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Part A: Executive summary 

Introduction 
 
This report describes the findings of the Team Leader Evaluator who visited Senses 
Australia during August and September 2015. They completed a desktop audit of 
Senses Australia’s policies and procedures assess compliance against the National 
Standards for Disability Services.  
 
A preliminary meeting was held on 11 August 2015. The Team Leader Evaluator 
accessed the organisation’s portal of policies and procedures remotely on the Quality 
Management System and visited the organisation to meet with staff on 1 September 
2015. An exit meeting was held on 5 October 2015.  
 
The organisation uses the term ‘clients’ to refer to people with disability, family 
member/s of people with disability, family, and carers. 
 
Note: Under the Carer’s Recognition Act 2004, a carer refers to a person who 
provides care or assistance to another person who is frail, has a disability, a chronic 
illness or a mental illness, without payment apart from a pension, benefit or 
allowance. 
 

Service profile 

Service 
description 

 

The services 
provided 

Disability Professional Services includes early childhood, school 
age and adult services, deafblind services, behaviour support 
and provision of aids and equipment. Community Living Services 
includes accommodation support, respite, community access and 
support with community living. 

The resources The total budget funded by the Commission for the current 
financial year is $12,400,000. Staffing consists of 243 employees 
in total equating to 135 FTE. Of the 135 FTE, 21.9 are allied 
health professionals including deafblind consultants and an 
Orientation and Mobility Instructor and 36.3 FTE are non-direct 
support staff, including management, mentors and trainers. The 
remaining 76.8 FTE are support workers. 

The people using 
services 

Senses Australia supports 597 people with all types of disability 
and provides varying levels of support depending on the funding 
and needs of the individual client.  

 

  

Consultation 

Statistics  

Number of management and staff consulted 10 
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Quality Audit assessment against the Standards 

The following scale has been used to measure performance against each National 
Standard 

Met 
Feedback, observed and written evidence clearly 
demonstrates that the service provider meets the 
requirements 

Not met 
Feedback, observed and written evidence clearly 
demonstrates that the service provider does not meet 
the requirements 

 
Based on the documentation and information provided by staff and management; this 
organisation’s performance has been assessed as: 
 

Assessment against the Standards 

Standard Assessment 

Standard 1: Rights Met  

Standard 2: Participation and inclusion Met  

Standard 3: Individual outcomes Met  

Standard 4: Feedback and complaints Met  

Standard 5: Service access Met  

Standard 6: Service management Met  
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Summary of findings 

 
Please refer to Appendix 1: Definitions 
 

Good Practices (GP) 

If/where noted during a Quality Audit, GPs refer to exemplary contemporary practices 
that demonstrate how services support people to achieve better individual outcomes. 
Examples of GP inform the Commission’s Board and enhance sector development. 
The following includes up to two (2) brief example/s of GPs implemented. 

Person-centred practice/s  Comprehensive and contemporary safeguarding and 
minimal restriction policies, procedures and support 
material.  

 A ‘cultural security’ approach to individual diversity 
and supporting cultural and community connection.  

 Ongoing efforts to make individual planning flexible 
and documentation accessible.  

Business practice/s  Continuous improvement practices of: 

 Promoting the involvement of clients, families, 
carers and advocates in organisation-wide 
consultation processes.  

 Introducing a Quality Management System 
(QMS) to facilitate the systematic development 
and review of Sense’s policies and procedures. 

 Introducing an internal auditing program for 
compliance requirements.  

Other good practices 
noted 

 A focus on positive behaviour support information, 
education and training for staff. 

 Re-design of website to allow online feedback from 
stakeholders, including input into relevant policies 
and procedures.   

 
 

Required Actions (RA) 

If/where noted during a Quality Audit, RAs focus on the minimum satisfactory level of 
service and refer to action necessary to address matters that have serious 
implications for the safety, wellbeing and dignity of people with disability. They may 
also relate to legal requirements and duty of care issues as reflected in all the 
National Standards for Disability Services. RAs are a major gap in meeting 
Standards. 

No Standard RA statement Compliance 
date 

There were no Required Actions identified during this assignment.  

 
  



 
 

Page 6 of 25 

Disability Services Commission: Quality System 

Quality Policy and Procedure Audit Report 

 

Service Improvement (SI) 

If/where noted during a Quality Audit, SIs identify actions to enhance practices in 
addressing outcomes for people with disability and enhancing compliance with the 
National Standards for Disability Services. While still a gap in meeting Standards, SIs 
are less major; and are required to be reported on in the annual self-assessment. 

No Standard SI statement 

1.  1 Continue to unpack the standard of service provision 
procedure, in particular, expanding concepts of individual 
freedom of expression.  

2.  5 Complete the review of the waitlist management 
procedure, including an explanation of how Senses will 
provide referral support/alternative access options when a 
service is not available.  

 

Other matters (OM) 

If/where noted during a Quality Audit, OMs refer to identified matters that are not 
within the scope of a Required Action/s or Service Improvement/s – and therefore, do 
not have reporting requirements. These matters are highlighted as continuous 
improvement activities and may be noted in future Quality Evaluations.  The following 
includes up to four (4) brief example/s of OMs noted. 

No Standard OM statement 

1.  1 Complete the review of the Responding to Abuse and 
Neglect of a Client policy.  

2.  2 Further incorporate contemporary language of ‘inclusion’ 
and ‘valued roles’ into critical documents. 

3.  5 Continue to ask clients for feedback about service access, 
including barriers to access.  

  



 
 

Page 7 of 25 

Disability Services Commission: Quality System 

Quality Policy and Procedure Audit Report 

Part B: The Standards 
In this section, the Standards are assessed against compliance requirements and 
qualitative elements. A brief comment is provided regarding the Standard. 
 
There are six National Standards that apply to disability service providers. 
 
1. Rights: The service promotes individual rights to freedom of expression, self-

determination and decision-making and actively prevents abuse, harm, neglect 
and violence. 

 
2. Participation and inclusion: The service works with individuals and families, 

friends and carers to promote opportunities for meaningful participation and active 
inclusion in society.  

 
3. Individual outcomes: Services and supports are assessed, planned, delivered 

and reviewed to build on individual strengths that enable individuals to reach their 
goals. 

 
4. Feedback and complaints: Regular feedback is sought and used to inform 

individual and organisation-wide service reviews and improvement. 
 
5. Service access: The service manages access, commencement and leaving a 

service in a transparent, fair, equal and responsive way. 
 
6. Service management: The service has effective and accountable service 

management and leadership to maximise outcomes for individuals. 
 
 
Further information about the National Standards and the Commission’s Quality 
System can be access on the website: 
http://www.disability.wa.gov.au/disability-service-providers-/for-disability-service-
providers/quality-system 
 
  

http://www.disability.wa.gov.au/disability-service-providers-/for-disability-service-providers/quality-system
http://www.disability.wa.gov.au/disability-service-providers-/for-disability-service-providers/quality-system
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Standard 1: Rights 
 

The intent of this Standard is to promote ethical, respectful and safe service delivery 
that meets legislative requirements and achieves positive outcomes for people with 
disability. This Standard has a focus on particular rights including: freedom of 
expression, decision-making and choice; freedom from restriction; freedom from 
abuse, neglect, harm, exploitation and discrimination; privacy and confidentiality. 
 

Compliance     

This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures 
for: 

    

 treating individuals with dignity and respect  X   

 promoting and supporting individuals’ freedom of 
expression and decision-making and choice 

 
 

 
X 

  

 recognising, preventing, responding to and reporting abuse, 
neglect, exploitation and other serious incidents 

 
 

 
 

 
X 

 

 safeguarding individuals’ rights  X   

 providing contemporary, evidence-based support strategies 
with minimal restrictions 

  
X 

  

 maintaining individuals’ privacy and confidentiality  X   

 

Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 A comprehensive review of the organisation’s use of restrictive practices was 
undertaken to comply with the Code of Practice for Elimination of Restrictive 
Practices.  

 A safeguarding policy and support material was finalised in July 2015 using policy 
references from the Department for Communities and Social Inclusion (South 
Australia) and the NDIS Quality and Safeguarding Framework. Safeguards 
include ‘preventative and reactive strategies’ of: making informed choices and 
decisions, involvement in individual planning processes, supporting and 
maximising the role of family and advocates, accessible information, training and 
development, incident reporting, complaints and feedback mechanisms.  

 The ‘Privacy and Confidentiality’ policy was reviewed to comply with changes to 
legislation, such as the Privacy Enhancing and Privacy Protection Act. 
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Critical documents, systems and processes 

 Policies relevant to Standard 1: Rights include: 

 Decision Making and Choice policy, including ‘making every effort to 
accommodate the clients’ service preference in their individual service plans’ 
and ‘ensure a legally sanctioned substitute decision maker is identified for the 
client’.  

 Clients’ Human Rights and Freedom from Abuse and Neglect policy.  

 Safeguarding for Clients policy including the statement of providing 
‘safeguarding supports and mechanisms to clients who are vulnerable and 
whose human rights or individual rights are at risk of being compromised’.  

 Procedures relevant to Standard 1: Rights include: 

 Code of Conduct procedure to ensure that staff act in a manner which 
exemplifies Senses’ values and ensures the safety of staff and clients.  

 Standard of service provision procedure that explains the standard to which all 
services must be provided to meet the ‘principles and objectives’ of the: 
Disability Services Act, the National Standards for Disability Services and 
Indicators of Practice. It is recommended that this document be unpacked to 
explore the concept of individual freedom of expression, which is not 
addressed in any other documents reviewed during this evaluation. (Service 
Improvement 1) 

 Use of restrictive practices procedure in line with the Commission’s Code of 
Practice for the Elimination of Restrictive Practices.   

 Client accident, incident reporting and including serious incident reporting 
procedures. 

 Abuse and neglect of a client procedure that provides specific guidelines for 
reporting requirements. As noted in the Compliance Table, this procedure is in 
place, but is currently under review. (Other matters 1)  

 Support Material relevant to Standard 1: Rights, includes: 

 Safeguarding for clients guidelines that are comprehensive and provide 
information to staff to support compliance to the Safeguarding for Clients 
policy.  

 Restrictive practices panel terms of reference, which defines the roles and 
responsibilities of the Panel ie agreement is required before a new restrictive 
practice is applied and the restrictive practices panel decision is reviewed 
every six months. 

 Forms relevant to this Standard include: 

 Referral to restrictive practices panel that provides factors to consider when 
making a referral. For example, does the individual have: an individual plan, a 
current daily routine, problems communicating, pain or physical discomfort 
and is this a therapeutic device or procedure? 

 Consent to using information and confidentiality.  
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Assessment against the Standard 

General statement  Senses completed a comprehensive review of policies 
and procedures that promote and support individuals’ 
decision making and choice and safeguard their rights 
and wellbeing. This resulted in best practice and 
contemporary safeguarding and minimal restriction 
policies, procedures and support material.  
 
Concepts of individual freedom of expression could be 
further unpacked, in the context of the services that 
Senses provides.  

Standard 1: Rights Met  
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Standard 2: Participation and inclusion 
 

The intent of this Standard is to promote the connection of people with disability with 
their family, friends and chosen communities. It requires services to work 
collaboratively with individuals to enable their genuine participation and inclusion, 
and that the individual’s valued role needs to be one of their own choosing. 
 

Compliance     

This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures 
for: 

    

 promoting and supporting participation and inclusion  X   

 respecting Aboriginal and Torres Strait Islander culture, and 
promoting Aboriginal and Torres Strait Islander peoples’ 
cultural and community connection 

  
X 

  

 

Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 Staff explained the principle of ‘cultural security’ and its relevance and application 
to cultural and community connection. Cultural security refers to ‘practices that 
ensure individuals are afforded the same favourable outcomes regardless of the 
culture they hold’. It applies to Aboriginal and Torres Strait Islander people and 
people from culturally and linguistically diverse backgrounds, or any population 
with consideration given to age, gender, disability, faith and sexual orientation.  

Critical documents, systems and processes 

 Policies relevant to Standard 2: Participation and inclusion, include: 

 Valued Status policy that is committed to ensuring that all clients have the 
opportunity to develop and maintain skills to participate in activities that enable 
them to achieve valued roles in the community. This policy needs to 
consistently use contemporary language of ‘valued roles’. (Other matters 2) 

 Participation and Integration policy stating that clients will have the opportunity 
to socialise and build relationships with members of the wider community. This 
policy needs to consistently use contemporary language of ‘inclusion’. (Other 
matters 2) 

 Cultural Security for Clients policy with the purpose to respect and promote 
clients’ cultural and community connection and ‘develop connections with 
culturally appropriate organisations to promote the meaningful participation of 
clients within their chosen communities’. 
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 Procedures relevant to Standard 2: Participation and inclusion, include:  

 Code of conduct procedure detailing how staff should ‘act in a manner’ that: 
assists clients to be able to present themselves in the community as they 
choose and in such a way that they are accepted and integrated in the 
community with optimal ease; assists clients to be able to engage in socially 
valued activities, including work, educational, leisure and social activities and 
‘provides clients with opportunities to develop friendships and relationships. 

 

Assessment against the Standard 

General statement  Current policies and procedures demonstrate a high 
standard of promotion and support towards genuine 
participation; and cultural and community connections 
for clients, including Aboriginal and Torres Strait 
Islander people. There is a need to use consistent 
contemporary language in some policies relevant to this 
Standard.  

Standard 2: Participation 
and inclusion 

Met  
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Standard 3: Individual outcomes 
 
The intent of this Standard is to promote person-centred approaches to service 
delivery where individuals lead and direct their services and supports. Services and 
supports are expected to be tailored to an individual’s strengths and needs, and 
deliver positive outcomes. This Standard recognises the role of families, friends, 
carers and/or advocates in service planning, delivery and review. 
 

Compliance     

 This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures 
for: 

    

 person-centred individual service planning, delivery and 
review 

  
X 

  

 respecting and responding to individual diversity  X   

 respecting culturally and linguistically diverse cultures and 
promoting people’s cultural and community connection 

  
X 

  

 

Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 An extensive review of individual planning processes was undertaken, utilising 
information, for example, from the National Disability Services (NDS) Quality 
System and Outcomes workshops and the Canadian Occupational Performance 
Measure (COPM). Other improvements include the role of Individual Plan 
Coordinator and data entry into Senses’ client database to meet reporting 
requirements to the Commission.  

 Staff report efforts with ‘client friendly documentation’ eg using Plain English and 
symbols with Boardmaker and ‘flexible planning’; and using various brainstorming 
and planning techniques, aiming to give the client their individual plan immediately 
following their planning session.  
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Critical documents, systems and processes 

 Policies relevant to Standard 3: Individual outcomes, include: 

 Individual Need and Provision of Service policy stating that Senses ‘is 
committed to ensuring all clients receive services that are designed and 
delivered around their individual circumstances, needs and preferences within 
available resources’. This policy also states Senses will maintain current 
documentation regarding the client’s individual plan and provide a copy to the 
client and people significant to the client (if the client wishes); and that they will 
review the individual plan at least annually or sooner, if the client’s needs or 
preferences change significantly or a request is made.  

 Cultural Security for Clients policy with the purpose to define Senses 
Australia’s approach to developing and delivering services that are culturally 
responsive to clients’ cultural diversity.   

 Procedures relevant to Standard 3: Individual outcomes, include: 

 Code of conduct procedure detailing how staff should act in a manner that: 
nurtures individual needs, interests and preferences and promotes 
independence and control in clients’ lives. 

 Individual planning for client’s procedure that outlines the stages of person 
centred planning. 

 A process map for recording individual plans for client information.  

 Forms and templates relevant to this Standard include: 

 My individual plan planning and brainstorming session. 

 My individual plan with goal achievement rating and satisfaction rating. 

 Risk management plan and checklist. 

 Authorisation for individual plan. 

 

Assessment against the Standard 

General statement An ongoing and well-informed review of Senses’ 
individual planning processes resulted in clear 
guidelines of how clients and other stakeholders are 
involved and how reporting and safeguarding 
requirements are met. This includes efforts to make key 
documentation accessible and a ‘cultural security’ 
approach to individual diversity. 

Standard                                                                                                             
3: Individual outcomes 

Met  
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Standard 4: Feedback and complaints 

 

The intent of this Standard is to ensure that positive and negative feedback, 
complaints and disputes are effectively handled and seen as opportunities for 
improvement. Services should provide a range of opportunities to seek feedback, 
recognising that people need to feel safe to provide feedback and have access to 
advocates and independent support. 
 

Compliance     

This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures 
for: 

    

 encouraging and managing feedback, complaints and 
dispute resolution 

  
X 

  

 

Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 Senses Australia’s website was recently re-designed allowing online feedback 
from clients and stakeholders, as well as providing information about the Health 
and Disability Services Complaints Office (HaDSCO), on my services page: 
http://www.senses.org.au/contact-us/feedback-on-my-services 

 This information was provided to clients, families and stakeholders in the Spring 
2015 edition of Senses’ In Touch newsletter.  

 Staff are involved with HaDSCO’s Disability Data Collection Project that 
contributes to the identification and reporting of broad trends and systemic issues 
in the disability sector. 

 All complaints follow a process of review through the relevant Senses Regional 
Area Supervisor, General Manager, Board and HaDSCO portal.  

Critical documents, systems and processes 

 Policies relevant to Standard 4: Feedback and complaints, include:  

 Complaints, Compliments and Ideas policy stating that Senses Australia will 
deal with complaints, comments, suggestions and compliments in a manner 
which is prompt, fair to all parties, courteous, confidential and given high 
priority for resolution and remedy, ensuring there is no retribution for the 
comments made.  

  

http://www.senses.org.au/contact-us/feedback-on-my-services
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 Procedures relevant to Standard 4: Feedback and complaints, include:  

 Complaints, compliments and ideas procedure to ensure that people are aware 
of how to provide feedback make a complaint, give a compliment or share an 
idea using various mechanisms, as well as staff understanding how to receive 
and record various forms of feedback.  

 Forms relevant to this Standard include: 

 ‘Tell us what you think’ form and suggestions and compliments, complaints and 
ideas for verbal and written feedback.  

 

Assessment against the Standard 

General statement Senses has a high standard of encouraging and 
managing feedback and complaints, in particular 
promoting and ensuring independent support and 
review of complaints in a transparent manner. 

Standard 4: Feedback and 
complaints 

Met  
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Standard 5: Service access 
 

The intent of this Standard is to ensure that access to services and supports are fair 
and transparent and that individuals understand criteria and processes regarding 
access to, and use of, a service or support. This includes clear explanations when a 
service or support is not available and referral to alternative service options. 
 

Compliance     

This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures 
for: 

    

 promoting and supporting fair and transparent service 
access 

  
 

 
X 

 

 

Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 An improvement initiative is being undertaken to refine the processes for 
individually funded clients accessing services from Senses Australia. There are 
currently five intake pathways for potential clients from: NDIS My Way, NDIA, 
Disability Services Commission, Department of Child Protection or fee-for service.  

 This initiative included the development of resources, including fact sheets about 
Senses’ pathways to access therapy services.  

Critical documents, systems and processes 

 Policies relevant to Standard 5: Service access, include: 

 Client Services Entry and Exit Criteria policy. 

 Eligibility for Services and Service Access policy.  

 Procedures relevant to Standard 5: Service access, include:  

 Waitlist management procedure, as noted in the Compliance Table, is 
currently under review. Updated information should include referral support 
and information for alternative service options. (Service Improvement 2) 

 Support Material relevant to this Standard includes:  

 Service agreement, provider and participant responsibilities and the getting to 
know you document. 

 A client survey is conducted annually and involves level of agreement to the 
question ‘I found it easy to access Senses Australia’s services’. This survey 
does not ask about any barriers to access. (Other matters 3) 
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Assessment against the Standard 

General statement Continuous improvement initiatives have been 
undertaken to ensure that clients have information to 
understand the range of services and support available to 
them, and how they access these services through 
various pathways.  
 
Current systems should allow opportunities for clients, 
where relevant, to provide feedback about barriers to 
access and to be provided with referral support when a 
service is not available.  

Standard 5: Service 
access 

Met  
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Standard 6: Service management 
 

The intent of this Standard is to ensure that services are accountable and have 
sound governance that will enable services and supports to be delivered in a safe 
environment by appropriately qualified and supervised staff. It also requires services 
to promote a culture of continuous improvement as a basis for quality service 
delivery. 
 

Compliance     

This section relates to the policy component of the Standards 
and indicates where policies and procedures are in place for 
the organisation. 

 (P) proposed: yet to be developed 

 (E) existing: currently in place 

 (R) under review: in place and scheduled for review 

 (NA) not applicable: not relevant P E R NA 

The organisation has the following policies and/or procedures:     

 human resource management (ie recruitment, selection and 
induction; code of conduct; accountable and ethical 
decision-making; and performance management) 

  
X 

  

 employment records that are current and maintained (ie 
Police Clearances; and Working with Children Checks) 

  
X 

  

 individuals’ records that are current and maintained (ie 
individual plans, services received, demographics, etc) 

  
X 

  

 work health and safety   X   

 maintaining a safe environment (ie building maintenance, 
emergency evacuation planning, health safety audits) 

  
X 

  

 administration of medication  X   

 risk management (including a risk register which monitors 
risk associated with workplace, travel and individuals’ home) 

  
X 

  

 financial management  X   

 promoting opportunities for the involvement of people with 
disability, families, carers and advocates in service and 
support planning, delivery and review 

  
X 

  

 training, monitoring and reviewing staff knowledge and 
implementation of policies, procedures and practices  

  
X 

  

All policies and procedures relating to the National Standards 
1-6 for the organisation are: 

    

 dated  X   

 include a review date  X   

 where appropriate, developed in consultation with 
individuals, family, friends, carers, advocates 

  
X 

  

 where relevant, available to potential and current individuals, 
family, friends, carers, advocates 

  
X 

  

 made available in customised accessible formats, including 
languages other than English, as required 

 X 
X 
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Qualitative information 

This section relates to evidence gathered to assist in the assessment of policies and 
procedures related to compliance for this Standard. 

Staff and management knowledge 

 The Code of Conduct for staff and volunteers policy states that ‘it is the 
responsibility of each employee to ensure that they remain informed regarding 
Senses Australia policies’.  

 The Making Sense quarterly online newsletter for staff provides information about 
policies, procedures, practices and training opportunities.  

 Staff undertake a new 12-week online orientation and induction system for new 
employees, which includes the Standards, the organisation’s values and a quiz. 
Performance outcomes and criteria for support workers are currently being 
developed. 

 Training in 2015/2016 for Senses staff will focus on basic positive behaviour 
support (PBS) training for new starters, one-day in-depth PBS training and 
intensive one-to-one coaching and support for some staff, and also lunchtime 
professional development sessions and video snapshots.  

 Review of the training register 2014/2015 indicates example topics of: person 
centred positive directional leadership, reflective supervision, manual tasks, 
medication basic theory and simulated medication practical, bowel and bladder 
management, personal care, professional boundaries, diabetes, fire and 
evacuation training, first aid, infection control, dysphagia and dementia training.  

 Senses Australia’s website was recently re-designed allowing online consumer 
input into specific policies and procedures on the ‘Have your say on our services 
and governance’ page: http://www.senses.org.au/contact-us/have-your-say-on-
our-services-and-governance 

 This information was provided to clients, families and stakeholders in the Spring 
2015 edition of Senses’ In Touch newsletter.  

 In 2015, a family member of a client was appointed onto the Senses Australia 
Board.  

 The client survey asks the level of agreement to questions such as ‘Senses is 
improving my life’ and asking ‘What else could Senses Australia do to enable you 
to achieve more of what is important to you?’ 

http://www.senses.org.au/contact-us/have-your-say-on-our-services-and-governance
http://www.senses.org.au/contact-us/have-your-say-on-our-services-and-governance
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Critical documents, systems and processes 

 Policies relevant to Standard 6: Service management, include: 

 Human Resource Management policy and Staff Recruitment policy. 

 Occupational Safety and Health policy and Risk Management policy.  

 Financial Management Resource Management policy and Corporate 
Governance policy. 

 Client Services Governance policy.  

 Medication Management for Community Living Services policy and 
procedures.  

 Procedures relevant to Standard 6: Service management, include: 

 Induction, probation, staff appraisals, training procedures, and a process map 
for the recruitment of support workers.  

 Police Certificate and Working with Children Check procedures. 

 Emergencies and evacuation, emergency evacuation practice, occupational 
health and safety, health housekeeping inspections and property maintenance 
procedures.  

 Risk assessment procedures.  

 Support Material relevant to Standard includes:  

 Occupational safety and health committee Terms of Reference.  

 Medication management for Community Living handbook.  

 Forms relevant to this Standard include:  

 Buddy shift induction, incident report, fire drill monthly report, medication 
handover checklist and risk management plan and checklist.   

 Other systems and processes include:  

 Introduction of an internal auditing program that includes quarterly visits to 
group homes to audit target/key compliance and safety requirements, based 
on risk register and quality evaluation results eg medication management, fire 
drills, financial management and serious incident reporting.  

 Quality Management System (QMS).  

 The Quality Management System Document Control Policy states that QMS 
documents will be systematically reviewed to ensure they remain accurate, 
relevant and valid. Policies will be reviewed ‘at least every three years and at 
least biennially for all other documents’.  
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Assessment against the Standard 

General statement Current policies and procedures demonstrate 
support for effective and accountable human 
resource management, risk management and 
governance systems. Senses are 
implementing an organisational culture of 
continuous improvement by: 

 Promoting the involvement of clients, 
families, carers and advocates in 
feedback processes  

 A sophisticated Quality Management 
System (QMS) 

 An internal auditing program to audit 
compliance requirements.  

Standard 6: Service management Met  
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Appendix 1: Definitions 

Good Practices (GP) Descriptors 

GPs refer to exemplary contemporary practices 
that demonstrate how services support people to 
achieve better individual outcomes. Examples of 
GPs inform the Commission’s Board and 
enhance sector development. 

 The organisation has a sound governance structure with written statements of their 
vision/mission, sound policies and procedures in place, a strategic plan; and 
evidence supports their ownership and compliance. 

 The organisation has managed and reported on financial and human resources 
activities well. 

 Continuous improvement is embedded within the organisation and demonstrates a 
planned approach to self-evaluation that is flexible and responsive to changing 
priorities. 

 The organisation demonstrates strong public accountability (websites, publications, 
public disclosure). 

Required Actions (RA)  

RAs focus on the minimum satisfactory level of 
service and refer to action necessary to address 
matters that have serious implications for the 
rights, safety, wellbeing and dignity of people with 
disability. They may also relate to legal 
requirements and duty-of-care issues as reflected 
in all the National Standards for Disability 
Services. RAs are a major gap in meeting 
Standards. 

 There is a total breakdown of a system or procedure governed by applicable 
Standards. 

 There is a total absence of a requirement being addressed by the provider. 

 There is a failure to comply with the requirements of the Standards. 

 There are serious implications for individuals (‘felony-like’; relating to individual 
rights, safety, wellbeing and dignity; legal requirements; duty of care issues). 

 The major gap represents a high risk to individuals. 

 Experience and judgement indicate there is a likely failure to assure quality services. 

 A number of small or long-standing gaps in the Standards are related to the same 
requirement. 

Service Improvement (SI)  

SIs identify actions to enhance practices in 
addressing outcomes for people with disability 
and enhancing compliance with the National 
Standards for Disability Services. While still a gap 
in meeting Standards, SIs are less major. 

 A minor gap in meeting the Standards or related procedure is evident. 

 There is a weakness in the system, not the absence of a system. 

 Human error is evident. 

 The gap affects the service, but is not unsafe (‘misdemeanour-like’). 
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 There is minimal risk to individuals. 

 Experience and judgement indicate a reduction in the quality of services. 

 A single observed lapse or isolated incident is evident, but does not impact the 
whole. 

 There is sound ongoing intent to address the issue, but it is not yet fully resolved. 

Other matters (OM)  

OMs refer to identified matters that are not within 
the scope of Required Action/s or Service 
Improvement/s and therefore do not have 
reporting requirements. These matters are 
highlighted as continuous improvement activities 
and may be noted in future Quality Evaluations. 

 Matters for consideration may not represent a gap in meeting the Standards, but 
may enhance the quality of services provided or result in better individual outcomes.  

 A lack of financial and/or human resources to enhance services and foster a positive 
attitude is evident. 

 There are opportunities to improve communication mechanisms for: organisational 
change; contact with families; response timeframes; and/or alternative 
communication methods. 

 There are opportunities to improve systems, processes and databases (eg data not 
current) to improve work efficiency. 

 There are opportunities to present a balanced and collaborative approach with 
key stakeholders in decision-making and operational matters. 
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Disclaimer 

The quality audit assessment is necessarily limited by the following: 
 

 The methodology used for the audit has been designed to enable a 
reasonable degree of assessment in all the circumstances.  

 

 The assessment involves a reliance on feedback and written records as 
sources of evidence. The accuracy of written records cannot always be 
completely verified. 

 

 The assessment will often involve a determination as to which of two or more 
versions of the same facts put to the evaluator(s) is correct under 
circumstances, where this issue cannot be determined with absolute certainty. 

 

 The assessment will involve the Team Leader Evaluator raising issues with a 
sample of relevant stakeholders. On some occasions, information gathered 
from a sample will not reflect the circumstances applying over the whole 
group. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  


