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Disability Advocacy and Complaints Service of South Australia Inc.


Advocacy Services Intake Policy

Rationale:

Disability Advocacy and Complaints Service of South Australia Inc. receives many requests for assistance and may not always be able to respond to these.

This policy will provide consistency and transparency in the decision making process as to whether a request can be responded to or may need to referred, or whether Disability Advocacy and Complaints Service of South Australia Inc. is unable to deal with a request for assistance.

Scope:  

This policy will clarify the decision making process undertaken while an employee of Disability Advocacy and Complaints Service of South Australia Inc. receives a request from a person with a disability, their carers or relatives, to assist them in making a complaint or to advocate on their behalf.

Purpose:

The purpose of the Advocacy Services Intake Policy is

· to clarify the order of priority of decisions to be made when talking to a client who is asking for assistance,

· to document the decision making process for clients who have a right to know why their request for assistance is accepted or rejected, 

· to provide a guideline for employees and Management Committee members in their assessment of appeals or complaints about decisions made in the intake process.

1.  Rights of persons requesting assistance

Any person with a disability, or associated with someone with a disability, has the right to approach Disability Advocacy and Complaints Service of South Australia Inc. for assistance in regards to complaints they have in regards to services or goods received, or if they have been discriminated against on the basis of their disability.

2.  Rights of Disability Advocacy and Complaints Service of South Australia Inc.

Disability Advocacy and Complaints Service of South Australia Inc. has the right to refuse the request without needing to give a full explanation to the potential client why the request was refused.

A request for assistance may be denied at the point of inquiry, or after an intake interview has taken place.  

Assistance may also be refused in ongoing cases, at the point where the advocate decides, after consultation with the Chief Executive Officer of Disability Advocacy and Complaints Service of South Australia Inc., that 

· further action will not lead to the desired outcome, 

· further action will bring Disability Advocacy and Complaints Service of South Australia Inc. into disrepute 

· the outcome may cause more harm than bring benefit to the client.    

3  Disability Advocacy and Complaints Service of South Australia Inc.’s Obligations
All employees and volunteers at Disability Advocacy and Complaints Service of South Australia Inc. are committing themselves to respect every person’s request for advocacy, to respect the privacy of potential clients and treat all information confidential.

Staff and volunteers further commit themselves to: 

· providing a professional, efficient, and accurate response to client’s request for advocacy. This includes the documentation of contact details, identification of the issues and expected outcomes.

· providing a response to requests for advocacy within five working days, and in cases where further research is needed before the final response can be given, to notify the client about when they can expect the final response,

· informing a client within five working days from their request when the complaint can be dealt with and who will work with the client,

· informing a client as accurately as possible why their request was rejected and provide information about other organisations which may be able to assist, or alternative pathways to resolve their grievance. 

4.   Issues and questions to consider for employees when responding to a request for assistance

Disability Advocacy and Complaints Service of South Australia Inc. is committed to providing best practice intake procedures.

It is the role of the employee who is the first point of contact to assist the client to identify the issue at the heart of his/her grievance.  If a client needs assistance in more than one area of his/her life, the issues should be listed separately, and depending on their degree of urgency, be treated as separate issues by the first point of contact employee and when allocating resources.  

Employees and volunteers of Disability Advocacy and Complaints Service of South Australia Inc. will consider the following questions when responding to a request for advocacy.  Where several issues need intervention, each issue will be assessed in its own right.

· Is it a disability related issue?

· Does the request lie within the powers of Disability Advocacy and Complaints Service of South Australia Inc.? For example, legal matters or private disputes cannot be dealt with, Disability Advocacy and Complaints Service of South Australia Inc. cannot give legal advice, nor force a private person to stop arguing.

· Can the desired outcome be achieved through individual advocacy procedures or complaints resolution processes?

If the answer to the first three questions is positive, Disability Advocacy and Complaints Service of South Australia Inc. acts within its powers and can, in principle, respond to the request for advocacy.
The following three questions will determine when Disability Advocacy and Complaints Service of South Australia Inc. will be able to respond:
How urgent is help needed? 

There are three levels of urgency: very urgent, urgent, and important.

Very urgent applies to clients whose overall quality of life is at serious risk if intervention does not happen immediately.

Urgent applies to clients who have been deprived of their rights in some area of their lives, but who are able to continue their lives without immediate intervention.

Important applies to clients who are aggrieved about situations, which have occurred in their lives and have had a negative impact, yet where the desired intervention does not significantly improve the present and future everyday quality of life for the person with a disability. 

Do any of the advocates have time to take the issue on? 

If the request has been assessed as very urgent:

If no advocate is available to respond to the request for advocacy, the client should be informed within five working days, that his/her request for advocacy had to be denied. 

Wherever possible the client will be referred to another appropriate service. Disability Advocacy and Complaints Service of South Australia Inc. employees and Chief Executive Officer will contact the appropriate service to ascertain whether the service can respond to the client’s request for advocacy before referring the client to the service.

If the request has been assessed as urgent or important it usually can be addressed at a later stage, very urgent requests require immediate action.  

If no advocate is available to take the issue on, when will someone become available?

Clients will be informed within five working days when someone will be available to respond to their request for advocacy.

Has the client requested assistance before, or is Disability Advocacy and Complaints Service of South Australia Inc. already working with the client on an issue?

If a request for advocacy is deemed very urgent, and the person requesting is already a client, or has been a client of Disability Advocacy and Complaints Service of South Australia Inc. in the past, the request will be dealt with as outlined in this policy.

If the request for advocacy is deemed urgent or important, and the person requesting is a current client of Disability Advocacy and Complaints Service of South Australia Inc. or has been within the last twelve months, they will be put on the end of the waiting list, which is maintained by Disability Advocacy and Complaints Service of South Australia Inc.’s administrative officer.

5.  Waiting List

Disability Advocacy and Complaints Service of South Australia Inc. advocates are generally not in a position to respond immediately to requests for advocacy due to their ongoing work. Therefore requests for advocacy are assessed in regards to the urgency assistance is needed.

Very urgent applies to clients whose overall quality of life is at serious risk if intervention does not happen immediately.

Urgent applies to clients who have been deprived of their rights in some area of their lives, but who are able to continue their lives without immediate intervention.

Important applies to clients who are aggrieved about situations, which have occurred in their lives and have had a negative impact, yet where the desired intervention does not significantly improve the present and future everyday quality of life for the person with a disability. 

Every request will be categorised and placed on the waiting list.

Advocates at Disability Advocacy and Complaints Service of South Australia Inc. respond to very urgent issues in seventy percent of their work time.  The other twenty percent advocates ensure that urgent matters are responded to, and the last ten percent of their work time is dedicated to important matters.  Whenever the demand for very urgent responses subsides, advocates increase their caseload from the urgent and important categories on the waiting list. 

The waiting list has the same three categories.

Category 1:

Very urgent matters are placed at the top of the list and allocated first to advocates, whose caseload allows responding to the request for advocacy.  

In cases where very urgent matters require immediate intervention, yet no advocate is available to act, the client will be informed within five working days that his/her request had to be denied.  Wherever possible another service, able to act, should be identified and the client be referred.

Category 2:

Urgent requests for advocacy will be allocated as soon as an advocate closes another urgent case, from the top of the ‘urgent’ waiting list, or as soon as the demand on the very urgent list has subsided.

Twenty percent of each advocate’s workload is dedicated to ‘urgent’ issues, regardless of how high the demand in the ‘very urgent’ category is.

Category 3:

Important requests for advocacy are also listed on the waiting list in the order they arrive and when a request has reached the top it will be allocated to the next available advocate.  

Advocates are dedicating ten percent of their time to addressing requests from category 3 on the waiting list.

6.  Intake Procedure

As soon as an INTAKE form has been processed and landed on the Chief Executive Officer’s desk, or has been harvested by the Chief Executive Officer from employees computers, the intake will be dealt with in three ways:

Very Urgent issues will be addressed immediately by the next available advocate or the Chief Executive Officer.  Where we cannot assist, we will try to refer to another agency, such as the Complaints Hotline.

Urgent issues will be placed on the waiting list and allocated as soon as an advocate becomes available.

Important issues will be placed on the waiting list and allocated as soon as an advocate becomes available.

If a client is placed on the waiting list the Chief Executive Officer will send the CM01 letter.

Once a case is allocated, the advocate must follow the Case Management Procedures.

7.  Closure of advocacy process

When the advocate has achieved the desired outcome the advocate will discuss the outcome with the client and agree to close the issue.  

If the advocate was unable to achieve the desired outcome, and has come to the conclusion that no further steps can be taken to achieve the desired outcome, the advocate will inform the client that no further action can be taken and that the issue will be closed.

If a client does not agree with this decision he or she can contact the Chief Executive Officer and ask for a review of the decision to close the issue.  If the Chief Executive Officer’s decision does not satisfy the client, the Chairperson of the Board of Management can undertake a second review.
Should the client still not be satisfied he can make a complaint to any of the complaints organisations, such as the National Complaints Resolution and Referral Service, or the Health and Community Services Complaints Commissioner in South Australia.

9.  Accountability

Disability Advocacy and Complaints Service of South Australia Inc. will publish statistics from the waiting list in the Annual Report.

Entries on the waiting list will be identified by a file number.  This will enable Disability Advocacy and Complaints Service of South Australia Inc. to report about the waiting list while ensuring privacy and confidentiality provisions are adhered to.

10.  Grievance and Appeals Procedures
If a client feels that his/her request for advocacy has not been responded to in accordance with this policy, he/she may approach the Chief Executive Officer of Disability Advocacy and Complaints Service of South Australia Inc. to clarify why his/her request for advocacy was denied.

If no satisfying response is received from the Chief Executive Officer, the client can approach the chairperson of Disability Advocacy and Complaints Service of South Australia Inc. and request a review of the decision to deny his/her request for advocacy.

If still no satisfying response is forthcoming, the client can make a complaint to the Complaints Resolution and Referral Service or the Health and Community Services Complaints Commissioner in South Australia.

11.  Provision of Review for this policy

After ratification by the Management Committee of Disability Advocacy and Complaints Service of South Australia Inc. this policy will be reviewed every three years by the Management Committee in consultation with the Chief Executive Officer.
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