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At Montrose we believe that everybody should have the opportunity to 
live their best possible life. We look forward to working with you to make a 
positive difference for you and your family.

Your needs, choices and interests are important to us. These are the 
foundation for how we will engage with you to deliver our services. 

To help you get the most out of working with Montrose we have developed 
this welcome pack. We also have an online knowledge base with lots of tips 
and practical information that can be accessed here or you can contact a 
member of our team on 1800 193 362.

We look forward to meeting you and working together!

Welcome to Montrose

Welcome
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When you come to Montrose, you can be sure of 
a warm welcome. Team members are guided by 
our values which define the type of organisation 
we want to be and how you can expect we 
will work with you. The four values combine to 
ensure we are focused on you and your family. 

We adhere to the NDIS Commission’s Quality and 
Safeguards Framework but more than that, we 
are committed to providing high quality services 
by investing in our staff and listening to our 
clients. We are continually striving to improve how 
we work together to achieve your goals.

What can I expect from Montrose? 

Mission
Supporting children with 

a disability and their 
families to maximise 

their abilities, achieve 
their goals and live the 

lives they choose.

Welcoming 
We are part of a broad community that cares for 
and respects the needs of others. We want you 
to feel at home at Montrose, whatever 
your background and whatever your 
challenges.

Informed 
We share our knowledge within 
our community. We go above and 
beyond to understand complexities 
and provide innovative solutions.

Empowering 
We believe in making things possible, we 
dream big, and we enable the Montrose 

community to be happier, stronger and 
more confident.

Invested
Your goals are our goals.  

We are committed to achieving 
outcomes. We are in this together 

and work as a team.

 
Our mission and values

Diversity & Inclusion Statement
At Montrose we work together to support 
our clients and their families to live the lives 
they choose. We actively foster a welcoming 
environment through understanding the 
diversity of our people to support them on

their individual journey. The team at Montrose 
understand we are part of a broader community 
that cares for and respects the needs of others.

All Montrose clients, their families and our workers 
are encouraged to develop a respectful curiosity 
about each other - who people are, what motivates 
and influences them so that they can best support 
each other to experience safety and belonging.

At Montrose inclusion looks like:

• People feeling valued and respected.

•  Understanding that a one size fits all 
approach does not provide equity, so we will 
provide varying levels of support depending 
upon need to achieve greater fairness of 
outcomes for each individual.

•  Encouraging everyone to openly contribute 
their perspectives and utilise their unique 
talents for the continuous improvement of 
our organisation.

www.montrose.org.au/about-us/our-
purpose/#diversity
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What support can 
Montrose offer?
As an adult using Montrose services we can 
support you with therapy (Speech Pathology, 
Occupational Therapy & Physiotherapy); 
Lifestyle and Leisure Programs; and Short Stay 
Accommodation. The following pages give 
more information on each of these services.

Lifestyle and Leisure 
Programs
Lifestyle and Leisure is all about you and 
getting the most out of life. Build your 
confidence with one of our skills based 
programs and join one of our social groups for 
some fun!

The programs focus on specific themes, 
however you can pick and choose which courses 
you want to do. Each program follows a person 
centred approach and begins with setting your 
individual goals and what you would like to 
work towards. This might be a personal goal 
such as getting fit or moving out or it might be 
progression onto another course. 

Courses change regularly but a few examples 
include:

Gym Group
Get your pump on! Grab your gym gear and 
join this group for a fun, intensive gym workout. 
Each participant will develop and work on their 
own personalised gym program. Get active, get 
sweaty and have fun.

Cooking Class
Learn to find your way around the kitchen. 
This popular class shows you what’s involved in 
healthy eating. It takes you through everything  
from planning and shopping for nutritious 
meals through to food preparation and safety.

Craft Lovers Group
This group is not just about craft! It’s a chance 
to relax and chat over coffee with new friends. 
You’ll have time to explore new skills and try 
different craft activities. Maybe you’d like to do 
some knitting or get the scrapbook out.

Girls Group
Understand and explore your feelings, beliefs 
and self-image in a small female only setting. 
Our Girls Group offers a safe space to tackle 
some of the trickier issues in life. 

How we work with you:  
A service built around your goals
Your goals will set the focus for your engagement with Montrose. Whether 
you are receiving therapy, short stay accommodation or lifestyle and leisure 
support your initial interactions with Montrose will involve a discussion 
around your needs and goals. If you are an NDIS participant your goals will 
be defined in your NDIS plan. Goals are also important for private and other 
funded clients. For guidance on how to set goals please see our website.
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Social Group
Are you looking to have a good time, meet new friends or get out and enjoy your community? If so, 
our Live Life Club will be right up your alley! Join a group of like-minded people who are looking for 
fun and a great experience. Every week we have something exciting on offer. 

Find out more about Social Groups here. www.montrose.org.au/lifestyle/social-groups/ 
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Our Getaway: Your supported holiday experience 
Need a break? Want to try our new 
activities and enjoy the independence of 
spending time away with friends. Our 
Getaway Short Stay accommodation on 
the Gold Coast has so much to offer. 

This modern house has 24 hour support, 
is fully accessible and is equipped with 
large, open living areas so there is heaps 
of space to relax. Find out more about 
booking your next holiday here.

- 24 hour support

- Individualised care

-  Hi-lo electric beds with pressure care 
mattresses

- Ceiling mounted electric hoists

- Fully accessible en-suite bathrooms

Themed breaks available throughout the 
year - why not bring a friend?
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Why choose Montrose?
-   We value family and other supports – As well 

as looking at individual goals, we understand 
that family and carers are a vital part of  
the picture.

-   We work together – Our therapists work 
across disciplines wherever possible to 
ensure we are working as a team to reach 
your goals.

Assessments & equipment
Our multi-disciplinary therapy team can 
help you with assessment & prescriptions of 
equipment including:

- Mobility equipment

- Assistive technology

- Vehicle and environmental modifications.

Speech Therapy
Speech Therapists can provide support with 
the following:

-   Difficulty with talking, reading and being 
understood

-  Difficulty understanding language or non-
verbal communication

-  Specialised communication aids and resources

- Mealtime assistance when eating is difficult

Occupational Therapy
An Occupational Therapists can provide 
support with the following:

-  Building skills and confidence to take part in 
everyday activities

- Social skills and interactions

-  Personal care (washing, dressing and toileting)

-  Healthy sleep routines and positioning for sleep

-  Skills in following a routine and coping with 
changes to routines

-  Breaking down challenging activities into 
manageable tasks.

Therapy Support
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Physiotherapy
A Physiotherapist can provide support with:

-  Monitoring and treating movement 
disorders, addressing and improving 
mobility

-  Respiratory assessment and 
management 

-  Improving coordination, strength  
and flexibility

- Improving posture 

- Aquatic Physiotherapy (hydrotherapy)

-  Advice on how to physically  
assist someone

Support Coordination
The NDIS provides funding for Support 
Coordination to help you put your NDIS 
plan into action. Montrose provides Level 2 
Support Coordination services to help explore 
your options and find supports that work for 
you. We can:

-  Help you understand your NDIS Plan

-  Work with you to design Support Approaches

-  Identify services

-  Establish and coordinate your service 
providers and support

-  Help in a crisis

-  Build Capacity and Resilience

-  Review your goals prior to a plan review

-  Report to the NDIA
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There are many different ways that you can use your NDIS package to 
maximise the support provided to you and your family. Below are some 
of the additional services that you may wish to access through your NDIS 
package. To learn more about these and for other tips on how to work 
within the NDIS see our website.

How to get the most out of your  
NDIS Package

Could we help you with more?

Our therapists support you 
through many activities. 

We want to help you get the  
full value of your NDIS package.

Report  
writing

Service  
Centre visits

Progress  
notes

Home  
visits

Group  
therapy

Development  
of home  

programs

Equipment  
supplier visits  

for trials and fittings

 Reporting  
on goals to  
the NDIS

Clinic  
visits

Preparation of 
programs  

for therapy

Therapy in  
schools Hydrotherapy

Correspondence 
with health, schools, 

equipment  
suppliers, travel

Assessments

You can download our detailed guide with examples of 
additional services here. 
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Local centres
Montrose has modern purpose-built centres 
across South East Queensland offering 
Occupational Therapy, Speech Pathology, 
Physiotherapy and Social Work. These operate 
full time during business hours and are 
conveniently located with parking. All our centres 
have dedicated therapy rooms and most have a 
gym and other facilities.

Community-based activities
Many of our Lifestyle and Leisure Groups are 
run in the community. For these events we 
have a meeting point and pick up point at the 
end of the session. We can also support you to 
have confidence to catch public transport to 
these through our transport skills group.

Clinics
In some locations, we also offer local clinics for 
therapy services – these may be closer to you 
but will have limited opening hours and more 
basic facilities. 

These are shared spaces so there may be other 
activities and groups at the same time. We 
know this doesn’t work for some of our clients 
so please talk to our team to see if a local clinic 
is a good option for you. 

Short Stay
Our Short Stay Service on the Gold Coast 
offers supported holidays for young people 
over 16 with a disability.

Where can I access  
Montrose services?
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We understand that some clients’ health 
condition means that they are more prone 
to illnesses. Montrose and other disability 
providers have worked with the NDIA  
to ensure this is accounted for in NDIS 
package values.

If however you are struggling with your 
health and managing appointments, please 
speak to your local Service Centre Manager 
about how we can support you.

If you are having trouble making your 
appointments for any reason, please contact 
us so we can work together to avoid future 
cancellation charges.

What is a short notice cancellation?
A short notice cancellation (or no show) is 
defined as when there is a failure to provide:

•  Two clear business days’ notice for a 
support or service which is eight hours or 
less in duration and less than $1,000

•  Five clear business days’ notice, in all  
other cases.

Where a cancellation is received with short 
notice, and we cannot reschedule another 
client for that appointment, Montrose 
charges 100% of the associated fee as 
specified in the NDIS Pricing Arrangements 
and Price Limits. This includes charges for 
appointments and any associated travel. 

Here’s a handy reminder of how 2 clear 
business days is calculated and when you 
need to cancel to avoid charges:

If your 
appointment is on:

You need to cancel your 
appointment by:

Monday Wednesday by 5pm

Tuesday Thursday by 5pm

Wednesday Friday by 5pm

Thursday Monday by 5pm

Friday Tuesday by 5pm

SMS reminders
To help you remember your appointments, 
we will send you two reminder text 
messages:

•  Your first reminder SMS will go out 5 days 
prior. You can reply anytime up until 2 
clear business days to cancel and avoid 
cancellation charges.

•  Your second reminder at 24hrs is a handy 
reminder for your appointment. 

Just let us know if you are not already 
receiving these notifications as we may 
need to update your mobile number. Don’t 
forget, we can often switch appointments to 
TeleTherapy if you are unable to make it into 
our centre. 

 
We want to help you attend your appointments



Clients may make a complaint about the services provided by Montrose via two different paths, or can simply 
provide feedback about a service or suggestions for improvement to Montrose

NDIS Commissioner
An NDIS participant can make a complaint to the 

NDIS Quality and Safeguards Commission about any 
issue connected to supports or services provided by 

Montrose.

The role of a Montrose employee is to support the 
client to contact the NDIS Commission. If the client 
is not an NDIS participant, Montrose will assist with 

access to an alternate external agency.

Montrose
A client can make a complaint directly  

to Montrose.

Feedback and complaints can be made verbally to 
any employee at Montrose, over the phone, in writing 

via email or clients can write to us.

Phone: 1800 193 32 or 0438 504 167

Email: 
feedback@montrose.org.au

Write to us: 
Complaints Officer, Montrose Therapy and Respite 

Services, PO Box 3075, Darra, QLD, 4076

The complaints officer will:

1. proceed with an investigation, with clients being 
informed at each step, and undertake to resolve the 
complaint to the satisfaction of all parties within a 

one-month timeframe or 

2. ask that the manager to whom a complaint was 
directed provide information via the feedback email 

on how they responded to a local complaint and 
resolved the complaint.

3. log all complaints in the Complaints Register

4. record any improvement recommendations on the 
Continuous Improvement Register and ensure action 

to improve services and/or supports.

The client can make a complaint over the phone or by 
filling out an online form.

NDIS Commission: 1800 035 544

Online form:  
www.ndiscommission.gov.au

The Commissioner will then decide what to do. 
This may include helping the complainant or other 

people affected to work with Montrose to resolve the 
complaint and undertake a resolution process.
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Clients may want to provide feedback or 
make a complaint about the services provided 
by Montrose. It is important to us that you 
feel supported in this process. Montrose is 
committed to a positive complaints culture to 
continually improve our services.

Feedback
We regularly seek feedback from clients. This 
is a chance to raise any issues/concerns or to 
communicate what you like best so that we 
can make sure it continues. Feedback is actively 
monitored and acted on so please make sure 
you let us know how everything is going.

How to make a complaint
If for any reason you have a concern about the 
service delivered to you have two options:

1.  Make a complaint or provide feedback 
directly to Montrose:  
feedback@montrose.org.au; or 

2.  Raise a complaint with the NDIS Quality and 
Safeguard Commission. 

See the flowchart below on how to raise a 
complaint. Montrose reviews all complaints so 
that we can improve our services and supports 
that we provide to clients.

Trained and carefully selected staff

Montrose takes the safety of our clients very 
seriously. Your therapists and support staff 
are chosen to have the attitude and skills to 
make a difference to your life. As well as blue 
and yellow cards, team members have relevant 
qualifications, hold memberships of professional 
bodies and are supported to access relevant 
ongoing training.

Complaints and  
client protection
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At all stages of registration, assessment and 
in the delivery of services, any client or family 
member has the right to access an advocate or 
support person of their choice. For many of our 
clients this can include a translator if English 
is a second language. Please let us know if you 
would like us to help you facilitate this.

What are my rights? 
Montrose works within a number of 
frameworks that help uphold your rights and 
ensure your dignity and safety when accessing 
our services. These frameworks include the 
UN Convention on the Rights of Persons 
with Disabilities and the NDIS Quality and 
Safeguards Commission. Learn more.

Montrose Advisory Committee
This group of client and parent participants 
provides input into Montrose policies and 
procedures. See our website for more 
information. 

Zero Tolerance 
Commitment 
It’s vitally important that our clients feel 
safe and supported while they use Montrose 
services.

To ensure this, we have a number of initiatives, 
policies and procedures in place. We follow 
the Zero Tolerance framework which helps 
organisations like Montrose understand actions 
they can take to prevent and respond to abuse, 
neglect and violence of people with a disability.

Zero Tolerance is a commitment to recognise, 
raise and respond to any deviation from the 
human rights of people using disability services. 
It is an organisational commitment to always 
have our eyes open and always strive to 
support client rights.

Montrose also works within the framework of 
the UN Convention on the Rights of Persons 
with Disabilities and the NDIS Quality and 
Safeguards Commission.

Collectively, these frameworks help to  
ensure your dignity and safety when accessing 
our services.

Find out more:  
www.montrose.org.au/zero-tolerance/

How we involve you in 
incidents
At Montrose, we value your experience with 
us and it is important that we let you know 
about our Incident Reporting and Management 
processes. All staff at Montrose are trained 
in incident reporting and receive regular 
updates on any changes. Our goal is to better 
understand areas that require improvement 
and keep our clients safe, particularly when 
clients are involved in incidents.

If you are involved in an incident which may 
for example have caused an injury or a near 
miss, we will contact you to participate in both 
the reporting and review process. In some 
circumstances, we may be obliged to report 
incidents to the NDIS Commission. Our staff 
will reach out to you to connect, listen and talk 
through details of the incident and also involve 
you in any recommendations/improvements as 
a result.

Privacy Policy
In providing our services and supports, 
Montrose may collect, hold, use or disclose 
your personal information. Montrose takes 
privacy seriously and will only collect, hold, 
use and disclose your personal information in 
accordance with the Privacy Act. 

A full copy of our Privacy Policy is available on 
our website or by calling 1800 193 362.

Advocacy and 
Support
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You can find out what services are available in 
your local area and meet your local Montrose 
team on our locations website pages -  
www.montrose.org.au/locations/   
(enter your suburb and click the local link).

You can view photos and bios of the local team 
and see their latest announcements.

We also send local e-newsletters so make sure 
you have provided an up-to-date email address 
so we can keep in touch.  

Did you know our local teams also have their 
own Facebook feeds? Follow us on Facebook.

Contacting your local team
Our therapists have full calendars so they may 
not always be able to respond to your emails, 
texts or calls straight away. Your local Team 
Assistant can help with many enquiries and you 
can also call our head office on 1800 193 362. 
We can help with appointment changes and 
cancellations, new service bookings, account 
queries, NDIS questions and much more. 

Any queries relating to our Lifestyle and Leisure 
Program or Short Stay service should be 
directed to 1800 193 362.

To support our team to deliver high quality 
service to you and your family we ask that all 
our clients abide by the below conditions. 

•	 	You will be asked to sign an agreement that 
confirms that you consent to the Montrose 
therapy and support team providing services  
to you or your chid. It also confirms how 
these appointments are to be funded.

•	 	Parents of children under 18 are asked to 
remain on our premises for the duration of 
the therapy session, unless otherwise agreed 
with your therapist.

•	 	Montrose is a smoke-free workplace. Please 
refrain from smoking while our therapists 
are in attendance (this includes during  
home visits). 

•	 	Please inform us of any change to 
circumstances which may affect our  
service delivery.

•	 	We expect that all Montrose staff members 
will be treated with dignity and respect.

•	 	Clients will be financially responsible for any 
tickets/activities purchased on their behalf 
by Montrose. Charges will still apply for 
ticket prices even when cancellations are 
made within the cancelation period.

Conditions of  
Service

My local Montrose 
team 
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Managing my NDIS
We know that some people are unsure 
what to do when they get their first NDIS 
plan and can struggle to effectively spend 
the money they are allocated. Here’s a few 
tips to help.

Refer to your plan – it sounds obvious but 
your NDIS plan sets out how much you 
are expected to spend on each of your 
supports. This means you can work out 
how much you have each month or each 
quarter and check if you are on track.

Talk to your therapist and support team. 
They can help you understand why we 
suggest certain activities and supports. 

Use the NDIS portal – The participant 
portal is called MyPlace where you or a 
person you trust can access your NDIS 
information. On the portal you can see 
your NDIS plans, get messages from NDIS, 
share your plan, manage service bookings 
and much more. 

See these NDIS videos for more 
information:

Managing your plan

How to log into the portal

What happens if I don’t spend the 
money in my plan?
Apart from missing out on useful 
supports, you may find it harder to get the 
same level of support from the NDIS when 
your plan comes around for review. 

It’s important to plan how you will spend 
your package over the year to get the 
most from your supports. Montrose can 
help manage the number of sessions and 
alert you if you are falling behind. We can 
help identify “make-up” appointments, 
appropriate groups or other services you 
may be able to access with your funding. 
We can also notify the NDIS if you are 
falling behind due to illness.

We want you to be able to access our support. 

We can help families to assess what funding 
they may be eligible for and how to make an 
application.

The following are just some of the ways people 
can fund our services:

•	 	NDIS - Montrose is a registered National 
Disability Insurance Scheme (NDIS) provider.

•	 	Medicare (Chronic Disease Management) – 
A chronic medical condition is one that has 
been present for six months or longer. You 
can access rebates for a limited number of 
sessions with therapists. Your GP can help 
access this funding.

•	 	GP Mental Health Care Plan – Clients can 
access our Social Workers or Occupational 
Therapists through this funding.

•	 	Private health insurance with gap-only 
payments via HiCAPS.

•	 	Self funded – you can also choose to pay 
directly for the services you use.

To chat with one of our team members about 
how to fund your Montrose services, please 
contact us on 1800 193 362.

Funding  
options
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