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INTRODUCTION

This document is provided so that you may know
your rights when using Technical Aid to the
Disabled’s (TADNSW®) Computer Support Service.

In 1994 New South Wales introduced a set of
Disability Service Standards. TADNSW is committed
to observe these standards in its service provision.

TADNSW Computer Support Service staff and
volunteers make every endeavour to ensure these
standards are met.

MISSION STATEMENT

TADNSW provides personalised equipment and
advice to people with disabilities and their carers
through the innovative services of skilled volunteers and staff.

TADNSW SERVICES

1. The Custom Designed Aids Service (CDA) designs and makes custom-designed
aids where commercial equipment is not appropriate.

2. The FREEDOM WHEELS Modified Bike Service modifies bicycles to enable
children with disabilities to ride them.

3. The George Winston Communication Service provide information on adaptive
technology to people with disabilities, rehabilitation and engineering
professionals, governments, the community and donors.

4. The TAD / Gale Computer Support Service refurbishes and customises used
computers, provides them to clients and supports clients in their use.

ELIGIBILITY
Anyone in New South Wales who is in receipt of a Centrelink benefit is eligible to
access the Computer Support Services provided by TADNSW in accordance with its

Access to Services Policy.

You can ask for the service yourself or another person can ask on your behalf. You
may sometimes need a referral from a professional therapist.

The Computer Support Service cannot be provided if TADNSW:

. does not have sufficient volunteers, professional competence, resources or
specialised equipment to meet your particular needs.



. cannot adequately provide support to you because of distance, location,
restrictions on access or inability to contact you in a timely and appropriate

way

A copy of the Access to Services Policy is available from our website
www.tadnsw.org.au or from telephone 1300 663 243.

SERVICES PROVIDED

The Computer Support Service will support you for the term of your computer service
agreement and provides you with the following services:

° Supply you with a computer that meets the specifications selected by you in
your application.

° Arrange and pay for the initial delivery of your computer by the most
appropriate means consistent with where you live.

. A ‘Back to Base’ repair service:
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To carry out repairs to any defective computer hardware that was
supplied by TADNSW, provided that the failure was not caused by any
of the circumstances described in the Service Agreement.

To rectify any malfunctioning software supplied by TADNSW provided
that the malfunction was not caused by any of the circumstances
described in the Service Agreement.

If the defective computer cannot be repaired it will be replaced by
another computer of similar specifications or value.

The back to base service does not include repairs to hardware,
software or accessories installed by you and covered by separate
manufacturers’ or suppliers warranty.

Back to base means that you must return the equipment at your
expense to TADNSW to have repairs done. TADNSW will arrange and
pay for the return of your equipment after any repairs have been done
by TADNSW.

. Help desk telephone support that is limited to basic advice on solutions to
hardware and software problems. This support is limited to business hours.
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SERVICES NOT SUPPLIED
The Computer Support Service may refuse to support you:

. When the defect to the computer supplied by TADNSW was caused by any of
the circumstances described in the Service Agreement:

° If the defective part is a consumable item (including batteries), an accessory or
component not originally provided by TADNSW

. If the fault exists with a third party provider such as an Internet Service provider
or software not installed by TAD.

° Where there is a pattern of client behaviour likely to preclude the delivery of a
quality service.

The TADNSW Computer Support Service may make exceptions and support you for
any of the above circumstances. However, you will be required to meet the cost of
freight and/or postage and/or other expenses unless these costs are waived by
TADNSW.

The cost and terms of such support will be negotiated with you before we
commence any repairs that we may have agreed to under this provision.

SOFTWARE LICENSING

The operating system software and application software on your computer has
been supplied under the Community Microsoft Authorised Refurbisher Scheme. As
such the software is licensed to you for your exclusive use and may not be
transferred or sold to any other individual.

The terms and conditions of use for this software are contained in the Software
License Agreement that you will be required to acknowledge before we can supply
you with a computer.

CESSATION OF SUPPORT SERVICES

The Computer Support Service will support clients for the term of their service
agreement and this support will cease when:

o The computer service agreement has been cancelled.

. You have unpaid, overdue or outstanding service agreement fees, without a
negotiated agreement for payment.

. In our opinion we are unable to adequately support you.

A copy of the Withdrawal of Services Policy is available from our website
www.tadnsw.org.au or from telephone 1300 663 243.
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——— 15 T INDIVIDUAL NEEDS

: The TADNSW Computer Support

- Service does not have the funds or
professional expertise to
recommend or supply computer
systems with specialised adaptive
interface devices and / or
specialised software.
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However we can prepare your
computer system and install
specialised hardware and / or
licensed software that you supply or
as supplied by your therapist.

DECISION MAKING AND CHOICE

You need to specify the details of your special needs and complete the application
form correctly and completely.

If we cannot meet your special needs we will tell you. We may suggest an
alternative solution or we may suggest that you seek specialised support from
another agency.

It is your right to choose whether you wish to proceed with what TADNSW has to offer
or to seek support elsewhere.

The TADNSW Computer Support Service has a responsibility to provide equipment
which is safe. Certain dangerous situations are covered by government regulations.
These include the use of electricity, and machinery which can injure people. Our
equipment must conform to these safety regulations, and we must always ensure
your personal safety and the safety of your carers.

If you ask for a service which TADNSW cannot provide but which is known to be
offered by another organisation, you will be referred to this organisation. Where
possible, we will give you the name and phone number of this agency together with
the name of the relevant officer.

COSTS
Service Agreement Costs
You will be told how much the service fees are in the letter which accompanies your

application form. When your service agreement is due for renewal we will send you
a reminder and provide options for you to continue to receive support from TAD.



You are required to pay all the fees prior to the initial delivery of the computer if you
are paying by cheque or money order. TADNSW is able to offer progressive
payments which enable you to pay your fees in four regular equal instalments. If
you are making progressive payments by credit card and give TADNSW authority to
deduct instalments, your computer will be prepared delivered once 50% of the fees
due have been received by TADNSW.

You are also required to pay for your service agreement renewal fees in advance of
the agreement period. If you decide not to renew your service agreement you
might consider donating your computer equipment back to TADNSW for the benefit
of other users.

If your service agreement fees are going to be paid by someone else or an
organisation, TADNSW must receive confirmation and payment from that person or
organisation before the service agreement can begin.

Repair Costs

TADNSW technical volunteers give their skills and their time free of charge so there is
no charge for their services. Your fees cover the costs associated with these
volunteer services.

Your service agreement fees do not cover the cost of returning equipment to
TADNSW. If you require repairs you are required to return your equipment to
TADNSW. In the Sydney metropolitan area TADNSW may offer to pick up the
equipment from you. This pick up service is usually only available if we have
deliveries in your area. You can expect delays in picking up the equipment for repair
if you want TADNSW to collect the equipment from you.

TADNSW will arrange for and cover the cost of returning your equipment to you
when repairs have been completed.

Equipment Upgrade Costs

To receive an upgrade to your computer you will be required to enter into a new
service agreement. You will be told how much this costs when you apply for an
upgrade.

If you are receiving an upgraded computer you might consider donating your old
computer back to TADNSW for the benefit of other users.

REFUND POLICY

If you change your mind after you have made the initial payment and no longer
want the computer, your money wil only be partly refunded and a $30
administration fee will be charged.

If you change your mind within 30 days of delivery of the computer we will withhold
an administration fee of $30, delivery costs, return freight costs and repair costs if the
computer is returned damaged. The delivery/pick up fee in the Sydney metropolitan
area is $30.



Costs for regional NSW locations are based on Australia Post parcel post rates and
vary from place to place. You wil be advised separately about this cost if
applicable to you. These costs may change without notice.

Money will not be refunded until the equipment is returned and money will not be
refunded for equipment returned 30 days or more after initial delivery.

PRIVACY, DIGNITY AND
CONFIDENTIALITY

We recognise your right to privacy
and confidentiality. The information
requested by TADNSW for the
purpose of processing your request
and providing a service to you is
handled in accordance with our
Privacy Policy. A copy of the policy
is available from our website
www.tadnsw.org.au or from
telephone 1300 663 243.

TADNSW staff and volunteers are
sensitive in discussing your personal details. The TADNSW volunteers involved in
providing support to you have limited access to your personal data.

Your information is kept on TADNSW’s computer system. We make sure that
strangers cannot read it. The only people with access to it are members of staff and
properly authorised volunteers carrying out the normal activities of the service.

To be eligible to receive a computer with the software provided by the Microsoft
Corporation it will be necessary for your name and town to be provided to Microsoft.
No other information about you will be disclosed to Microsoft.

All personal information including sensitive information collected by TADNSW is
collected in accordance with the National Privacy Principles contained in the
Commonwealth Privacy Act 1988 as amended 2000. This information will not be
disclosed to any unauthorised third party without your consent.

If you are giving personal information about another person, e.g. next of kin, you
should seek their permission beforehand and advise why you are disclosing their
details to TADNSW.

HUMAN RIGHTS AND FREEDOM FROM ABUSE

Abuse of any kind is unacceptable to TADNSW and we aim to provide a service free
of abuse. Our volunteers are carefully screened and their backgrounds are
checked. If we decide a person is unsuitable, we do not accept him or her as a
volunteer. We also seek to protect our staff and volunteers from abuse and expect
that you will always treat them with courtesy.
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COMPLAINTS AND DISPUTES

You have the right to have any complaint you may have, heard and acted upon
quickly. If you are not able to make your own decisions, an advocate or relative
may act on your behalf.

We want you to tell us if you have a problem, so we can try to fix the problem. You
can complain if you are not happy with your computer or the service we provide
you. If you are unhappy about the behaviour of a volunteer or a staff member
please tell us about it. You will not be penalised in any way if you complain.

In the first instance, you should speak to the Computer Support Service’s Client
Support Officer who will investigate your complaint with great care and advise you
by phone of the results of that investigation.

If your complaint cannot be resolved informally the Support Officer will discuss the
formal complaint procedure with you. If you would like information about our
Complaints Policy, a copy of the policy is available from our website
www.tadnsw.org.au or from telephone 1300 663 243.
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