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Hevi’s Story 

 

Hevi and her daughter live in a small town.  Two 

years ago, Hevi was in a car accident and now 

uses a wheel chair.   

 

This was very difficult for Hevi and her daughter 

and they had to make some big changes to their 

life.  Hevi now has lots of health professionals and 

support workers to help her.  The NDIS pays for 

these.  

 

Lately, Hevi has noticed that she is getting 

different support workers each day and they are 

often late.  

 

Hevi has tried to speak to someone at the agency 

by phone to tell them she is upset by this, but no 

one is doing anything to change the situation. 
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Self-Advocacy Steps 

 

1. Self-belief and seeking support:  

Hevi reminds herself that the situation isn’t ok for 

her.  She knows she deserves to feel ok about 

who she has supporting her.  Hevi remembers 

that when she applied for the NDIS, they had told 

her about the complaint process and encouraged 

her to speak up.  Hevi also talks to her neighbour 

who encourages her and offers to help if she 

needs it.  

 

2. Know what you want: 

Hevi knows that she needs to contact someone 

who is in charge of the support workers so that 

she can ask for more reliable and consistent 

support. 
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3. Research: 

Hevi’s neighbour helps her to find the name of the 

manager on the company website.  They also find 

his email address.  

 

4. Know your rights 

Hevi and her neighbour read through some 

information on the NDIS website about what her 

rights are as a client.  

 

5. Make a plan 

Hevi decides that she is most comfortable writing 

an email as she is not confident speaking English. 

She knows that her email account will also keep 

details of the date, time and copy of the email.  
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6. Communicate clearly and respectfully 

Hevi writes an email to the manager that raises 

her worries, what she has tried to do about them 

and what she hopes can happen in the future.  

 

7. Document and follow up 

Hevi does all of the follow up communication by 

email as she can take her time to respond and 

make sure she is getting her point across.   Hevi 

has her neighbour check over the emails to make 

sure she is clear.  

 

Outcome: Hevi received a response from the 

manager who apologised for the frequent change 

in support worker.  He tells her that there had 

been a lot of workers off sick and that made it 

hard to provide a consistent service. He tells Hevi 

that he has hired more support workers and asks 

Hevi to contact him again if she is still having this 

issue in two weeks.  
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