COUNSELLING &

Counselling& Terms and Conditions
Effective Date: 19/04/2025

1. Introduction
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These Terms and Conditions govern the provision of services by Counselling& (“we”, “us”, “our”) to
individuals engaging in counselling, psychotherapy, or any associated support services (“you”, “the
client”).

By booking or attending a session, you agree to these Terms and Conditions. If you have any
guestions, please contact us at hello@counsellingand.com.au

2. Services Provided
Counselling& offers a range of mental health and wellbeing services, including:
e Individual Counselling and Psychotherapy
e Relationship and Couples Counselling
e C(linical Supervision for Practitioners
e Therapy Assistants to support therapy goals between sessions
e Group Therapy programs designed to build skills and connection
e Support Workers to assist with implementing strategies and recommendations made by
your counsellor
Services are delivered face-to-face or via telehealth, depending on your preference and suitability
and are all support person-centered, and guided by your individual goals.

3. Confidentiality and Privacy
We are committed to protecting your personal information. Counselling& complies with the
Australian Privacy Principles and the Privacy Act 1988 (Cth). Information shared in sessions is
confidential, except where:

e Required by law (e.g. subpoena, mandatory reporting),

o There is a risk of harm to you or others,

e You provide written consent to share information.

Full details are available in our Privacy Policy at counsellingand.com.au/privacy-policy.

4. Consent and Information Collection

By engaging in our services, you consent to the collection and use of personal and sensitive
information, including health-related data, in line with our Privacy Policy.

5. Appointments and Cancellations

Appointments must be booked in advance via phone or by emailing hello@counsellingand.com.au
We require at least 48 hours’ notice for cancellations or rescheduling.

Cancellations of less than 48 hours’ notice may incur a 100% cancellation fee, except in cases of
emergency. No shows will be billed at the full session rate.
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6. Fees and Payment

Fees are communicated at the time of the booking.
Payments are due at the time of the session, or unless otherwise agreed in advance.

A tax invoice will be provided, including payment details. Payments can be made via direct bank
transfer or cash is accepted on the day of the session.

For clients accessing services through the NDIS, payment terms will be in accordance with your
plan's funding arrangements.

7. Telehealth Sessions

Telehealth (video or phone) services are available for eligible clients. You are responsible for
ensuring a private, quiet environment for the session and a stable internet or phone connection.

If we cannot connect with you within 15 minutes of the session start time, the session may be
cancelled and considered a no-show.

8. Ending Therapy

You may choose to end therapy at any time. Where possible, we encourage a planned conclusion to
ensure appropriate support and continuity of care. Your therapist may also recommend closure or
referring you to another service if it is determined that our service is no longer suitable for your
needs.

9. Emergencies and Crisis Support
Counselling& does not offer crisis services. In case of emergency, please contact:

e Lifeline13 1114
e Mental Health Triage 13 14 65
e 000 for immediate assistance.

10. Feedback and Complaints

We value your feedback and are committed to providing a safe, respectful and responsive service. If
you have a concern, complaint or suggestion, we encourage you to share it through the following
channels.

For All Clients:

Speak directly to your therapist during or after your session.
Email us at hello@counsellingand.com.au

Call and speak to us on 0419 036 763.

We aim to resolve concerns promptly and respectfully. If you feel your issue hasn't been adequately
addressed, you may escalate it to an external body:

For NDIS Participants:
NDIS Quality and Safeguards Commission:
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e Online: www.ndiscommission.gov.au
e Phone: 1800 035 544

e Email: feedback@ndis.gov.au

e TTY: 133677

e Interpreters: 131 450

e Online Form: https://www.ndis.gov.au/contact/feedback-and-complaints/contact-and-
feedback-form

For Private Clients (Non-NDIS):
Psychotherapy and Counselling Federation of Australia (PACFA)
e Website: www.pacfa.org.au
e Phone: (03) 9046 2270
e Email: admin@pacfa.org.au
e Online Complaint Form: https://pacfa.org.au/portal/portal/Community/Ethical-grievance-
complaint

Australian Counselling Association (ACA)
e Website: www.theaca.net.au
e Phone: (07) 3356 4255
e Email: aca@theaca.net.au
e Online Complaint Form: https://theaca.net.au/complaints/

We are committed to continuous improvement and appreciate your input to help us enhance our
services.

11. Code of Conduct

Counselling& is committed to providing a safe, respectful and inclusive environment for all.

Clients are expected to:

e Treat staff and others with respect
e Refrain from aggressive, abusive or discriminatory behaviour
e Not to attend sessions under the influence of drugs or alcohol

All Counselling& staff are expected to:
e Treat clients with professionalism, empathy and respect

e Maintain appropriate boundaries and ethical standards
e Provide services in a safe, non-discriminatory and culturally sensitive manner

Counselling& reserves the right to suspend or terminate services in cases of inappropriate conduct.
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