are specialized in area. 

This process helps us continuously improve our service and this is an opportunity for you as a service  
user to give feedback that will help us.  The auditors will be checking our policies and procedures        
ensuring we follow them in our everyday practice. 

YOU have a choice in how you wish to participate.  You can participate in a discussion with the auditors 
or just have your file viewed or you can do both.   

YOU DO NOT have to participate in this process if you do not wish to. 

Discussions can be done either face to face or over the phone.  The auditors are happy to conduct a 
group meeting if people feel more comfortable. 

We will be sending all of our Lifestyle clients a consent form to fill in and return to RCS.  We require 
your written consent before proceeding.   

If you wish to participate just tick the boxes, sign and send the form back in the stamped self            
addressed envelope provided.   

We appreciate your involvement in this process and hope you can participate. 

Warmest regards, 

 

Caroline Rolender 

Lifestyle & Quality Management Coordinator 

Optical Illusion! 
Can you spot the wife 

and the  

mother-in-law? 
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In January 2011 QLD was hit by the unforgettable floods.  

The community pulled together and in an inspirational  show of support  

assisted those in need without second thought. Thank you to all those 

who helped clean up our office, after the waters receded. 
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W hile there are some biological factors at play the biggest threats are from     
lifestyle choices. By smoking, drinking too much, eating poorly, not               

exercising enough and not paying attention to your health men put themselves in   danger 
of developing all sorts of health problems. 

But don’t panic, many causes of serious illness are preventable and you can start             
improving your health right now. You don’t have to become a health nut, but by making 
some simple changes to your lifestyle you can help improve your chances of living a longer, 
healthier and happier life. 

The Queensland Plan for Mental Health 2007-2017 (‘the Plan’) outlines the Queensland 
Government’s plan to reform and improve mental health service over the next ten years. 

  

The Plan challenges government, private sector, and non-government organizations to 
work collaboratively to provide recovery-oriented, consumer-focused mental health ser-
vices that: 

promote mental health and wellbeing 

where possible prevent mental health problems and mental illness 

reduce the impact of mental illness on individuals, their families and the  community 

promote recovery and build resilience 

Enable people who live with a mental illness to participate meaningfully in  society. 

 

If you wish to further your interest visit the provided web link it has very resourceful   
information. 

 

http://www.health.qld.gov.au/mentalhealth/useful_links/general.asp 

What do you think are the biggest factors that affect men’s health?    

http://www.health.qld.gov.au/mentalhealth/useful_links/general.asp
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I n our last Newsletter, we were seeking expressions of             

interest from our clients on the possibility of developing a Client 

Advisory Group to assist RCS with  service planning and continuous improvement. 

At present we have one client that has expressed an interest in becoming a Client                      

Representative. Further discussion about the role and level of participation is the next step.  We 

will keep you informed!   

If you feel you may be interested, it is not too late!  

Please contact the Quality Management Coordinator, Caroline 

Rolender on 3725 6513, especially if you have any questions or 

concerns on what would be involved to take part. 

Our webpage is currently being updated. 

So make sure you check it out as each new  

addition is released. 

www.realcommunityservices.com.au 
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T hank you to all our clients who participated in the Real Community Services (RCS) annual survey.  Your       

feedback is important to us and helps us in providing support to you.  The results of our survey have been discussed 

at management level and work is underway to ensure we use this feedback to  continuously improve our service to 

all clients.    

Feedback received indicated a need to ensure all clients of RCS had developed and received a copy of their           

Individual Support Plan as the highest priority.  The survey indicated that some Family Support Program clients may 

not have a copy of their plan and we wish to clarify that this is the responsibility of Disability Services.  Any clients 

receiving services under this program who do not have a plan in place need to contact Disability Services.  All clients 

of RCS funded under the Lifestyle Program work with their Coordinator to develop a plan and those who currently 

do not have one will be contacted shortly to make a time to complete it. 

Clarification regarding hours and the funding you receive was raised by some survey participants.  Participants will 

be contacted individually to discuss their funding and hours.  RCS is currently reviewing reporting processes to    

ensure accurate data in   relation to the hours is captured, reported to Coordinators so information can be  regularly 

given to RCS clients. 

Feedback indicated that communication between support staff and Coordinators in some instances needs to       

improve particularly when support staff members are running late for shifts or not able to attend.  RCS aim to     

address this issue by informing all staff of their responsibility to contact their coordinator on each occasion.  RCS 

have     already commenced sending group emails to all staff and will also remind support staff of their responsibility 

through the next RCS staff newsletter.  

The survey also indicated further training for staff on privacy and confidentiality will ensure that staff members are 

aware of their responsibility in maintaining client privacy and confidentiality.  All new staff coming on board with 

RCS will be required to attend a three day induction which includes in depth training on privacy/confidentiality and 

ALL RCS policies and procedures.  This process will soon commence.  Additionally, RCS has developed a training 

manual on the Disability Services Standards which includes specific policy and procedure on all the standards      

including Standard 4 Privacy and Confidentiality.  This manual will be given to all current staff to complete.    

Some participants also informed us that they didn’t have regular staff and would like more consistency.  Discussion 

between clients/coordinators and management needs to occur.  RCS are committed to matching appropriate     

workers that continue to meet client needs, committed to providing ongoing support to our clients and we will   

continue to work on this.   
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Participants also informed us that they were satisfied with the services they received.  Some very positive 

feedback came back from four of the five participants.  Comments included ‘my overall care has           

improved’, ‘better communication, feedback and rapport between staff and client’, ‘happier and feeling 

comfortable with worker, ‘I am living with ladies my own age with similar interests and I go out more’.    

The findings showed that the complaints procedure for clients was working well with most feeling     

comfortable about raising a complaint.  Participants were comfortable with RCS having their information 

and for the most part believed it was stored safely. 

We also identified we can definitely improve on the questions asked in the survey.  We are currently   

reviewing the questions to ensure we make them more user friendly for all RCS clients. 

One of the participants made a suggestion that clients receive a copy of their roster.  We are happy to 

provide an updated copy whenever there are changes.  Please contact your Coordinator to discuss.  

   

“A successful man is one who makes more 

money than his wife can spend.  

A successful woman is one who can find 

such a man. “ 

Lana Turner 
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