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welcome to  
headspace
headspace is the National Youth Mental Health Foundation 
providing early intervention mental health services  
to young people aged 12-25. Each year, headspace  
helps thousands of young people access vital support  
through our headspace services in communities across  
Australia, our online and phone counselling services,  
our vocational services, and our presence in schools.

You play an important role in supporting 
your young person’s mental health 
and wellbeing. This pack will introduce 
you to our services, how you can 
be involved, and where you can 
find further information and support 
for you and your young person.
We know that talking about mental 
health looks different in different 
communities and cultures. We’re 
here to support you in a way 
that feels respectful and right for 
you and your young person.

What we mean 
by ‘family’
At headspace, family is defined by 
each young person. For us, family 
means those who play a significant 
part in a young person’s circle of care. 
We acknowledge and respect the 
diversity of families across Australia.
Family can include:
	● parents
	● stepparents
	● foster carers 
	● grandparents
	● siblings
	● extended family
	● chosen family
	● partners
	● Elders
	● Aunties and Uncles
	● Community members
	● spiritual leaders
	● mentors

Need information in 
another language?

Let us know if you’d 
like an interpreter.
Some key headspace 
factsheets are translated 
in different languages:
	● ‘about headspace’ – who we 
are and the services we offer 

	● ‘tips for a healthy headspace’ 
– ways to look after your 
mental health and wellbeing

Find them here: headspace.org.
au/explore-topics/for-young-
people/multilingual-factsheets
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headspace is a 
family inclusive 

service
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how headspace  
can help

At headspace, we 
offer support to young 
people in four key, 
overlapping areas: 

Mental health
We can help young people if they’re:
	● feeling down, stressed or worried
	● experiencing relationship problems 
or difficulties with family or friends

	● wanting to talk through particular 
challenges they are facing

	● just not feeling like themselves, or 
they’re concerned about changes in 
their thoughts, feelings or behaviour

Physical and 
sexual health
Many headspace centres have 
youth-friendly doctors and nurses 
who can assist young people with:
	● physical health issues
	● contraception and sexual 
health advice

If the nearest headspace centre 
doesn’t have a doctor or nurse, 
they can still recommend a youth- 
friendly doctor in your area.

Work and study
We can help young people 
if they want support to:
	● Identify their strengths, and learn 
about themselves and what 
career they could pursue

	● Find a job by writing resumes, cover 
letters and preparing for job interviews

	● Plan further education, course 
selection and enrolment

	● Balance their mental health and 
wellbeing with work and study

Alcohol and 
other drugs
If a young person’s use of alcohol 
or other drugs is affecting their 
wellbeing and/or they are having 
a hard time stopping or cutting 
back, we can support them to:
	● develop a plan to tackle 
their challenges

	● connect with professional supports, 
including GPs and counsellors

	● build on their strengths and move 
towards achieving their goals

Good mental health is a 
state of wellbeing where you 
feel able to work and study, 
feel connected to others, be 
involved in activities in your 
community and ‘bounce 
back’ when life’s changes 
and challenges come along.
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Do you or your 
young person need 
urgent help?
We are not an 
emergency service.
If someone is hurt, you are worried 
about someone’s safety, or you 
need immediate assistance 
please call 000 (Ambulance, 
Police, Fire Brigade) or go to your 
closest emergency department.
If someone you know is 
having thoughts about suicide, 
thoughts or urges to self-harm, 
or self-harming behaviour, 
contact the following National 
24/7 crisis services:
Lifeline:  
13 11 14 or lifeline.org.au
Suicide Call Back Service:  
1300 659 467 or 
suicidecallbackservice.org.au
YOUTH beyondblue:  
1300 224 636 or 
beyondblue.org.au
Kids Helpline: 1800 551 800
If you are Aboriginal or 
Torres Strait Islander: 
13YARN:  
Phone 139276, or go 
to 13yarn.org.au
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how can we get 
the help we need 
at headspace?

If your young person is 
aged between 12 and 25 
and is in need of support, 
headspace is here to help.
We offer a wide range of 
services for you and your 
young person. These can be 
accessed in one of two ways 
(or, depending on the service, 
both ways at the same time):

At your local 
headspace centre 
headspace centres provide in-person 
information and support to young 
people aged 12–25 for anything affecting 
their health and wellbeing. Family will 
often be included in their care (for more 
information, see page 12 below). 
Information and support is 
also available for family.
Many headspace services offer group 
programs for young people and family.
All headspace services are provided 
by qualified professionals who work 
together to give young people the help 
they need. Ask your centre if you want to 
know more about who is on their team, 
and the range of services they provide.
Opening hours vary from centre to 
centre. To find out more, or to make 
an appointment on behalf of a young 
person, please call, email or drop 
into your local headspace centre.
Find your nearest centre (and its 
address, programs and opening 
hours) by visiting our website 
at headspace.org.au

Via our online services 
headspace online services for you 
and/or your young person include:
	● online and phone counselling 
and support for young 
people and for family

	● information for family about 
mental health and wellbeing, and 
ways to support a young person 
going through a difficult time

	● information about other services 
that might be helpful to you 
and your young person 

	● work and study support for young 
people, including career mentoring

	● opportunities to connect and hear 
from other people who might be going 
through similar situations to you 

You and your young person 
can each create a headspace 
account to access all our online 
resources, at headspace.org.au
headspace online services can be 
available at times when your local 
headspace centre is closed, or if you 
don’t have a centre within reach.
For more information about our online 
supports and resources for family, 
visit us at headspace.org.au/family
For more information about 
our range of services, both 
online and in centres, visit 
headspace.org.au/services
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Can I access headspace 
on behalf of my 
young person? 
If your young person is not ready to 
access our services themselves, we 
encourage you to make contact with 
us to discuss what might help them to 
take that step. We can also look at how 
you can be supported to care for them. 
You can contact us online, by 
phone, or in-person at the centre. 
If your young person is already 
accessing or willing to access 
headspace services, ask us about 
how you can be included. (see 
page 15 for more information).

Youth Reference 
Groups
Each headspace centre has a 
Youth Reference Group (YRG) 
made up of young people aged 
12 to 25 who meet regularly to 
provide ideas and feedback on 
how the centre runs its services. 
Young people can join the 
YRG to help improve services 
and gain valuable advocacy 
experience. These are volunteer 
roles. Speak to a headspace 
worker for more information. 
See page 13 for information 
about Family Reference 
Groups and other ways 
family can contribute to 
the work of headspace.

Visit our website 
at any time for:
information about mental health 
and wellbeing, for young people, 
their family and communities

	● information about services
	● direct online and 
phone support 

	● opportunities to connect 
with others who may 
be experiencing similar 
challenges to you. 

Find us at headspace.org.au 
Our translated resources can 
be found here: headspace.
org.au/explore-topics/
for-young-people/
multicultural-factsheets
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consent and 
confidentiality 

Consent
headspace is a voluntary service. 
Health professionals can only provide 
treatment to young people who give 
consent. This is something we will ask 
a young person when they attend. 
Common law in Australia assumes 
people aged 18 and over are competent 
to make decisions about their health 
treatment, even if their decision is not 
seen to be in their best interests. 
People aged between 16 and 18 are 
usually presumed to have capacity 
to make decisions about their health 
care, depending on the nature of the 
treatment and the ability of the young 
person to understand the treatment.
For young people under 16 years 
old, a parent or legal guardian is the 
appropriate person to give consent to 
access our service. Some young people 
under 16, however, can be assessed as 
having capacity to consent to treatment.
If you have questions about consent, 
please speak to a headspace worker 
at your centre, as legislation varies 
between states and territories.

Where the young person is 
able consent to treatment at 
headspace, regardless of their 
age, we will work with them 
to involve family in ways the 
young person is comfortable 
with, and that are likely to be 
beneficial to their wellbeing.

Confidentiality and 
information sharing 
Best practice is to respect the young 
person’s confidentiality as well as 
involving family meaningfully. 
The things a young person discusses 
with a headspace worker can only be 
shared with someone else when the 
young person gives permission, unless 
there are significant concerns about 
someone’s safety (the young person, 
family or the community). In these 
cases, where safe to do so, we will 
make every effort to inform the young 
person and/or family about the need to 
share information. We will provide only 
necessary information, and only to the 
appropriate services or support people.

If you have any questions 
at all about confidentiality, 
information sharing, and 
who can access information 
provided by, or about, your 
young person, please speak 
to a headspace worker.

“Being involved in the 
professional care of my 
son allowed me to have 
a better understanding 
of the support he was 
receiving, what my role 
was and how we could 
work together in his best 
interests. My son found 
it difficult to open up 
to clinicians therefore 
my involvement in the 
sessions and plans for 
supporting him, with his 
permission, allowed him 
to trust that he was going 
to get the help he needed”

Kim, family member
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what to expect when 
your young person visits 
a headspace centre

At the first visit
The first time your young person 
visits headspace, they will:
1.	 Be greeted by a headspace 

team member
2.	 Fill in a registration form
3.	 Complete a brief online survey
4.	 Be given an opportunity to:

	● share what’s been impacting 
their wellbeing

	● talk about what they might want to 
work on by coming to headspace

If your young person feels comfortable, 
family members are welcome to attend 
(see page 12 for more information). 

How long will an 
appointment take?

Appointments usually take around 
45-50 minutes. Sessions with a doctor 
might be shorter. You and your young 
person can confirm the length of 
their appointment when booking.

How much will an 
appointment cost?

Services at headspace are either free or 
have a low cost. This will be confirmed 
when an appointment is made. 
If the young person has a Medicare 
Card, it would be helpful for them to 
bring it to their appointment or be able 
to provide their Medicare number. If 
they don’t have a Medicare number, 
speak to a member of the team.

After the first visit
If your young person chooses to 
continue at headspace, we might work 
together on goals they’ve identified 
as important to them, and plan the 
next steps. These may include:
	● Seeing a doctor and/or mental 
health nurse for physical or 
mental health difficulties

	● Study or vocational assistance 
with a work and study specialist

	● Sexual health information and support
	● Assistance from an Alcohol and 
other drug support worker

	● Referral to other agencies best suited 
to you and your family’s needs. If 
your young person needs a referral 
from a doctor, we can arrange this

	● Mental health support, such as 
supportive counselling, cognitive 
behavioural therapy (CBT), problem 
solving and group therapy

We take confidentiality, 
privacy and safety 
seriously. Read more about 
confidentiality and our 
duty of care on page 8.
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how you can support your 
young person while they are 
waiting for an appointment

Here are some 
ideas for how you 
can support your 
young person.

These ideas can be useful at any time, 
including when your young person has 
made contact with headspace and is 
waiting for their first appointment. 
	● learn more about young people’s 
mental health and wellbeing, and 
how family can support using the 
resources on the headspace website

	● make yourself available for 
your young person, while also 
allowing them their own space

	● take an interest in their activities, 
and encourage them to talk about 
what’s happening in their life

	● spend time with them; do things 
together that you both enjoy

	● take their feelings seriously, 
respond with care 

	● provide a listening ear, don’t rush 
to ‘fix’ things or find solutions

	● encourage them to exercise, eat 
well, and have routines that help 
with sleep (see page 20 below)

	● encourage and support their 
friendships and connections 
with their communities

	● support them to participate in 
spiritual or cultural practices 
that are important to them

	● give positive feedback, share 
what you notice about their 
qualities and strengths

	● let them know you love them. While 
they might not admit it, this is likely 
to be very important to them
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how you can 
be involved 

family inclusion 
in the care of the 
young person
We know from research that including 
family in a young person’s care can 
lead to better outcomes for the young 
person, and for their family too. How 
family is involved is guided by the young 
person’s wishes, as well as factors 
such as their age, life experience, the 
service they are receiving, and their 
feelings about family inclusion.
We respect the choices, privacy and 
confidentiality of the young people 
using our services. Your young person’s 
clinician can talk with you about how 
these are upheld when family are 
included in a young person’s care.

Here are some of the ways 
family can be included:

	● talking with the young person’s 
clinician before or after a session

	● attending some sessions 
with the young person

	● contributing to the development 
of the young person’s care 
plan or safety plan

	● attending a group information session 
or peer support session for family 

	● having the option of checking 
in with the clinician if family 
becomes concerned about the 
young person’s wellbeing

Ask at your centre about 
how you can be included in 
your young person’s care.

“I was always made to 
feel a part of the care 
plan, with the clinician 
often seeking my input 
as to how best to work 
on different situations” 

Ann, family member

Depending on the situation, 
family of young people might 
be involved at headspace 
in two main ways:
1.	 being included in a 

young person’s care, 
as part of their trusted 
network of support 

2.	 participating in the 
improvement of services 
at headspace

Let’s look at each one 
in more detail.
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family participation 
in the improvement of 
services at headspace
headspace puts the voices of young 
people and their family front and centre. 
We understand that young people and 
family are experts in their own lives, and 
have the right to be actively involved 
in the decisions that impact them. 
Young people and their family can offer 
valuable ideas and insights based on 
their own experiences of headspace 
and/or the mental health system. This 
is what we call ‘participation’, and 
it is how we make sure the services 
we provide meet the needs of young 
people, their family and communities. 

How can I participate 
at headspace? 

Providing feedback
We value feedback from young people, 
their family and communities, and 
use it to help improve our services. 
Here are some of the ways you 
can provide feedback about the 
services you and/or your young 
person receive at headspace:
	● via the family survey automatically 
generated by email after a 
session with a clinician

	● in person at our centre
	● by phone
	● via the headspace webpage: 
headspace.org.au/contact-us

We take feedback seriously and 
do our best to respond to it as 
soon as possible. It helps build our 
understanding of what we are doing 
well and how we can better meet the 
needs of young people and their family.

Become a family representative
Family representatives help improve 
headspace services by sharing insights 
and ideas from the perspective of 
someone who supports a young 
person experiencing difficulties. 
These are volunteer roles. The type of 
contribution a Family Representative 
makes depends on their availability 
and interests. Examples include:
	● Providing ideas on how the 
physical layout and facilities of the 
centre could be more welcoming 
to the local community

	● Reviewing documents such as 
centre brochures or policies

	● Meeting with centre staff a few 
times a year to share ideas and hear 
updates on the work of the centre

	● Sitting on interview panels 
for new staff members 

	● Attending meetings with other 
services or organisations

Some centres also have a Family 
Reference Group which, like the Youth 
Reference Group, meets regularly to 
provide input into how the centre is run.

If you are interested 
in becoming a Family 
Representative, speak to 
a headspace worker. 

“I felt it was important to 
share my experiences 
caring for my daughter 
while she visited our 
local headspace centre. 
I was welcomed by the 
centre team and feel 
I add a perspective as 
a family member and 
a Dad. I contribute to 
the centre’s consortium 
meetings, and staff keep 
me up to date on what’s 
happening in the centre.”

Michael, family representative
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Myth
Family can’t help 
people experiencing 
mental health 
difficulties

Fact
Family, friends, and school, work 
and community networks play 
important roles in supporting young 
people experiencing challenges.
Family have a lasting connection 
with the young person and can offer 
care, understanding and practical 
support that make a big difference to 
their mental health and wellbeing.

Myth
People don’t recover 
from mental ill-health.

Fact
Just like physical fitness, a person’s 
mental health and wellbeing can decline 
and improve depending on what is 
going on in their life at the time, how 
past experiences have affected them, 
and other factors such as the type 
of care and support they receive. 
Through the ups and downs, 
people can learn and develop 
new skills which can help them 
navigate challenges in the future.

Myth
Mental health 
difficulties are 
caused by genetics.

Fact
Our mental health and wellbeing 
is influenced by a range of factors. 
While genetics can play a role, the 
reasons someone might need support 
are often complex and varied. 
The loss of a loved one, losing a 
job, relationship break-ups, bullying, 
stress from exams and family 
conflict are just some of the things 
that can affect the mental health 
and wellbeing of young people.
There are also many factors that 
promote mental health, such as 
strong family, Community and cultural 
supports, being physically active, 
being engaged in our communities, 
finding purpose through things 
like study or work, and access 
to good mental health care.

common myths 
and facts about 
mental health
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taking care of 
yourself

It takes a village…
Consider the role that other trusted 
members of your young person’s 
family and Community could play 
in supporting the young person. 
This can have the dual benefit of 
strengthening the young person’s 
connections while also helping you feel 
less alone with your responsibilities.

Accept care 
from others
Accept acts of kindness or offers of 
support. A gift that gives you ‘time out’ 
or an opportunity to enjoy something 
you love can help you feel restored 
during what might be a tough time.
It’s also OK to ask for help when 
you need it. Identify the people 
in your life who care about you 
and can offer a listening ear if you 
need to share your concerns. 
It can be helpful to talk with others 
who have had similar experiences. 
These might be trusted family, friends 
or members of your Community. 
Some headspace services employ 
Family Peer Workers, who have first-
hand experience of caring for a young 
person with mental health challenges. 
Ask at your centre about ways to 
connect with a Family Peer Worker.

If you need professional 
support for your own mental 
health, your GP would be 
a good place to start.

Don’t let go of what 
grounds you
Supporting someone going through 
a hard time can leave you with little 
space for things in life that bring you 
joy. Although it can be hard when 
you’re busy caring for others, make 
time to spend with people who share 
your interests, passions, family or 
cultural traditions and spiritual beliefs.
Making a commitment to enjoy the 
simple pleasures in life can sustain 
you day-to-day and long term. 
What lifts your spirit or gives 
you energy? Pets, the beach, 
running, singing, connecting 
with nature, meditation.

For more information and 
resources, head to our website 
at headspace.org.au/family

While supporting a young 
person experiencing mental 
health difficulties can be 
deeply rewarding, it can 
also have an impact on 
you – and it’s essential to 
look after your own mental 
health and wellbeing. 
By taking care of yourself, you 
are demonstrating healthy 
habits for your young person, 
while also strengthening your 
capacity to support them. 

Here are some tips for 
taking care of yourself:

In the event of 
an emergency, 
passengers on a plane 
are advised to apply 
the oxygen mask to 
themselves first so that 
they can assist a  
fellow passenger.
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Be kind to yourself
Family sometimes feel responsible 
for their young person’s situation. If 
self-blame is weighing you down, try 
to be realistic and have compassion 
for yourself. Remember there are many 
factors that contribute to mental health. 
Consider: Are your expectations of 
yourself too high? Imagine if a good 
friend of yours was in your situation. 
What would you say to them if they 
were being hard on themselves? You 
might encourage them and affirm their 
efforts. Listening to these messages 
for yourself can help with accepting 
you are doing the best you can. 

Be informed
Supporting a young person can 
lead to worry and a huge feeling 
of responsibility. Learning about 
mental health and how to support 
a young person can give you more 
understanding, knowledge, skills 
and tools, and a sense of hope. 

Remember: Looking 
after yourself 
is not selfish
You might be juggling many competing 
needs and feel pulled in different 
directions. In addition to caring for a 
young person, you may be holding 
down a job, taking care of others 
such as children and older family 
members, and running a household. 
People who care for others often feel 
they are being selfish if they attend 
to their own needs. But neglecting 
your needs can have consequences 
on your physical and mental health, 
relationships and financial situation.

See page 20 for our seven 
tips for a healthy headspace.
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The following agencies also provide information  
and support to family caring for a young person:

National agencies

Agency Contact details About 

Beyond Blue beyondblue.org.au  
1300 224 636

Supporting someone with depression or anxiety
Online chat & 24/7 phone support

Black Dog Institute blackdoginstitute.org.au Supporting someone with depression 
or bipolar disorder

Carers Australia carersaustralia.com.au Carer counselling, advice, advocacy, 
education and training

Carers Gateway 1800 422 737 
carergateway.gov.au/about-us/contact-
us#translator-and-interpreter-services

Free services and support for carers

Embrace embracementalhealth.org.au/index.php culturally accessible (and translated) mental 
health resources, services and information

Family Drug 
Support	

fds.org.au 
1300 368 186

24 hour information on all aspects of 
alcohol and drug use for family

Mental Health and 
Wellbeing Locals

health.vic.gov.au/mental-health-services/
mental-health-and-wellbeing-locals

Care and support for people aged 26 years or over 
and are experiencing mental health concerns

Parentline  Phone and/or webchat  
(contact details and opening hours 
are different from state to state)

Counselling, information and referral service 
for parents of children aged 0 to 18

QLife qlife.org.au  
1800 184 527

Supporting people who are lesbian, gay, bisexual, 
transsexual, intersex, queer or questioning (LGBTIQQ)
Online chat & phone support

Reachout reachout.com Supporting young people with 
mental health difficulties

Sane Australia sane.org 
1800 18 (SANE) 7263

Helping someone experiencing a mental health crisis
Online chat & phone support

13YARN 13yarn.org.au 
139 276

24/7 culturally safe support for Aboriginal 
and Torres Strait Islander people

further information 
and support 
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seven ways to 
support a young 
person’s healthy 
headspace

1. get into life

Doing things that are enjoyable 
and provide a sense of purpose is 
essential to good mental health. 
This includes fun activities, work or 
study. Encourage your young person 
to get involved in activities that give 
them a sense of accomplishment. 
This can boost their confidence 
and provide opportunities to 
connect with others. As a support 
person, modelling ‘getting into life’ 
yourself can help make it feel more 
achievable for your young person.

4. eat well

Eating well fuels the body and energy 
levels and can improve a person’s 
mood, general health and wellbeing. 
Together with your young person, 
create a list of favourite nutritious 
meals and snacks, or invite your young 
person to join you at the supermarket, 
choose food and help cook meals. 
We also need to drink plenty of water. 
Good hydration supports clear thinking 
and concentration. A good quality drink 
bottle might encourage your young 
person to keep their hydration up.

Just like physical fitness, 
mental fitness requires 
regular effort. This can be 
challenging to maintain. Family 
can support a young person 
by providing them with the 
tools to live their lives in a 
positive and meaningful way.
Good mental health supports 
young people to positively 
engage in work, study and social 
activities. It can help them: 
	● think flexibly 
	● problem-solve
	● manage day-to-day stress
	● feel connected to others
	● be resilient when things go wrong. 

Bonjou
rXin

 ch
ào

Hola
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5. stay active

Staying active is critical to physical 
health, mental agility and mood 
regulation. If your young person isn’t 
into sport or exercise then activities 
like dancing, yoga, walking the 
dog, cycling or walking to a friend’s 
house are other ways of integrating 
physical activity into everyday life. 
One way to encourage your young 
person to be active is by including some 
activity in your own life if you can. 

2. learn skills for a tough time

It is important to take the time to 
think and talk about how to handle 
tough times. Encourage your young 
person to build a range of strategies 
for handling tough times and let them 
know these will come in handy now 
and in the future. Different strategies 
work for different people. You can 
model skills for getting through 
a tough time by talking openly 
about how you are handling it.

3. create connections

Relationships with friends, family 
(pets included) and others are 
essential to young peoples’ 
mental health and wellbeing, and 
offer a sense of belonging. 
While young people might often 
be focused on their friends, they 
still need family. Encourage your 
young person to have meaningful 
connections with friends while also 
finding ways to spend time with family. 
If ‘one-on-one’ activities feel too 
intense, then joint activities with other 
friends or family members can be an 
enjoyable way to stay connected.

7. cut back on alcohol 
and other drugs

Family play an important role in 
supporting healthy decision making 
when it comes to alcohol and other 
drugs. From an early age, talk openly 
with your young person about 
alcohol and other drugs, including 
ways they can minimise risks. 
Studies show that it’s better for a young 
person to delay the time they start to 
drink alcohol for as long as possible. 
The best way to send a message 
about alcohol is for family to 
model responsible drinking.

One of the most 
effective ways family 
can support young 
people is to model 
healthy habits.

It’s a good idea to 
practise some of 
these tips yourself.

6. get enough sleep

Sleep is important for a young 
person’s wellbeing. During 
adolescence, the ‘body clock’ 
changes and young people are 
more likely to stay awake late at 
night and sleep into the morning. 
You can help by encouraging 
regular ‘winding down’ activities 
before bed and supporting a 
regular routine in the morning. 
Help your young person create a 
bedroom environment that is free 
of TV, devices and lights so that 
sleep will come more easily.

Zzz...
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headspace National Youth Mental Health Foundation is funded by the 
Australian Government Department of Health, Disability and Ageing.

http://headspace.org.au


Gladstone

headspace National Youth Mental Health

Foundation is funded by the Australian

Government Department of Health.

everyone's
appointments
are important

If you can't make your appointment,
that's okay, just let us know at least 24
hours in advance, so we can offer your
time slot to another young person
waiting.

If you don't attend 2 appointments
in a row (without giving 24 hours
notice) and have not made
contact, we will close your file.

We understand that getting to
appointments can be tough, and
it may just not be the right time
for you. That's okay, you can
always come back another
time.
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Consent to Service  
 

headspace Gladstone is an early intervention service which provides support to young                                  

people for a range of health and wellbeing issues – including mental and physical health,                                            

alcohol and other drugs, and vocational support (engaging with school and work).                                                   

To provide the best service to you we collect some personal information. The more information we know, 

the better we can understand your needs and therefore the more we can help – but it is your choice about 

what information you share.  

Is my information confidential? 

Confidentiality is important in building a relationship with you and will be discussed early on in your 

sessions. This means that whatever you discuss in sessions remains private and will not be passed on 

to anyone else without your permission. 

However, there are some exceptions to this: 

• If there is concern that you are going to hurt yourself or someone else,  

• If someone else has hurt you 

• If you or another person is at serious or imminent risk of harm; 

• If your consent has been obtained to share information to: 

o Another person (e.g. family member, school guidance officer, GP) 

o Another organisation (e.g. child and youth mental health); 

• If case files are subpoenaed by court – in which case we will make every effort to let you know 

about the request. 

What information do we collect? 

As part of providing support, we will need to collect and record personal information from you that is 

relevant to your situation. Your personal information will be recorded in a secure headspace database 

which no-one outside of the headspace service will have access to. Staff keep records of their contact 

with clients which means you do not have to retell your story and all services you are accessing at the 

centre can work together to better support you. Your worker may also consult with the Clinical Services 

Manager, or discuss your progress at team meetings – this is to ensure you are provided with the highest 

possible standard of care. In this case, the identifying information discussed will be kept to a minimum 

with respect to the client. 

What information do we share? 

headspace Gladstone is made up of headspace core staff and co-located health professionals from 

various organisations. By signing this form you are giving headspace staff permission to discuss 

information relating to yourself with co-located professionals. All staff who work out of the headspace site 

sign a confidentiality agreement and must comply with this. Additionally, headspace Gladstone must also 

comply with laws and policies in relation to the collection, disclosure and disposal of your personal 

information.  

If you see a staff member from a co-located organisation, they may also store information on their own 

secure database – if you are unsure please speak to your worker or ask your Care Coordinator.  

If you access one of our services funded by Medicare (such as our GP), your information may be passed 

onto Medicare for billing purposes.  

If you have any questions regarding your privacy or confidentiality of information (including after signing 

this consent form), please talk to one of our staff members.   



https://roseberrycsl.sharepoint.com/sites/roseberry/DocumentLibrary/Corporate Documents/Risk Management/Child & Youth Risk 
Management Statement of Commitment.docx 

 

 

 

Child & Youth Risk Management 

Statement of Commitment  

Roseberry Qld’s vision is for a strong, vibrant, and compassionate community.  Our purpose is to empower 

people to lead safe and resilient lives.   

Aligned with our purpose, is our belief that all children have the right to be safe from harm, everywhere, 

anytime. Therefore, Roseberry Qld is committed to ensuring the safety and wellbeing of children and young 

people who interact with our services by providing a safe and supportive service environment.  

Roseberry Qld is committed to: 

• Creating a safe place for children and young people who use or come into contact with our services 

• Recognising and upholding the dignity and rights of all children and young people 

• Recognising each child and young person’s right to be heard, and empowering them to have a voice, 

and take part in decisions affecting them 

• Living our organisational values of Relationships, Self Determination, Growth and Safety. Using these 

to guide our commitment to person centred care and placing the safety and wellbeing of children 

and young people at the heart of all that we do 

• RQ workforce understanding the role they play to ensure that the safety and wellbeing of all children 

and young people is at the forefront of all they do and every decision they make 

• Listening to the voices of children and young people and empowering them to raise their concerns 

and report disclosures, allegations, suspicions, or incidents of harm 

• Acting quickly, sensitively, and appropriately to investigate any allegations of harm and to manage 

any incident that has caused or could cause harm to children and young people 

• Following legal requirements for reporting harm or risk of harm - this includes Queensland 

mandatory reporting obligations to report sexual offending against a child by another adult to Police  

• Valuing and recognising children and young people’s diverse life experiences, providing a culturally 

safe space, and responding effectively to all children and young people – including children and 

young people who: are First Nations People, live with a disability, who identify as LGBTIQA+, and/or 

are from culturally and linguistically diverse backgrounds 

• Our leaders promoting and acting as role models in applying the National Principles for Child Safe 

Organisations, practices, and culture 

• Following the National Principles for Child Safe Organisations and continuously improving services to 

incorporate children and young people’s voices in the development of policies, procedures, systems, 

and resources 

 

 

On behalf of Management                                                 On behalf of the Board                                                                          



ACCESS TO SERVICES 
 To access the services offered by RQ and the 

choice to accept or decline services. 
 To be provided with clear and accurate 

information about the service/s available. 
 Have access to information about any other 

services that may be of assistance and be 
free to choose services from available 
alternatives to enable you to make informed 
choices. 

 Be able to discontinue receiving services 
without recrimination or jeopardising future 
access to RQ services. 

 To be able to access and involve an advocate 
and/or interpreter at any time. 

 

Respect and Dignity 
 To be and feel physically and emotionally 

safe 
 To be shown respect for your individual 

human worth and dignity without 
discrimination, irrespective of culture, 
language, age, disability, gender or sexual 
identity, socio-economic status, religion 
and/or lifestyle 

 

 

CLIENT RIGHTS AND RESPONSIBILITIES 

It’s important that you know what to expect from Roseberry Qld, and what your responsibilities are while 
you’re receiving support. We are committed to respecting your rights, and we want to work together with 
you to make sure that you receive all the support you need to achieve your goals. 

CLIENT RIGHTS: 
  

PARTICIPATION AND FEEDBACK 
 To participate in decisions that affect your care, 

and to be consulted about your needs and be 
able to refuse or accept participating in support. 

 To provide feedback about their experiences 
with RQ 

 To make a complaint or express grievances about 
any aspect of RQ service provision and expect to 
be treated fairly, promptly and without 
retribution. 
 

 

CONFIDENTIALITY 
 To have your privacy and confidentiality 

respected regarding client records or any 
personal information held by RQ, unless there 
are legal or ethical exceptions.  

 To have, subject to the rights of others, access 
to any personal records held by RQ within the 
guidelines of the National Privacy Principles. 

 

COMPLAINTS AND GRIEVANCES 
 To have access to information about RQ 

including services offered, policies and 
procedures, user rights and grievance 
procedures. 

 To have your concerns addressed in a fair 
and timely manner. 

 

COMPETENT AND ETHICAL PRACTICE 
 To receive professional, competent 

services provided by appropriately 
qualified and competent staff within 
the scope of RQ’s contracted program 
guidelines. 

 

INFORMED CONSENT 
 To be fully informed about the services 

you are receiving, including goals, 
interventions and potential risks and 
benefits of the services. 

 To provide informed consent before 
receiving services, and to be involved in 
decisions regarding your care, including 
the right to refuse or terminate services 
at any time. 

 

Scan the QR Code or head to 
our website to provide us 
feedback at any time! 

 



 

 
Client Responsibilities: 
Just as you have rights upheld by RQ, RQ has an expectation that clients uphold certain responsibilities that 
are designed to ensure your safety, and the safety of others. 

 

PROVIDE ACCURATE INFORMATION 
 To provide RQ with all the necessary 

information about your personal and social 
circumstances, including your needs, 
concerns, relevant medical history, and 
other relevant information. This allows RQ 
to effectively assess and address your needs 
to achieve the best outcome. 

 To ensure RQ is notified of any changes to 
contact details. 

 

Active PARTICIPATION 
 To actively participate in your own care, to 

collaborate with staff in setting goals, and to 
work towards achieving those goals to the 
best of your abilities.  

 This may include attending appointments, 
participating in treatment or intervention 
plans, advising RQ staff of any required 
changes, and engaging in self-help or self-
care activities as appropriate. 

 To take responsibility for self and 
consequences of any decisions made. 

 

MUTUAL RESPECT 
 To respect the rights, privacy and dignity of 

RQ staff, and other service users, including 
treating others with respect, and without 
discrimination or prejudice, including on the 
basis of race, ethnicity, religion, gender or 
sexual identity, and/or disability.  

 This includes refraining from any form of 
harassment, violence, or abusive behaviour.  

 

COMMUNICATION AND FEEDBACK 
 To communicate openly and honestly 

with RQ staff, to provide feedback about 
your experiences with RQ and to 
express any concerns or questions you 
may have.  

 This can help ensure that your needs are 
adequately addressed and that services 
are tailored to your unique 
circumstances. 

 
SAFETY AWARENESS 

 To take reasonable steps to ensure your own 
safety and the safety of others while accessing 
RQ premises. 

 This may include following safety and 
emergency response protocols, reporting any 
potential safety concerns, and using services 
or facilities in a responsible and safe manner. 
 

 

COMPLIANCE WITH POLICIES AND PROCEDURES 
 To comply with the policy, procedure and 

rules of the organisation/program, including 
those relating to safety, confidentiality and 
respectful behaviour. 

Scan the QR Code or head to 
our website to provide us 
feedback at any time! 

 

Contact us: 
Roseberry Qld  
Gladstone | (07) 4972 0047 | admin@roseberry.org.au 
Rockhampton | (07) 4923 7700 | rockyadmin@roseberry.org.au 
www.roseberry.org.au 
headspace Gladstone | (07) 4903 1921 | info@headspacegladstone.com.au 
headspace Rockhampton | (07) 4911 6040 | headspacerocky@roseberry.org.au 
 



let’s talk
headspace
Gladstone
Find out more about headspace
Gladstone and how we can help

Level 1, 147 Goondoon Street
Gladstone, QLD 4680
P: 07 4903 1921 F: 07 4803 9100
W: headspace.org.au/headspace-centres/gladstone
E: info@headspacegladstone.com.au
Opening Hours
Monday:
Tuesday:
Wednesday:
Thursday
Friday:

8:30am - 5:00pm
8:30am - 5:00pm
8:30am - 7:30pm
8:30am - 7:30pm
8:30am - 3:00pm

is it an emergency?
if you are in an emergency situation or need immediate
assistance, contact mental health services or emergency
services on 000. If you need to speak to someone urgently,
call Kids Helpline 1800 55 1800 or Lifeline 13 11 14.

headspace National Youth Mental Health Foundation is funded by the Australian
Government 

how can I find out more?
headspace.org.au provides info and resources to help you
maintain your wellbeing. Or get in touch with the friendly
team at eheadspace on 1800 650 890 7 days a week from
3pm-10pm 

frequently asked questions
how much will it cost?
headspace Gladstone is a free youth mental health and
wellbeing service.

how do I make an appointment?
Making an appointment is easy! All you (or your friend or
family) need to do is call up, email or walk in. Please see
the back of this brochure for centre contact details. 

referrals from professionals?
Please download and complete a referral form which can
be found on our website.
note: All referrals require the consent of the young
person. 

is there disability access?
Yes there is disability access to our centre. There is a
ramp access from the carpark located at the back of the
building. 

how long will I have to wait?
Waiting times can vary. Our reception staff will provide
you with more information about waiting times when you
book your appointment. 

want to know more about
headspace Gladstone? 

scan the QR Code and check out
our website

please note 
our centre is closed
on public holidays 



headspace 
Gladstone 
is a safe place to
talk about your
wellbeing 

At headspace Gladstone, we offer a range of no or
low cost programs, services and support for young
people aged 12 to 25 who need help with their mental
health, physical health (including sexual health),
alcohol and other drugs, or work and study support. 

We follow a “no wrong door” approach. Which means
we either help you directly, or we work to connect you
with the service that best fits your needs. 

To find out about all the services, programs, group
sessions and activities available, or to make an
appointment, you can call, email or drop in. You can
also ask a friend or family member, health worker,
school guidance officer, or other community support
service to make an appointment for you.

we can help with
mental health
We can help if you’re: 

feeling down 
stressed or worried a lot of the time 
experiencing relationaship problems or difficulties
with your family or friends 
wanting to talk about sexuality or gender identity 
just not feeling yourself, or if you’ve noticed
changes in your thoughts, feelings or behaviour.

work, school and study:
We can help if you’re: 

struggling at school at work and feeling anxious or
stressed 
unsure of what course you want to do 
needing a hand writing a resume 
searching for a job

alcohol and other drugs
Alcohol and other drugs can affect things that
matter to you, like your mental health, wellbeing or
friends. If you’re having a hard time cutting down,
we can support you to get things back on track. 

physical and sexual health
We can help with: 

physical health issues
contraception and sexual health

Where possible, these supports will be provided on-
site. Alternatively, headspace have strong
patnerships with local bulk-billing doctors and
health professionals who can also asssist you.

feedback
headspace Gladstone is committed to providing the
best possible service to young people, their family
and friends. We welcome and value your feedback
so we can improve the services we provide.

Give us feedback directly:
Our online feedback form via the QR

      Code 
call our centre on 07 4903 1921
email our centre at
info@headspacegladstone.com.au 

      with the email subject “Feedback”
via the feedback box in the centre

Contact our Lead Agency: 
Compliments, Complaints and Feedback 

can also go through to Roseberry Qld 
(Lead Agency) via the QR Code. Or go 

to their website roseberry.org.au/contact

Family and Friends can also provide 
feedback to headspace National via 
the Family & Friends Satisfaction Survey  



scan QR for chat times

Wednesday

Navigating Life
For anyone aged 12–25
to chat about everyday
life topics like
relationships, self-care,
managing anxiety, living
with change and more.

Adults Supporting
Young People
For a parent, carer or
anyone working in a
support role with a
young person.

Thursday

Work and Study
For anyone aged
between 12-25 to
chat work and
study tips and how
to reach your goals. 

find an online chat
(or chats) for you
Our online peer group chats are anonymous, safe and supportive
spaces to regularly connect with others going through similar
situations. All chats happen in the evenings during school terms. 

Tuesday

qheadspace
For the LGBTIQA+
community and
allies aged between
12-25.



If you are an adult supporting a young person (a parent, carer, 
teacher or you work with young people), it can be helpful to join a 
community and hear from other adults about their experiences. 

Topics include (but not limited to):

• Ways to communicate with your young person
• How to help a young person through change
• Self-care ideas for yourself and your young person
• Supporting a young person experiencing mental health challenges

join our online 
peer group chat:

adults supporting 
young people

Wednesday evenings 
during school terms

Free, anonymous, safe and supportive 
group chat to regularly connect with others going 
through similar situations.

scan QR for chat times



sign up for Partners in 
Parenting, our online 
parenting program

Partners in Parenting is an evidence-based online 
program designed to help build your skills and 
confidence in supporting your high school-aged 
young person’s mental health and wellbeing. 

The program also covers 
general parenting challenges, 
such as communication, 
managing strong emotions, 
boundaries, conflicts and 
staying involved in your high 
school-aged young person’s 
life while they navigate their 
independence. 

There are 10 interactive online 
modules to explore and you 
can complete them in any order 
and at your own time and pace. 
Each one will only take around 
15 to 25 minutes. 

Sign up today!
You can access Partners  
in Parenting via your 
headspace online account.  
If you don’t have a headspace 
account yet, you’ll first need 
to create one. Once you have 
an account, you can access 
the program via  
‘Your interactive tools’. 

Setting up a free 
online headspace 
account is quick, 
easy and has 
loads of benefits. 

A collaboration between: 

Visit headspace.org.au/online-and-
phone-support/partners-in-parenting/ 
to find out more and sign up today.
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