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  Phoenix Lifestyle Support Association Inc. has a strict  

NONSMOKING policy enforced at all times. 
 

Phoenix Lifestyle Support Association Inc. is a registered charitable  
organisation. 

 
Phoenix Lifestyle is a registered provider for the NDIS 

 
 

 
 
 
 

Phoenix Lifestyle Support Association Inc. 
Contact Details 

 
Head Office 

T21/30-32 Cypress Street, 
REDLAND BAY, QLD, 4165 

QLD, 4165 

 
Contact: Wendy Ziegenfusz 

Mobile: 0408 483 380 
Phone: 07 3829 2992 

Fax: 07 3829 3130 
Email: phoenix@phoenixlsa.org.au 

Web: www.phoenixlsa.org.au 

 
Patrons: Mrs C. Santagiuliana 

   Former Mayoress 
        Dr. M. Robinson 

        Member of Cleveland 

 

 People who care, care for people 
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Our Mission 
 

To provide personalised care to  
individuals, with intellectual/physical  

disabilities to achieve a safe, secure and  
valued lifestyle within their own home and 

community. 
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What are my responsibilities? 
 

Individuals, their families and  advocates should act in a way which   
respects the  rights of other individuals and Phoenix Lifestyle  
Support Association Inc. employees. 
Individuals and their families  need to take responsibility for the  
results of any decisions they make. 
 

Complaints Procedure 
 

If you have a concern about your current NDIS supports or services, it 
is important that you talk about it. Complaints are important—they can 
help us  understand what is important to people with disability and  
improve the quality of services we provide, so your complaint can help 
other people too. 
If you feel comfortable, you are encouraged to raise your concern or 
complaint with your support worker, key worker or manager first, as 
this is often the best way to have your issue resolved quickly.   
If individuals and their families wish to make an anonymous compliant 
then they can do so via our website, www.phoenixlsa.org.au 
If you feel that we have been unable to resolve your concern or  
complaint, then you should seek further support. 
You may seek support from family, a friend or an independent  
advocate in making a complaint.  
A complaint can be made to the NDIS Commission by: 

 Phoning: 1800 035 544 (free call from landlines) or  
 TTY 133 677. Interpreters can be arranged. 
 National Relay Service 1300555727and ask to call 1800 035 544.  
 Completing a complaint contact form on the NDIS Quality and 

Safeguards Commission Website. (A link to this form can be 
found on Phoenix’s website) 

 

In addition to the NDIS Commission, complaint services in  
Queensland include:- 

 Queensland Police Service 
 Crime and Misconduct Commission 
 Queensland Ombudsman 
 Office of the Adult Guardian 
 Public Trustee 
 Commission for Children and Young People and Child Guardian 
 Office of the Health Ombudsman 
 Queensland Civil and Administration Tribunal 
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What are my rights? 
 

 You have a right to complain or express your concerns about a   
service without fear of losing the service or suffering any other 
 recriminations. 

 You have a right to have your complaints dealt with fairly and 
promptly. 

 You have a right to be represented by an advocate of your choice. 
 You have a right to be informed about what services are available. 
 You have a right to be assessed to receive services without  

discrimination. 
 You have a right to choose what service(s) you will receive. 
 You have a right to privacy and confidentiality.  

You can expect that no information about you will be provided to  
anyone outside of Phoenix Lifestyle Support Association Inc. without 
your permission, unless required by law. 

 You have a right to view any information about yourself, held by 
Phoenix Lifestyle Support Association Inc. 

 You have a right to have an advocate represent you at anytime. 
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Who is Phoenix Lifestyle Support Association Inc.? 
 

Phoenix Lifestyle Support Association Incorporated began operations 
on 16

th
 December 1999. 

 
Phoenix Lifestyle Support Association Inc. was formed by families for 
people with an intellectual and/or physical disability, who reside within 
the Redlands Bayside Community, in south east Queensland. 
 
Phoenix LSA is a small boutique organisation specialising in a one to 
one support base, one support worker for every person being  
supported.  

Phoenix LSA a family centred service that actively promotes respect,  
tolerance, integrity , trust and acceptance for all. We believe that it is 
important to always facilitate choice and independence in the  
individuals we support. 

Phoenix LSA provides supported independent living for a number of 
individuals  in the Redlands, Queensland.  

We also provide assistance for individuals with daily personal care in 
their own homes and assistance to enable an individual to engage in 
community, social and/or recreational activities, on a one to one  
support basis. 

The philosophy held by the Phoenix LSA Board of Management means 
that the association will remain a small boutique Service Provider. 
 
Parents, siblings and friends of the individual with a disability who 
choose Phoenix LSA as a Service Provider are always welcome to  
actively participate in the individuals life. 
 

 
Our Vision 

We believe all people with disabilities have the right 
to experience an inclusive lifestyle  

within the community. 
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How does the service operate? 
 

The organisation is an incorporated body and is governed by a  
Management Committee elected at the Annual General Meeting. 
 
The manager oversees the day to day operations of the organisation 
and supports are carried out by paid support staff. These staff  
members report to their Key Workers who report directly to the  
Manager who in turn reports to the Management Committee at regular 
Management Committee Meetings. 
 
All staff are qualified, having either Certificate III or IV in Disability 
Support. All staff have received regular training  in CPR, First Aid,  
Manual Handling and Positive Behaviour Support. 
 

 
 

 

 
 
 
 
 
 
 

How do I obtain assistance? 
 

If you would like assistance or any further information please ring  
either the manager, Wendy Ziegenfusz, or the NDIS Coordinator, 
Robyn Torney on 07 3829 2992  
 
Our staff will contact you to discuss your requirements.  If Phoenix 
LSA is unsuitable for your support needs , our long history in the  
Redlands means we can refer you to other organisations that might be 
more appropriate.  
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What Support is offered by Phoenix LSA? 
 

Phoenix LSA will offer you a range of services. These will be tailored 
to meet your individual needs, with an emphasis on choice and      
control. Your specific requirements, including your abilities, likes,  
dislikes, health  and  wellbeing are all taken into consideration when 
creating your support documentation. Privacy and respect are integral 
to the services we offer, and you have a right to inspect any  
documentation we hold on you at any time. 
 
Phoenix LSA  support allows individuals with disabilities to experience 
ordinary life, including going out with friends on a Saturday to see a 
band at the local club, working as a volunteer  at the local animal  
shelter or using a personal trainer to improve their fitness. 
 
The personalised service plan will articulate what support is provided, 
when it is to be provided and the cost. As Phoenix LSA is a registered 
provider with the NDIS, our costs are listed on our website and meet 
the NDIS price guide criteria. There may be other costs associated 
with transport and the various activities chosen  in the individual plan 
that are separate from the NDIS price guide.  A service agreement  
detailing these costs will be discussed and agreed to prior to any  
support commencing. 
 
Reviews of plans are carried out on a regular basis to see if your 
needs and goals are in line with your NDIS plan. The review will 
encompass the quality of service being delivered and your satisfaction 
with the organisation. 
 

What if I’m not happy with the service provided? 
 

Phoenix provides a high quality service, however we would like to 
know if you have any concerns. This is the only way we can  
improve if we are not delivering services to your satisfaction.  
 
We have many processes in place to invite feedback of any kind, good 
or bad, and will address any issues promptly. 
 
Your service will not be stopped if you complain. Our complaints  
procedure is detailed on page 7 of this handbook. 


