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Disability Advocacy and Complaints Service SA Inc.


Service Charter

The Disability Advocacy and Complaints Service of South Australia Inc. adopts the following statements as the primary reference points for the planning, delivery, and evaluation of all its services.

1. The purpose of the Disability Advocacy and Complaints Service of South Australia Inc. is to provide free, confidential services that enhance, improve and support clients’ access to complaints resolution mechanisms within the state of South Australia, and assist the maximisation of outcomes for people with disabilities, their carers, and associates.

2. The Disability Advocacy and Complaints Service of South Australia Inc. will provide services, which are relevant and responsive to client needs, and which have been outlined in the Service Agreement between the Department of Family and Community Services and Indigenous Affairs and the Disability Advocacy and Complaints Service of South Australia Inc.

3. Strong links will be made with other Disability Advocacy groups, Disability Services, and disability groups to facilitate recognition of changing client needs.

Public meetings will be held regularly across the State for direct client participation in the Disability Advocacy and Complaints Service of South Australia Inc. planning process.

4. The Disability Advocacy and Complaints Service of South Australia Inc. will promote empowerment and education of clients in the advocacy process, and provide information which assists clients to make informed choices and direct the action of their complaints.

All services will be provided in a manner which makes them accessible and approachable.

The service will be publicised in a variety of ways with the aim of reaching the whole community.

5. Services will be provided in a flexible manner.  Clients may attend the Disability Advocacy and Complaints Service of South Australia Inc., contact by telephone or letter, or have a Disability Advocacy and Complaints Service of South Australia Inc. worker visit them at their home, institution or other place of their choice.

6. The Disability Advocacy and Complaints Service of South Australia Inc. will be located in an area that is accessible by public transport, has parking facilities, wheelchair access, and toilet facilities for people with disabilities.

Information and advice will be easily available and will be provided in a friendly and non-threatening manner.

All services will be provided in a manner which respects clients and respects the rights of clients to independent expression, decision, and action, and does not discriminate on the basis of gender, race, disability, socio-economic class, age, or sexual preference.

7. All clients’ privacy and confidentiality will be assured.

Clients will be given full information that is easily understood about the process of actioning their complaint and about potential outcomes.

There will be procedures available for clients to voice grievances or complaints against the Disability Advocacy and Complaints Service of South Australia Inc. or any of its workers.  Anyone may make suggestions for changes in practices and policies.

Clients will have access to their files, in consultation with the Chief Executive Officer.

8. The Disability Advocacy and Complaints Service of South Australia Inc. will endeavour to provide the best possible services and will ensure that all services meet professional standards.

All programs and services will be subject to appropriate evaluation and quality assurance procedures.

All staff will be subject to appropriate evaluation and quality assurance procedures.

A supervisory structure will exist in relation to the knowledge and skills used in service provision.

9. The Disability Advocacy and Complaints Service of South Australia Inc. will develop reciprocal relationships with other grievance agencies and disability groups which will enable sharing and participation in service delivery, planning and evaluation.

Coordination and reciprocal referral strategies across agencies and allied services will be developed and maintained.

Opportunities will be provided for clients to have effective representation and participation in the management of the Disability Advocacy and Complaints Service of South Australia Inc. of South Australia Inc.     

Endorsed by Management Committee:

Date:

Signatories:

Chair Person






Secretary

Review Cycle:



Three Yearly

Due for Review: 


May 2012



PAGE  
2
Service Charter                August 2009




