Disability Advocacy and Complaint Service of 

South Australia’s Disability Services Standards and 
Key Performance Indicators

Disability Advocacy and Complaints Service of South Australia proposes the following Advocacy Service Standards and Key Performance Indicators (KPI).  These standards were adapted from the existing Disability Services Standards for disability employment services.

The Key Performance Indicators are based on those of the Quality Assurance System for disability employment services and applied to the situation of our disability advocacy program.  

We are not required to operate to the Disability Services Standards and Key Performance Indicators.  However, we believe that they indicate ‘best practice’ and we ask our volunteers and employees to adhere to the standards and strive to achieve the Key Performance Indicators.
Standard 1: Service Access

All people with disabilities and their carers, organisations, and representatives, have access to the advocacy program on the basis of relative need and available resources.

KPI 1.1:  Disability Advocacy and Complaints Service of South Australia Inc. has an Advocacy Service Intake Policy, which describes in Plain English how we will determine that issues raised are taken on and responded to.  This policy does not discriminate against any group or individual in respect of age, gender, race, culture, religion or disability, consistent with the contractual obligations and purpose of the service.

KPI 1.2:  All inquirers are informed in multiple and accessible formats about our services.  Disability Advocacy and Complaints Service of South Australia Inc.’s advocates will ensure that they clearly communicate intake and exit decisions to clients individually, and members and the wider community in general. Advocates’ decisions will be reviewed by the Chief Executive Officer, and if the client wishes by a member of the Board of Management.

Standard 2:  Client Consultation

Each person with a disability in South Australia receives an advocacy service that is designed to meet, in the least restrictive way, his or her individual needs and personal goals.

KPI 2.1:  Advocates will consult with people who individually raised issues.  All advocates will consult with clients throughout the advocacy process and will reflect the needs and personal goals of the client in all actions of the advocacy process.

KPI 2.2:  Each advocate receives a mandate to act from the client, wherever possible, and documents this mandate in his/her files. 

KPI 2.3:  Each advocate builds their action plan on the mandate received and continues consultation with those affected at all stages of the advocacy process.  Wherever possible, affected clients have to be consulted about every action of the advocacy process.

KPI 2.4:  All clients will be informed about the time they have to wait for an advocacy process by letter within five days of them making a request for assistance and the Chief Executive Officer will monitor the assignment of issues to advocates within the agreed time frame. 

Standard 3:  Client Participation

All people with disabilities, their carers and supporters have the opportunity to participate as fully as possible in making decisions about events and activities of the advocacy program, where the issues raised by systemic advocacy affect their daily lives or the services they receive.  All clients bringing issues to the individual advocacy program must participate, as far as possible, in every step of the advocacy process.  Nothing should be done without the explicit permission of the client who has asked for an individual advocacy service.

KPI 3.1:  The advocacy program provides appropriate, accessible and flexible opportunities for clients to participate as fully as possible in decision-making at all levels and all stages of the advocacy process.  All advocates provide appropriate, accessible and flexible access to the advocacy process, and ensure that all clients are able to make an informed decision about the next step in their advocacy process.

KPI 3.2:  All clients have the right to become members and will be offered this opportunity at the conclusion of their issues together with the request for the evaluation letter. Members will be able to nominate for the Board of Directors and actively participate in the planning, delivery and evaluation of our service as volunteers.

KPI 3.3:  Where advocates cannot assist a person requesting a service or inquiring about assistance the advocate will refer the client to appropriate agencies.

KPI 3.4: Advocates and management will offer clients and members all opportunities arising to participate in decision making on other committees, public inquiries, and consumer rep groups.
Standard 4:  Privacy, dignity and confidentiality

Disability Advocacy and Complaints Service of South Australia Inc. recognises all people’s rights to privacy, dignity, and confidentiality in all aspects of our service delivery. 

KPI 4.1:  Disability Advocacy and Complaints Service of South Australia Inc. complies with the Information Privacy Principles of the Privacy Act 1988 in order to respect the rights of clients, volunteers, and the respondents of the advocacy program.  Disability Advocacy and Complaints Service of South Australia Inc. does not disclose personal information about clients, volunteers or staff, nor any other person involved in and affected by the activities of the advocacy program.

KPI 4.2:  Disability Advocacy and Complaints Service of South Australia Inc. will record, maintain and destroy client’s files and all other business documents in accordance with the Privacy Policy and the requirements of the principles of the Privacy Act 1988. 
Standard 5:  Community Development

People with a disability are supported and encouraged to speak up on issues of their concern, to form groups, and to present their issues in the wider community.

KPI 5.1:  Disability Advocacy and Complaints Service of South Australia Inc’s advocacy program supports the development of consumer groups, self-advocacy groups, and other action groups for people with disabilities.  All advocates encourage people with disabilities to speak up for themselves, and to represent the interests of people with disabilities in the wider community by informing clients and members of opportunities to participate in consultations, inquiries, and other events.  
Standard 6: Valued Status

People with a disability have the opportunity to develop and maintain skills and participate in activities that enable them to achieve valued roles in the community.
KPI 6.1:   Disability Advocacy and Complaints Service of South Australia Inc. advocates will endeavour to maximise the opportunities for clients to lead a fulfilling and valued life in the community.

KPI 6.2:  Disability Advocacy and Complaints Service of South Australia Inc. promotes the abilities of people with disabilities to fulfil valued roles in the community by providing opportunities for participation in the activities of the advocacy program and, if funding is available, by delivering training opportunities to gain and refresh skills in the area of advocacy.

KPI 6.3:  Disability Advocacy and Complaints Service of South Australia Inc. provides opportunities for people with disabilities to participate on all levels of the decision-making process within the agency and identifies opportunities for clients and members to represent the interests of people with disabilities on other committees and at events organised by the disability sector. 

Standard 7:  Complaints and Disputes

Any person involved with or interested in Disability Advocacy and Complaints Service of South Australia Inc.’s advocacy program, is encouraged to raise, and have resolved without fear of retribution, any complaints or disputes he or she may have regarding the advocacy program or the Disability Advocacy and Complaints Service of South Australia Inc.  
KPI 7.1:  Disability Advocacy and Complaints Service of South Australia Inc. will on request provide all clients, volunteers and employees with copies of Disability Advocacy and Complaints Service of South Australia Inc.’s Grievance Policy and Procedure in an appropriate format.  All clients, volunteers, and employees are encouraged to raise any complaints regarding any areas of dissatisfaction.

KPI 7.2:  Volunteers, employees and clients will have no reason to fear retribution when raising complaints. Everyone is encouraged to come forward with a grievance as this is seen as an opportunity to improve the service.

KPI 7.3:  The Chief Executive Officer and/or the Chairperson of the Management Committee (or his/her delegate) facilitate the resolution of complaints or disputes regarding the advocacy program or Disability Advocacy and Complaints Service of South Australia Inc.’s services within a with the complainant agreed timeframe.

KPI 7.4: Clients are encouraged to involve other appropriate agencies, such as the Complaints Resolution and Referral Service or the Abuse Hotline, or our funding body the Department for Family and Community Services and Indigenous Affairs (FaCSIA) in the resolution process of their complaint.

Standard 8:  Service Management 

Disability Advocacy and Complaints Service of South Australia Inc. adopts a quality management system and practices which optimise the outcomes for people with disabilities in South Australia.

KPI 8.1:  Disability Advocacy and Complaints Service of South Australia Inc. has a clear management and corporate governance system in place that facilitates client and community confidence in the probity and accountability of the agency.

KPI 8.2:  Disability Advocacy and Complaints Service of South Australia Inc. commits to an annual strategic planning day and the development of an annual work and business plan together with clients and interested members of the community.

KPI 8.3:  Disability Advocacy and Complaints Service of South Australia Inc. commits to an annual (self)assessment and evaluation process to identify weaknesses and strengths in its service delivery and to evaluate the compliance with the Disability Advocacy Standards and our Key Performance Indicators.  Identified needed improvements will be included in the annual work plan. The agency will strive to continually improve the quality of its service delivery.

KPI 8.4: Disability Advocacy and Complaints Service of South Australia Inc. will endeavour to cooperate with disability advocacy agencies in the State and on a national level, as well as with other relevant agencies and consumer groups for people with disabilities to maximise service delivery outcomes for our clients.

Standard 9:  Employment and Volunteering Conditions

Each person with a disability enjoys working conditions comparable to those of the general workforce, volunteer workers included.

KPI 9.1:  All employees, regardless of their disability, receive wages according to their relevant Industrial Award, and if applicable, at a pro rata wage determined through a transparent open employment award assessment.

KPI 9.2:  All employees, regardless of their disability, enjoy the same employment conditions consistent with general workplace norms.

KPI 9.3:  All volunteers enjoy the same working conditions as the employees, apart from receiving wage.  All costs of volunteers arising from participation in Disability Advocacy and Complaints Service of South Australia Inc.’s activities, are reimbursed.

Standard 10: Consumer Education and Empowerment

People with disabilities access training and education, which will empower them to become more independent in their actions to speak up about issues of their concern.
KPI 10.1:  Disability Advocacy and Complaints Service of South Australia Inc. facilitates access to, and delivers, client education programs that facilitate self advocacy skills, subject to available funding.  The content of these programs are determined by client interest and need.

KPI 10.2:  Disability Advocacy and Complaints Service of South Australia Inc. delivers a consumer representative training program to increase the participation of people with disabilities on decision-making boards and committees.

Standard 11:  Staff recruitment and training 

All employees and volunteers at Disability Advocacy and Complaints Service of South Australia Inc. have relevant skills and competencies.

KPI 11.1:  Disability Advocacy and Complaints Service of South Australia Inc. identifies the skills and competencies of each staff member and volunteer, and supports staff and volunteers in increasing their skills and competencies.

KPI 11.2:  Disability Advocacy and Complaints Service of South Australia Inc. ensures that our staff and volunteers have full knowledge and are aware of the agencies’ policies, procedures and service charter before acting as advocates or in other roles. All employees and volunteers are required to read the Employee/Volunteer Manual before acting as advocates or dealing with clients in other roles.

KPI 11.3:  Disability Advocacy and Complaints Service of South Australia Inc. ensures the provision of appropriate and relevant skills development for each staff member, and wherever possible, for each volunteer.

Standard 12: Protection of human rights and freedom from abuse

Disability Advocacy and Complaints Service of South Australia Inc. acts to prevent abuse and neglect and to uphold the legal and human rights of people with disabilities, and in particular our service recipients.
KPI 12.1: Disability Advocacy and Complaints Service of South Australia Inc. takes all practical and appropriate steps to prevent abuse and neglect of clients and those affected by the work of the advocacy program. All advocates (volunteers and employees) are pledging to uphold the basic legal and human rights of all people, including:

· Respect for human dignity and freedom,

· Equality before the law,

· Privacy,

· Protection against discrimination, and

· Equal Opportunity in employment.

KPI 12.2:  Disability Advocacy and Complaints Service of South Australia Inc.’s Code of Conduct, Service Charter, standards, policies and procedure reflect the agency’s stance against abuse and exploitation of our clients. The Code of Conduct contains information about the conduct of volunteers and employees which if breached, can lead to dismissal.
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