Disability Services Commission
Quality System Policy
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2. Policy Statement
The Disability Services Commission is committed to ensuring the highest quality of
services for people with disability in the context of major reforms across the disability
sector. For Commission contracted and provided supports and services, an
enhanced Quality System has been established. This policy defines the Quality
System and identifies guiding principles and key features of the system.
The Quality System reflects the context of disability services now and into the future
by:

prioritising a person centred approach by supporting independence, choice
and control by individuals, as well as recognising that some individuals may
need support with decision making

ensuring confidence in accountable disability services and supports where
consistent standards and appropriate safeguards protect vulnerable
individuals

fulfilling the Commission’s reporting requirements, including applying the six
National Standards for Disability Services (the Standards) in quality evaluation
and reporting and

setting an example of best practice to inform national disability reforms in
which the best elements of structures unique to Western Australia are
retained.
An effective Quality System provides:

a strong foundation for people using disability services and supports to
achieve the best outcomes

the ability to evaluate the success of services and supports by the extent to
which service users make progress on their goals

alignment with the requirements of national and state disability reforms

use of a robust evidence base, accountable processes and systematic
approach to assess quality

safeguards and assistance to make relevant and appropriate decisions that
are in the best interests of the individual




facilitation of continuous improvement and capacity building in organisations
efficient resolution of issues affecting the delivery of quality supports and
services.

Contemporary quality systems incorporate independent or external monitoring
capability. The Quality System managed by the Commission includes a range of
internal and external monitoring activities, using transparent approaches to support
quality service delivery and safeguards for people with disability. Enhancements to
the Quality System aim to continuously improve on these processes and articulate a
broader range of elements within the Commission which relate to quality in
monitoring, reporting and accountability.
This document is supported by policy guidelines that detail the required approach to
terms and conditions within the policy.

3. Scope
The policy applies equally to:

service providers with contracts with the Commission and Commission
provided supports and services1, including the My Way trial sites

National Disability Insurance Agency (NDIA) contracted service providers in
the NDIS / NDIA trial site2 and

Disability Justice Services (with specific requirements for Disability Justice
Centres developed during 2014).
Exclusions from the policy are:

service providers in the NDIS WA My Way trial sites (during the trial period)
which receive a grant to provide services for individuals who have disability
attributable to a psychiatric condition and meet the eligibility criteria 3 and

services purchased from providers that are not contracted by the Commission
by individuals using self-managed funds4.
1

Service agreements with contracted disability sector organisations clearly state the
requirement for services to meet compliance with the National Standards for
Disability Services. Commission provided services include the planning and support
functions of Local Area Coordination and My Way for people self managing their
funded supports.
2
Working arrangements to manage and monitor against this quality system will be
developed between WA and the Australian Government in relation to the
NDIS/NDIA trial site in the Perth Hills Region.
3
The grant agreement between service providers and the Commission confirms the
applicability of the Mental Health Commission (MHC) Quality Assurance
Framework and the requirement for compliance with National Standards for Mental
Health Services for these service providers. An agreement between the
Commission and the MHC provides for the MHC to monitor compliance with the
quality assurance framework for these service providers.
4
As described in the My Way Direct Funding Accountability Framework, November
2013 and Local Area Coordination Direct Funding Accountability Framework,
December 2010. Note: the planning and decision making leading to self-managed
funding is within the scope of the Quality System.

4. Policy Context
This policy is set against both national and state-based reforms which have been
designed to empower people with disability to have greater independence, choice
and control over their lives. Major drivers at a state level include:

Schedule 1 and Schedule 2 of the Disability Services Act 1993 prescribe the
Principles and Objectives applicable to services and people with disability.
Section12(i) of the Act outlines the requirements for the Commission to
ensure standards which service providers must follow and the requirements
for the Commission to ensure standards for the provision of disability services.

The Delivering Community Services in Partnership Policy (2011) which aims
to improve outcomes for West Australians by empowering service users in the
planning, design and delivery of Community Services, as well as enhancing
the ability of the community sector to deliver services within a more
streamlined funding and contracting environment.

Commission approaches to individual planning and outcomes (rather than
programmatic or service provider approaches).

Ongoing implementation of My Way where individuals are empowered to plan
and self-direct services and supports to meet their disability related needs and
achieve their personal goals in the context of a local decision making process.

The Count Me In vision of access to quality services.
The drivers at a national and international level include the:

United Nations Convention on the Rights of Persons with Disabilities –
ensuring that measures are taken to ‘prevent all forms of exploitation, violence
and abuse’

National Disability Strategy and Agreement

National Standards for Disability Services (the Standards)

National Disability Insurance Scheme (NDIS), with the April 2012 Council of
Australian Governments (COAG) affirmation by all jurisdictions to a Scheme

The National Partnership Agreement on the trial of My Way Sites and the
Bilateral Agreement for the NDIS Trial between the Australian Government
and the West Australian Government5 and

potential development of a nationally consistent quality assurance system.

5. Principles
The principles for applying the Quality System adopt the quality management
principles described in the National Standards for Disability Services (see definition
of Quality Services for more detail).
The Quality System is also:

Impartial towards all stakeholders.

Sensitive and respectful to individuals’ specific needs and backgrounds,
including the need to maintain confidentiality and use feedback to identify
improvements for stakeholders.
5

Note that these are yet to be finalised and signed.







Considered – risk and appropriate safeguarding is balanced with choice and
control, the Quality System promotes and supports continuous improvement
and capacity building but does not interfere with service providers more than
is required to ensure compliance with the Standards.
Appropriate with timely responses to ensure service providers’ compliance
with contractual quality requirements regarding the Standards and any other
requirements of the Quality System.
Independent – the monitoring or evaluation process is independent of the
service provider.
Accountable and recognised methods are used throughout the quality
evaluation process, which are evidence based, objective and consistent.

6. Definitions
Person centred approach: A way of supporting and working with people with
disability that keeps the person at the centre of decision making across planning,
funding and support and service arrangements.
Individual outcome(s): The difference or differences for an individual as a result of
their involvement in a service or activity.
Individual: The person with disability.
Quality Services:
The National Standards for Disability Services describe the following characteristics
of a quality service:

Sound governance and management in all aspects of service planning,
development and provision.

Clear communication to staff, people with disability and other stakeholders.

Continuous improvement and evidence based practice.

A range of methods for including people with disability and people important to
them in planning, delivery and review at the individual, service and
organisational levels.

Compliance with workplace related legislation and regulation.
Quality System:

Quality System means the coordinated activities which direct an organisation
with regard to quality and reflects the individual’s contact and interaction with
the disability system.

The term Quality System is to be used in place of former terminology such as
Standards Monitoring, quality assurance system and Quality Management
Framework (QMF).
Safeguards:
Safeguards refer to supports and mechanisms that promote, enhance and protect an
individual’s:

human rights





decision making6, choice and control
safety and wellbeing
citizenship and quality of life.

When individuals are vulnerable and are at risk of experiencing compromised
outcomes, safeguards provide a range of preventative and reactive responses to
minimise vulnerability and risk.
Safeguards can include a range of informal and formal supports and mechanisms
that operate at the level of the individual, the community, their disability services or
overarching government systems and legislation.
Safeguarding is examined within the quality assurance process. The Commission
has developed a separate position paper on safeguarding.

7. Background
The Commission developed the Quality Management Framework (QMF) in 2009, as
a basis for quality assurance. In November 2013, Corporate Executive determined
that disability reforms, in particular the revised Standards and the implementation of
NDIS trial sites, meant that the Quality System needed to be reviewed and updated.
The process has included consideration of other jurisdictions’ approaches in the
context of the possible national quality framework.
This policy replaces the 2010 Policy Framework for the Quality Assurance of
Services Funded and Provided by the Disability Services Commission.

8. Consultation
The development of this policy document has included consultation with an internal
reference group and has been circulated to all Executive Directors.
The policy is based on existing practices within the Quality Management Framework
and reflects the enhancements which have been developed as part of the Quality
System. The policy has been informed by feedback from service providers and
sector organisations provided to the Commission by the CEO Roundtable in
November 2013. It has also been informed by feedback from the targeted
consultation by the Commission in October 2013 regarding the enhancement of the
Quality System with the Quality Management Framework Reference Group and a
number of service providers.

9. Implementation
This policy will have a number of guidelines developed to facilitate its
implementation. The implementation will be gradual to minimise disruption to
6

The starting assumption is all individuals have capacity to make decisions and
exercise choice, regardless of their disability, unless proven otherwise. Capacity is
decision-specific.

individuals and allow service providers adequate opportunity to develop compliance
measures. The Quality System allows for flexibility as contexts change, while
retaining its key principles.

10. Funding or Resource Implications
It is anticipated that there may be additional resource implications attached to the
implementation of this policy related to sector training and education and recruitment
of additional contractors to the Panel Contract for Independent Evaluation.

11.








Related Legislation, Commission Policies and Guidelines
Safeguarding Position Paper
People at Risk Policy
Individualised Funding Policy
Performance Reporting Framework
Disability Services Act 1993
National Disability Insurance Scheme Act 2013
NDIS Rule (nominees) and related My Way policies and operational guidelines.

12. Communication
This policy will be communicated to service users, service providers and
Commission staff using existing communication channels. Information will be
provided directly to stakeholders through the Commission’s intranet and internet.

13. Training
Training and support will be progressively implemented with quality evaluators,
service providers, service users and Commission staff.

14. Evaluation and Review
Due to the possibility of contextual drivers progressing or changing, this Policy will be
reviewed 12 months from its adoption.
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