
Print version of DSC E-Newsletter #1: November 2016

Newsletter
Welcome to the DSC E-Newsletter

2016 DSC Annual 
Report Now Available 
The 2016 Disability Services Commissioner Annual 
Report was tabled in Parliament on 13 October.

Web Links:  
Annual Report www.odsc.vic.gov.au/about-us/annual-reports/ 
Media Release www.odsc.vic.gov.au/news-and-events/media-centre/

The needs of Victorians with a disability 
are changing and growing, and my office 
is working to respond more effectively to 
these needs.

1. We have further strengthened our 
ability to conduct investigations in 
response to the growing number of 
complaints relating to abuse, assault 
or neglect.

2. We have refreshed our website to be 
device-responsive for the increasing 
number of people accessing our 
information through mobiles or tablets. 

3. We have expanded our Capacity 
Development team to better support 
the awareness, information and 
education needs of the Victorian 
disability sector.

4. We have implemented new features to 
the Annual Complaints Reporting Tool, 
making it easier for service providers 
to manage and handle complaints 
received.

In making these changes, my office 
always keeps one guiding principle in 
mind - does this result in better outcomes 
for people with a disability? It’s this 
person-centred approach that has helped 
us win the SOCAP Constellation Prize for 
significant achievement. 

Further information on any of these topics 
can be found in the following articles. I 
hope you enjoy reading our new email 
newsletter, keeping Victorians with a 
disability and those working in the field 
informed about what is happening.

Laurie Harkin AM 
Disability Services Commissioner

(Continues on page 3)

Disability Services Commissioner

2016 Annual Report
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Launch of new Disability Services 
Commissioner website

The Disability Services Commissioner 
(DSC) has launched a new website after 
research showed that a growing number 
of their website visitors were using mobile 
and tablet devices to access the website.

Anthony Kolmus, DSC Capacity 
Development Manager, said “In a twelve 
month period, we saw a 20% increase 
in the number of people accessing our 
website using mobile devices. However, 
the old DSC website wasn’t optimised for 
mobile or tablet devices which made it 
very difficult for people to find what they 
were looking for.”

“It was clear that we needed to make 
improvements to increase accessibility 
for our visitors. That’s where this new 
redesigned website comes in. We 
consulted with a range of stakeholders 

WANT TO EXPLORE THE WEBSITE?  
These quick links might be helpful for you:

Functions and powers of the Commissioner:  
www.odsc.vic.gov.au/about-us/about-the-commissioner/ 

What the DSC does: 
www.odsc.vic.gov.au/about-us/what-we-do/

Make a complaint:  
www.odsc.vic.gov.au/making-a-complaint/how-to-make-a-complaint/ 

including people with a disability, their 
families and service providers. In the 
end, the final layout of the new site was 
significantly influenced by what people told 
us they wanted.”

The new redesigned DSC 
website features:
•	 Full mobile and tablet 

responsiveness across devices
•	 Accessibility features such as text 

size choice, colour contrast and 
more

•	 Information about making a 
complaint in twenty different 
languages

•	 A new DSC news blog

Laurie Harkin AM, Disability Services 
Commissioner, said “We’re committed to 
ensuring that Victorians with a disability 
have easy access to an independent 
complaints process. Our refreshed website 
will make it easier for people to find 
out more about their rights as a user of 
disability services.”

DSC is working with Vision Australia’s 
Digital Access team to ensure this website 
meets WCAG 2.0 Accessibility Standards.
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(Continues from page 1)

This report highlights a number of key 
findings during 2015–16, in particular 
an increase in the number of complaints 
made to DSC relating to allegations of 
assault, abuse or neglect, from 6 per cent 
of all complaints two years ago to 21 per 
cent in the past year.

The Commissioner states, “We attribute 
this growth to people’s growing 
confidence in speaking up as they learn 
to recognise signs of abuse and assault, 
particularly in the case of support workers 
who may witness colleagues behaving 
inappropriately.”

The report showed that disability support 
workers were far more likely than victims 
to make a complaint about allegations of 
assault, abuse or neglect. In the past year, 
only one of these complaints was made 
by a person with a disability, whereas 33 
per cent of these complaints were from 
disability support staff.

With the ongoing rollout of the National 
Disability Insurance Scheme (NDIS) 
over the next three years, this highlights 
the importance of a strong and robust 
national safeguarding framework for the 
rights of people with a disability, and the 
importance of mandatory reporting of 
abuse by disability support staff.

Other key findings and 
information tabled in the 
report include:
•	 The nature of 1009 enquiries and 

complaints received, and how they 
were handled

•	 A reduction in time taken to 
informally resolve complaints

•	 87 per cent resolution rate as 
measured from the perspective of 
the person making the complaint

•	 An increased capacity to undertake 
investigations with 9 investigations 
finalised and a further 13 
investigations underway at 30 June 
2016

•	 An increase in the number of 
conciliations and reduced time taken 
from 366 days to 125 days

•	 348 Category One critical incident 
reports reviewed – 87 per cent being 
about allegations of physical or 
sexual assault by staff.

2016 DSC Annual Report Now Available

Disability Services Commissioner

2016 Annual Report
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DSC wins SOCAP Australia 
Constellation Achievement Award

The Complaints Resolution and Capacity 
Development teams at Disability Services 
Commissioner (DSC) were awarded the 
SOCAP Constellation Prize for significant 
achievement in complaints handling in the 
disability sector.

DSC was nominated for high achievement 
in a number of fields, with a particular 
recommendation for:

1. Accessibility of the complaints process 
to resolve complaints and achieve 
person-centred outcomes

2. Empowering people with a disability, 
their families and carers to speak up

3. Training service providers to implement 
their own accessible complaints 
processes

The success of these initiatives can be 
seen in the statistics reported each year in 
the DSC Annual Report.

This award is the result of the hard 
work and dedication of both past and 
present DSC team members. Thank you 
to all DSC staff for your hard work and 
commitment to a person-centred human 
rights-based approach to resolving 
complaints and improving outcomes for 
Victorians with a disability.

SOCAP is the network for Australian 
consumer professionals, promoting 
leadership in consumer affairs and 
complaints handling for Australian 
consumers.

WEBSITE: These quick links might be helpful for you:

The complaints process 
www.odsc.vic.gov.au/making-a-complaint/the-complaints-process

Frequently asked questions  
www.odsc.vic.gov.au/making-a-complaint/frequently-asked-questions-
faqs/

Educational materials for service providers 
www.odsc.vic.gov.au/resources/educational-materials/

Latest news on the blog  
www.odsc.vic.gov.au/news-and-events/news/

About the NDIS 
www.odsc.vic.gov.au/ndis/
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Introducing the DSC  
Capacity Development Team 

The changing landscape of the Victorian 
disability sector during the years of 
transition to the National Disability 
Insurance Scheme (NDIS) brings many 
challenges. Among them is the increased 
need of both service providers and service 
users to access information, education 
and training opportunities.

The Disability Services Commissioner 
(DSC) Capacity Development team is 
responsible for delivering awareness, 
information and education through actively 
engaging with the sector in workshops, 
forums, expos, print and digital 
communication channels. We help to:

1. Increase consumer awareness of 
the right to make a complaint about 
disability services, especially under an 
NDIS model

2. Train and educate service providers 
in developing a positive complaints 
culture for good customer service

3. Deliver NDIS readiness activities and 
training in conjunction with other 
organisations

To help support this work, we have 
recently welcomed two people to the 
Capacity Development team in newly 
created roles – Amanda Chan as Senior 
Communications and Engagement Officer 
and Jodie Nicks as Project Officer. We also 
welcome Samantha Dooley into the role 
of Senior Capacity Development Officer, 
replacing Clare Walker who has moved 
to a new role in DSC. They join Dina 
Theodoropoulos, Capacity Development 
Officer and Anthony Kolmus, Capacity 
Development Manager.

Some of the new activities 
and projects the Capacity 
Development team is 
working on include:
•	 Development of our newly 

redesigned website to make it 
device-responsive and more 
accessible for those looking for 
information on making a complaint.

•	 Targeted use of social media 
communication to reach a broader 
range of people interested in the 
Victorian disability sector.

•	 Creation and revision of publications 
in Plain English and other community 
languages to deliver information in a 
relevant format for culturally diverse 
communities.

•	 Engagement with the Deaf and 
hard-of-hearing community.

•	 Exploring opportunities of delivering 
eLearning, or remote learning, for 
the growing number of Victorian 
disability service providers.

Want to know more? You can always 
contact us with any questions you  
might have.
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Person-centred support in practice - 
Chris’s Story 

The Disability Services Commissioner (DSC) uses a person-centred approach in 
all the work we do. When people raise a complaint with us our focus is on the 
person with a disability. We want to know what it is that they want. If we can we 
will ask the person with a disability. If we cannot ask them, we try to ensure their 
voice is included in other ways, including talking to those who know them, or 
looking at what their behaviour might tell us.

In the following story*, we demonstrate how DSC took a person-centred 
approach to a complaint we received.

DSC received a call from Ruth. She was 
concerned about her sister Chris who has 
an intellectual disability. Chris’s partner 
Sam lived in the same group home and 
Ruth was worried that there were some 
staff who allowed Chris and Sam to spend 
the night together.

We spoke to Chris to hear her story and 
to Sam as well. Chris told us that most 
of the staff members were preventing her 
from spending the night with Sam, which 
made her unhappy. She wanted to be able 
to express herself, to choose to spend the 
night with Sam and have their relationship 
respected.

We spoke to the service provider to 
understand their approach to Chris and 
Sam’s relationship. The service provider 

stated that they had discouraged the 
relationship because Chris had a history of 
inappropriate sexual behaviour, and they 
wanted to protect both her and Sam.

We helped Chris and Sam speak to their 
service provider, to help them understand 
that their relationship was serious and 
meaningful. This included working with 
the service provider to support Chris and 
Sam to make informed decisions about 
maintaining a healthy and meaningful 
emotional and physical relationship.

As a result, the service provider supported 
Chris and Sam with their relationship. 
Chris and Sam both told us they were 
much happier in their home now that they 
had the freedom to make decisions about 
whether to spend the night together or 
apart.
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With Chris’s permission, we explained 
to Ruth what Chris was choosing. We 
explained how we had helped Chris, 
Sam, and the service provider to reach an 
outcome where Chris and Sam’s right to 
make their own choices was respected 
and supported appropriately. Although this 
was not the outcome Ruth had sought, 
she was happy as her sister was being 
appropriately supported to make her own 
decisions.

Contact DSC to make a 
complaint on 1800 677 342

Did you have more questions 
about how DSC handles 
complaints after reading Chris’s 
story? You may find the following 
links useful:

More information about DSC’s 
approach, values and guiding 
principles: www.odsc.vic.gov.au/
about-us/our-approach/

Information sheets about making 
a complaint and how DSC deals 
with a complaint: www.odsc.
vic.gov.au/resources/sector-
factsheets/

Even if you’re not sure yet if you want 
to make a complaint, we can provide 
advice and information to help you 
decide what you want to do. 

Make a complaint online: http://www.
odsc.vic.gov.au/making-a-complaint/
how-to-make-a-complaint/

*This case study is a composite of de-
identified complaints handled by DSC

The Disability 
Services 
Commissioner is 
an independent 
voice promoting 
rights and 
resolving 
complaints 
about disability 
services 
Complaints hotline

1800 677 342

General office enquiries 

1300 728 187

Email

contact@odsc.vic.gov.au

TTY 

1300 726 563

National Relay Service for TTY and 
Speak & Listen users: 

1800 555 677 then 1800 677 342

Mail 

Level 30  
570 Bourke St Melbourne Vic 3000

Web

www.odsc.vic.gov.au

facebook.com/
DSCVic/

twitter.com/
ODSCVictoria
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Throw those spreadsheets of 
complaints away!
Did you know that the Disability 
Services Commissioner’s (DSC) Annual 
Complaints Reporting Tool (ACR Tool) 
can now be your organisation’s year-
round complaints register?

Victorian disability service providers will 
be familiar with DSC’s ACR Tool as the 
system they use every year to report 
on the complaints received by their 
organisation.

DSC has now enhanced the ACR Tool to 
become an all-in-one complaints register 
that can be used throughout the year to 
record complaints received, as well as any 
additional information about the complaint 
such as details about the individual and 
case notes.

By using the ACR Tool as your 
organisation’s complaints register and 
management tool, you can be confident 
that your records are securely stored and 
comply with legislative requirements.

Is our data secure?

The ACR Tool technology and data 
security is managed by Orima Research, 
a public sector research and online data 
system specialist. DSC does not have 
access to individual complaints data, 
and only receives summaries of annual 
complaints reports at the end of each 
financial year.

How does DSC use our complaints 
data?

The summary report data received 
by DSC is published every year in the 
Commissioner’s Annual Report. This 
summary data enables us to advise the 
sector on both time-limited and recurring 
issues that need to be addressed in order 
to improve the experience of people with a 
disability receiving supports.

Who can I talk to if I have questions 
about ACR?

Melissa is the ACR Tool specialist at DSC. 
You can contact Melissa on  
acr@odsc.vic.gov.au or by calling  
1300 728 187. 

WEBLINKS 

For more information about 
the ACR Tool and how DSC can 
support your organisation 

www.odsc.vic.gov.au/resources/
support-for-service-providers/

ACR Tool:  
www.orima.com.au/spp/logon/
logon.php?v=default

WEB LINK

Tutorial - New features 
www.youtube.com/
watch?v=LjUFZwNs4x8


