
1.0 IS THIS SERVICE FOR ME? 
   1.1 What health conditions does this service offer help with? 
The Tele-Mental Health service supports people who want to improve their wellbeing and or
experiencing changes to their mental health state. Symptoms that we commonly help treat are
related to: sleep, stress, worry, financial hardship, building healthy coping skills, finding work-life
balance, risk of homelessness, relationship or family issues, coping with change or improving
wellness.  
 
   1.2 Who is the service intended for? 
For Australians aged 12 and above. If you are between 12 and 18 years old you need to be living in
Queensland.  

   1.3 What kind of assistance does this service offer? 
We offer 6 appointments to support you with your wellbeing and mental health.  
What we don't do: provide long term support, prepare medico-legal or court reports. 

   1.4 How is the service delivered? 
All appointments are conducted over the telephone or on a video call.  

   1.5 Are health professionals involved in delivering the service? 
The service is run by professional and trained staff who volunteer their time to the service. At any
time, the team may include psychologists, social workers, counsellors, dietitians, nurses and
exercise specialists.  We are also proud to partner with many universities across Australia and offer
clinical experience to students completing their clinical training.   
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2.0 WILL I BENEFIT IF I USE THIS SERVICE?
   2.1 Is there any independent scientific evidence of benefit from using this service? 
To date, we haven't run any official scientific studies looking at how people benefit from our
service. However, we get lots of positive feedback from past consumers and our internal data
collection shows us that many people have benefited from using our service.  

   2.2 Is the service endorsed by the government or professional body? 
We are preparing to undergo accreditation with the National Safety and Quality Digital Mental
Health Standards.  

   1.1 When is the service available? 
Monday – Friday, 9am -5pm.

   1.2 How much does the service cost? Is there any ongoing cost? 
There is no cost to access our service. 

   1.3 Can I access the service anonymously? 
You only need to share information you are comfortable sharing; this includes your personal
details. 

   1.4 Does the service allow my carer, family member to work with me to use the service? 
For anyone over the age of 18, we like to work with you individually to ensure we are able to hear
and focus on your individual needs. 

If you are under 18, a parent or guardian needs to sign a consent form before you can begin
treatment. We also find that treatment works best if parents/guardians are supportive of you
working with our team. 

3.0 COULD THIS SERVICE DO ME HARM?  
   3.1 Are there any precautions or safety warning related to this service? 
Sometimes when you talk or think about things that is sensitive to you, it can leave you with
emotions that can feel uncomfortable – such as sadness, worried, upset or sometimes suicidal
thoughts. If this happens to you, our clinicians will be able to work with you to look at how best to
support you during this time. 

   3.2 Has anyone reported concerns or adverse health events after using this service? 
To the best of our knowledge, we haven’t heard of anyone who has experienced adverse events
after using this service. 



4.0 SHOULD I TRUST THIS SERVICE? 
   4.1 What is the business model for the service provider? 
The Tele-Mental Health service is one service offered by White Cloud Foundation. We have a board
who oversee the strategic direction of White Cloud Foundation and a Clinical Advisory Group who
oversee the clinical practice and Tele-Mental Health operations. 

   4.2 How does the service make money?   
Our service is funded by very generous donors who are passionate about improving the wellbeing
and mental health of Australians.   

5.0 IS THE SERVICE EASY TO USE? 
   5.1 Is there any independent research on how easy it is to use this service? 
While we haven’t conducted any official research on how easy it is to use our service, we take
feedback from staff and our service users very seriously. We do our best to respond to this
feedback in a way that continually makes our service better and better. 

   5.2 How much time will it take me to use this service as suggested? 
The time required will be based on the number of appointments you attend. Typically, your initial
Intake Assessment can take up to 90 minutes. Follow up appointments are typically 45 – 60 minutes
long. 

   5.3 How long will it take to get results from using the service? 
How soon you get results is individual and depends on what the issue is that you need support with.
We aim to help everyone develop a coping plan from your first appointment with us. 

   5.4 Were people with lived experience involved in developing this service? 
Yes, the service was initially developed after a trial at Queensland University of Technology in 2011
that found people with depression and anxiety found improvement in their mood when they
engaged in a multidisciplinary service. That is, they saw other health professionals who focused on
overall wellbeing rather than only talking to a psychologist or counsellor about how they were
feeling. We also had consumer representatives’ input into the development of our Model of Care. 
   
   5.5 What do other users think of this service? 
We have had very positive feedback from people using our service. Here is some of the feedback
we have received: 
“WCF was there when all hope was fading, they were there when no one else was. Invaluable
experience and highly recommended.” 
“My client described the WCF social worker as being the most wonderful, kind and caring soul who
really listened to her and made her feel heard. She was actually quite in awe of how wonderful
this service has been and how the social worker made her feel.” 



   5.6 Will this service link with other health services? 
Sometimes our service won’t be the best service to meet your needs at a particular time. If this is
the case, we will work together with you to connect you to a more suitable service. We will do our
best to support you during this transition period. 

   5.7 Can I stop using the service at any time?
Yes, you are in control of your care and can choose to stop using the service at any time. If you
decide not to continue, we’d appreciate it if you could let us know so we can update our records
and offer support if needed.
 
   5.8 What if I don’t like my clinician?
If you feel that your clinician isn’t the right fit for you, please let us know. We will do what we can
to help and if possible, may be able to connect you with another clinician on our team so you can
continue getting support.

6.0 WHO WILL HAVE ACCESS TO MY PERSONAL DATA? 
   6.1 What information does the service collect about me? 
We only collect information that helps us do our job properly and that you are happy to share with
us. For example: the name you’d like to be known by, your location in case we need to get urgent
support to you, your indigenous status to make sure we offer culturally appropriate care, the phone
number and email address that you are happy for us to contact you on. We also keep details of the
person or service that referred you to our service to help us understand why you have been
referred to our service. 

   6.2 Who owns that data? 
Our data is stored on a secure platform but owned by us. 
 
   6.3 Who is that information shared with and why? 
Unless we need to share your information with emergency services, your local Acute Care Mental
Health team or Child Safety we never share your information without your consent.  

   6.4 Where is that information stored? 
We store information on our secure customer management system. Referrals are received via our
email system and your information will be transferred into this secure system. 

   6.5 Can I easily share my information and results if I want? 
You can request your information – we have a process to make sure we are releasing the right
information to the right person, just ask your clinician how to do this. 



   6.6 Can I save the personal information I enter on my device without it being shared with
the provider?  
All information you share on the SMS or email links we send you will automatically be updated on
our customer management system. 

   6.7 Can I review and/or delete data that has been collected about me?  
You can review and update the information you have provided us any time. To delete your data,
we can work with our customer management system to delete your file. 

   6.8 Does the service have a data-sharing (privacy) policy? 
Yes, you can access our privacy policy on our website. 

   6.9 What security measures are in place to protect my personal information? 
All staff working in our service agree to abide by our Code of Conduct and Privacy Policy. We do
our best to protect your online data by only using services that store data on-shore in Australia and
abide by the Australian Data Protection Act and the Australian Privacy Act. 

7.0 WHO CAN I CONTACT WITH QUESTIONS OR CONCERNS ABOUT THIS SERVICE? 
   7.1 How can I contact the service provider? 
You can call us during our opening hours on (07)3155 3456 or email us on
info@whitecloudfoundation.org. 

   7.2 Where can I go if I have concerns about this service? 
For privacy/security issues contact the Office of the Australian Information Commissioner
(OAIC) https://www.oaic.gov.au/privacy/privacy-complaints 
For complaints against a health service contact your state or territory health complaints
organisation https://www.ahpra.gov.au/notifications/further-information/health-complaints-
organisations.aspx 
For complaints against an individual registered health professional contact the Australian
Health Practitioners Regulatory Body (AHPRA)
https://www.ahpra.gov.au/Notifications/Concerned-about-a-health-practitioner.aspx 
For complaints about misleading claims contact Australian Competition and Consumer
Commission (ACCC) https://www.accc.gov.au/consumers/problem-with-a-product-or-
service-you-bought/contacting-a-business-to-fix-a-problem 
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