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About this document 
This document is part of a consultation package of instructions, discussion guides 
and qualitative and quantitative tools designed by the Disability Studies and 
Research Centre, University of New South Wales on for the Disability Policy and 
Research Working Group (DPRWG) as part of the revision of the National Standards 
for Disability Services.  

 

 

 

 

The revision of the National Standards for Disability Services is occurring in the 
context of the introduction of a National Quality Framework for Disability Services in 
Australia, a key priority strategy of the National Disability Agreement.  

The project is a partnership between all jurisdictions, and is led by the Department 
of Human Services Victoria. 
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Instructions for completing hardcopy written submissions  

From April 2010, all jurisdictions are holding consultations to guide a revision of the National 
Standards for Disability Services (National Standards).  

One way to participate is to write a submission.   

Please read the following instructions carefully prior to completing a hardcopy 
written submission. 

 The written submission process will be open for a period of eight weeks from Monday 19 April 
2010 until Wednesday 30  June 2010. 

 Written submissions are particularly recommended for the following stakeholders to provide an 
organisational/group response: 

o Professional bodies / networks 
o Service providers 
o Peak disability organisations  
o Advocacy agencies 
o Government departments 
o Other interested parties, such as educational institutions, training organisations, 

accreditation bodies, other industry groups 

 

 If you are an individual, such as a person with a disability, a family member or carer, or someone 
who works in the disability sector you can also write a submission, but you may prefer to 
complete an online survey, found at: 
http://www.dhs.vic.gov.au/disability/improving_supports/national-quality-framework 

 Hardcopy submissions are to be written using this template.  

 All handwritten hardcopy submissions should be legible and written in blue ink. 

 You are advised to refer to a copy of the National Standards as you complete the written 
submission. You can download a copy of the National Standards from the Department of 
Families, Housing, Community Services and Indigenous Affairs website found at: 
http://www.fahcsia.gov.au/sa/disability/standards/Pages/policy-nsds1993.aspx                             

 Please remember to keep your answers relevant to feedback on the National Standards by 
addressing the topic sections provided in the template.  You do not need to address every 
question in each topic section – you may choose to only answer questions that you consider 
relevant to you. 

 Please post hardcopy submissions to: 

National Quality Framework Project Team 
C/o Department of Human Services 
Disability Services Division 
Level 8, 50 Lonsdale Street 
Melbourne VIC 3000 

http://www.fahcsia.gov.au/sa/disability/standards/Pages/policy-nsds1993.aspx
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Written submission 

Demographics 

1. Please briefly describe a little bit about your organisation and your professional role. 
If you are a service user, please tell us a bit about your disability and your support 
needs.  

 

ACiA is a peak body representing private and charitable attendant care 
providers across Australia. ACiAôs vision is ñthat the Attendant Care 
industry is known and respected as a provider of quality services, within a 
sustainable environmentò. We represent approximately 70 organisational 
members from NSW, VIC, TAS and QLD, representing a workforce of 
approximately 15,000 workers. While ACiA had been focused on NSW 
services, it is now progressing toward its establishment as a National 
organisation with a National agenda.  

Attendant care is any paid care or support service provided in a personôs 
home or community to assist them to remain living in the community. It 
targets people of all ages, with ill health or a disability. Attendant care aims 
to maintain or improve a personôs independence and reduce his/her risk of 
admission to a facility or hospital. This is achieved by providing assistance 
based on each personôs individual needs. It may include nursing care and 
assistance with all activities of daily living including personal assistance, 
domestic services, community access, vocational support, educational 
support, child care services, gardening/home maintenance, respite care, 
palliative care, social support, therapy program support.  

Hence our members provide services to a wide range of services users, 
including persons with a disability. 

 
2. Please tick the group that best describes you/your organisation for the purposes of 

this submission.  

V representative from an advocacy organisation or a peak body   

 
3. Do you work as a service deliverer, for government or for an advocacy or peak body? 

V Yes 

 
4. If you work as a service deliverer, for government or for an advocacy or peak body, 

what is the name of your organisation? 

Name: The Attendant Care Industry Association of NSW 
 

 
 

5. Is your a submission an organisational response or a personal view? 

V Organisational   
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6. Are you willing to have your submission made public? 

V  Yes, with my name and/or the name of my organisation     

 
 

7. Please use this list to mark the types of services you provide, plan for or receive.  

V Accommodation support (e.g. residential, hostel, group home, Attendant Care, 
Home Care) 

V Community living support (e.g. therapy, early intervention, counselling, case 
management) 

V Community access (e.g. life skills development, recreation, day services, holiday 
programs) 

V Respite (e.g. own-home, centre-based, host family, flexible respite) 

 
 

8. If you are a person with a disability, what type/s of disability do you have? (If you 
are not a person with a disability, please go to question 14) 

  Physical disability 

  Visual disability 

  Hearing disability 

  Intellectual disability 

  Psychiatric/mental disorder  

  Disability affecting communication 

  Acquired brain injury 

  Neurological disability 

 
9. What is your gender?  

  Male 

  Female 

 
10. What is your age group? 

   0-14   15-19   20-34   35-44   45-49   50-59   60-79   80+ 

 
 
 

11. Are you from an Aboriginal or Torres Strait Islander background? 

  Yes 

  No 

 
12. Were you born in Australia? 

  Yes 

  No 

 
13. Do you speak a language other than English at home? 
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  Yes 

  No 

 
14. What state or territory do you live or work in? 

State/Territory: Members in NSW, VIC, TAS, QLD, SA 

 
15. What is the postcode/s of the area you service or live in? 

Postcode/s: Across Australia 

 
16. How would you describe the geographic area you live or work in? 

Members provide services in all areas 

 
Section A: Your knowledge of the National Standards for Disability Services  
This section is about you ƻǊ ȅƻǳǊ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ƪƴƻǿƭŜŘƎŜ ƻŦ ǘƘŜ National Standards for 
Disability Services. 

o What do you know about the National Standards for Disability Services? 
o What is their purpose? Who uses them and how? 

 

The National Standards for Disability Services have a primary focus of 
ensuring the philosophy of social justice, embodied Principles and Objectives 
of the Commonwealth and State/Territory legislation, are met.  

They are, in theory, used by all stakeholders in the disability services industry 
as they work towards achieving greater participation for people with a 
disability. 

 

Section B: Ideas and issues covered in the National Standards for Disability Services 

This section is about what should and should not be included in the National Standards for 
Disability Services. 

o To what extent do the National Standards for Disability Services cover everything they 
need to?  

o What ideas or concepts are missing or included but not needed?  
o How would you like to see the National Standards for Disability Services changed? 
 

In general, ACiA believes that the 1993 Standards still cover the major issues 
that should be addressed by policy-makers and that there is nothing that is 
not needed. 

However, we believe the major gaps are that not all of the Standards are 
outcome-focused and there is not Standard that asks services to ensure they 
are actually meeting Service User needs/goals. Hence we believe that the 
following amendments would address this: 

(cross-out = recommend delete; blue = suggested changes) 



ACiA Submission re: Revision of National Standards for Disability Services 

28 June 2010   Page 7 of 13 

Revision of the National Standards for Disability Services  Call for written submissions 

Standard 3: Decision making and choice 

Each person with a disability has the opportunity to participates as fully as 
possible in making decisions about the events and activities of his or her daily 
life in relation to the services he or she receives. 

Standard 5: Participation and integration 

Each person with a disability is supported and encouraged to participates (as 
per his/her individual identified goals) and be involved in the life of the in their 
community. 

Standard 6: Valued status 

Each person with a disability has the opportunity to develop and maintain 
skills and to participates in activities that enable him or her to achieve valued 
roles in the community. 

Standard 8: Service management 

Each agency service provider adopts sound management practices which 
maximise outcomes for consumers service users while minimising risks to 
service users and other parties. 

ACiA also wishes to suggest an additional Standard as below: 

Standard: Service Goals Achieved 

The services each service user receives are regularly evaluated to ensure 
they meet his or her identified needs and are contributing to the achievement 
of his or her individual goals. 

 

Section C: Purpose of the National Standards for Disability Services 

This section is about what you or your organisation thinks is or should be the intention of 
the National Standards for Disability Services. 

o What do you see as being the purpose of the National Standards for Disability Services? 

The National Standards for Disability Services should provide a single set of 
Standards to ensure any person with a disability has the same rights as every 
other member of our society (as per the Principles of Human Rights in the 
Draft National Quality Framework).  
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Section D: Words/language in the National Standards for Disability Services 

This section is about the appropriateness and relevance of the words and language used in 
the National Standards for Disability Services. 

o What do you think about the words (language) used in the current National Standards 
for Disability Services? 
Please give examples of the language you see as appropriate or inappropriate. 

 

ACiA believes that there are other organisations, such as advocacy agencies, 
that are better positioned to comment upon the most appropriate language to 
be used for the Standards. 

However, we endorse the use of service provider (instead of agency) and 
service user (instead of person with a disability or consumer). 

As we believe the Standards should be more outcome-focused, we believe 
this will also affect the language used ï for example, replace ñopportunity to 
participate in ...ò with ñparticipates in ...ò 

However, regardless of the language or words chosen, we believe there must 
be an agreed consistency in language across all jurisdictions, to allow 
common and greater understanding.  

 

Section E: Using the National Standards for Disability Services in practice 

This section is about the relevance of the National Standards for Disability Services to 
practical experience. 

o How relevant do you find the National Standards for Disability Services to your 
experiences?  You can use specific examples. 

 

Our members report that they are useful in helping develop the philosophy 
and business practices of a service (no matter what the primary focus of the 
service provider eg frail aged) by ensuring the service user remains central to 
the service delivery model. 

However, members also report that many services still use the Standards in a 
tokenistic way. For example they may use a few small practices/initiatives as 
evidence they are meeting the Standards rather than conducting meaningful 
analysis of all practices against them. 

Also refer to Section H.  
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Section F: Reviewing the National Standards for Disability Services 

This section is about other practical considerations relating to reviewing the National 
Standards for Disability Services. 

o To what extent do you think the National Standards for Disability Services are easy to 
find and use for different groups (e.g. people with a disability, service providers)? 

o How important do you think it is for the National Standards for Disability Services to be 
consistent with other policies, legislation and conventions?  

 

We do not believe that the National Standards for Disability Services are easy 
to find or use. Even simply because they are not dated, means anyone has to 
question ñAre these the current ones?ò 

However, by far the greatest issue is the fact that they have been óadaptedô by 
nearly every state/territory means that they lose the power that a single, 
consistent and consistently used Standard could exert. While we understand 
the desire to constantly improve, we believe there is far greater value in 
having a single set of Standards (even if not completely perfect), as it would 
become better know and, we believe, more widely used.  

We also believe it is vitally important that the National Standards for Disability 
Services be consistent with other policies, legislation and conventions.   

Also refer to Section G 

 

Section G: Overall effectiveness of the National Standards for Disability Services 

This section is about what works well and what does not work well in the current National 
Standards for Disability Services. 

o What do you think works well with the current National Standards for Disability Services? 
o What do you think does not work well with the current National Standards for Disability 

Services? 
 

We believe the current Standards are relatively easy to understand.  

We endorse, if the suggested changes in our submission are made, with the 
Draft National Quality Framework, with its ólayeringô of requirements to support 
the Standards. 

However, ACiA believes that: 

 They suffer from having been adapted/reinterpreted by most 
jurisdictions 

 They could be more outcome focused (as per B) 

 They are often inconsistently and/or poorly audited. The Shut Out 
report (2009), categorised the disability services sector as ñBroke and 
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Brokenò. This suggests that despite the plethora of quality 
requirements imposed on service providers, something better needs to 
be done. This is why ACiA has developed a Standard, the Attendant 
Care Management System Standard (ACIMSS), that encompasses all 
the current Disability Service Standards and a rigorous auditing 
process that ensures the Standard is being achieved 

 

(Also refer to Sections B, E, F and H) 

 
Section H: Feedback on and assessment against the National Standards for Disability 
Services 

This section is about the issues involved in and process of assessing performance on the 
National Standards for Disability Services. 

o What should governments, service providers and service users do to check that the 
National Standards for Disability Services are met? How should this information be used? 

o How can people with a disability and their family members/carers best provide feedback 
on service provider performance against the National Standards for Disability Services?  
 

ACiA believes that there is a critical need to have an integrated National 
strategy for mapping all currently available quality certification system 
Standards against the National Standards for Disability Services (NSDS). This 
would identify gaps (if any) of each Standard against the NSDS and mean 
that each provider would only then have to address the related gaps for the 
particular funding body/jurisdiction/program compared to their chosen 
Certification system. For example, if an organisation provides a wide range of 
programs (eg group homes and employment services) they could 
demonstrate compliance with the NSDS across all services and then just have 
to meet the ógapô employment service standards, not go through the whole 
process for each service stream. This would clearly lead to a huge decrease 
in the administrative/legislative burden for service providers (for example, one 
of our members reported to ACiA that in the 5 week period from mid-June to 
end-July, her organisation has 5 different quality audits occurring to meet 
funding body requirements).  

This ómappingô would be even more valuable if it extended to funding 
body/program requirements outside Disability Services (eg HACC, EACH).  

This ómappingô could be developed into a register giving an indication of how 
closely each Standard met the requirements of each funding body/program. 
This could be used by service providers as they determined which system to 
adopt and by service users as one tool in assessing the relative merits of 
different service providers. This could of course be combined with a National 
Register of Service Provider Certification Status.  

This would not immediately mean that States that have their own quality 
systems would abandon them. However, it would mean that if all Standards 



ACiA Submission re: Revision of National Standards for Disability Services 

28 June 2010   Page 11 of 13 

Revision of the National Standards for Disability Services  Call for written submissions 

were mapped, an organisation that operates across a number of 
States/funding programs would not be required to do a full audit to meet each 
set of requirements. 

As previously mentioned, the Shut Out report (2009), categorised the 
disability services sector as ñBroke and Brokenò. This suggests that despite 
the plethora of quality requirements imposed on service providers there are 
still significant gaps. Therefore, ACiA also believes it is critical that any 
assessment of performance against the NSDS be conducted by external, 
national and independent certifying organisations. This should facilitate 
greater confidence in and hence recognition of, any certification. 

There are of course a number of ways of garnering feedback from service 
users and their Carers. However, in the ACiA Endorsed Certification to 
ACIMSS model, a minimum number and/or a certain percentage of service 
users, Carers and funding bodies have to be interviewed. This has proven to 
highlight service excellence as well as gaps in addressing the core 
components of the NSDS. 

Finally, ACiA wishes to emphasise that for our members particularly, one can 
only meet the NSDS óas fundedô, that is, if the service user has not been 
provided with funding to óparticipate in the communityô but only for personal 
care, some of the Standards are impossible to demonstrate compliance with. 

 

Section I: Meaning of each National Standard for Disability Services  

This section is about the meaning that each current National Standard for Disability 
Services has for those using and experiencing them. 

o Please enter up to three words or key phrases about what each National Standard for 
Disability Services means to you. 

Service access 

1. 

2. 

3. 

Individual needs 

1. 

2. 

3. 
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Decision-making and choice 

1. 

2. 

3. 

Privacy, dignity and confidentiality 

1. 

2. 

3. 

Participation and integration 

1. 

2. 

3. 

Valued status 

1. 

2. 

3. 

Complaints and disputes 

1. 

2. 

3. 

Service management 

1. 

2. 

3. 
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Section J: Other comments 

This section provides space for any other comments you may have about the National 
Standards for Disability Services and how they should be revised. 

o Do you have any other comments about the National Standards for Disability Services or 
about how they should be revised? 
 

ACiA wishes to additionally emphasise the following points: 

 There is not enough recognition that a huge number of service 
providers do not just deliver what has been traditionally known as 
óDisability Servicesô.  They provide services to the frail aged, those 
suffering short-term ill-health as well as to persons with a disability. 
This is why it is critical that there be increased coordination between 
major funding bodies (eg FaHCSIA, Department of Health and Aging 
and State/Territory Health Departments) and recognition of all funding 
body/program requirements if the administrative burden (and significant 
costs to both funders and providers) is to be reduced, and better 
outcomes achieved for all service users 

 To achieve mutual recognition and cooperation requires each 
department/funding stream to overcome the constant desire to 
change/adapt the basic set of Standards. While we all strive to 
improve, we need to ask ourselves the fundamental question ñWill all 
the changes or rework really be worth it from the service user 
perspective?ò. That is, will there be demonstrable improvements (or will 
the sector still be ñBroke and brokenò) and would our efforts be better 
placed in ensuring more rigorous assessment of whether the 
Standards are being met and in decreasing duplication of effort? 


