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	Document title
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	Document approver
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[bookmark: _Toc203378660][bookmark: _Toc203382607][bookmark: _Toc203740057]Acknowledgement of First Peoples
The department proudly acknowledges the Traditional Owners and Custodians of the lands and waters on which we live, work and play.
We acknowledge all Aboriginal and Torres Strait Islander peoples across the state and pay respect to and recognise the contributions of their Elders past and present, and other First peoples, who have fought tirelessly for the rights of their communities.
The sovereignty of First Peoples has never been ceded. Their strength and resilience as the world’s oldest living culture is enduring.

[bookmark: _Toc203382608][bookmark: _Toc203740058]Overview
The Department of Families, Fairness and Housing (the Department) is a registered National Disability Insurance Scheme (NDIS) provider of Specialist Disability Accommodation (SDA).
The purpose of this Business Practice Manual is to outline how assistance is given to residents by department staff (staff) in department-owned SDA.
This Practice Manual does not apply to SDA not owned by the department, or to services provided by resident’s Supported Independent Living (SIL) providers. Residents or their nominated contact person should contact those organisations directly for information about their services.
[bookmark: _Toc98412551][bookmark: _Toc203382609][bookmark: _Toc82863421][bookmark: _Toc203740059]Glossary
The following terms are used in relation to this policy.
	Term
	Definition

	NDIA
	National Disability Insurance Agency, the Commonwealth statutory agency that implements the NDIS

	NDIS
	National Disability Insurance Scheme

	Participant
	A person with a disability who has met the access requirements to become a NDIS participant

	Resident’s support network
	People who support residents with decision making and could include their nominated contact person, advocate or guardian

	SDA resident
	A participant currently residing in an SDA

	Specialist Disability Accommodation (SDA)
	Housing provided by a NDIS-registered SDA provider to participants needing specialist housing to help with the delivery of their supports. SDA is the dwelling itself and not the supports provided there

	Staff
	Employees of the department

	Supported independent living (SIL) provider
	Provider of support to participants, including help with or supervision of the tasks of daily life

	the Department
	Victorian Department of Families, Fairness and Housing


[bookmark: _Toc203382610][bookmark: _Toc203740060]The National Disability Insurance Scheme Act 2013
The National Disability Insurance Scheme (NDIS) Act 2013 is the legislative instrument which establishes and governs the operation of the NDIS in Australia. Section 3 defines the objects of the Act, which include (but are not limited to):
(a)  in conjunction with other laws, give effect to Australia's obligations under the Convention on the Rights of Persons with Disabilities done at New York on 13 December 2006 
(e)  enable people with disability to exercise choice and control in the pursuit of their goals and the planning and delivery of their supports
(f)  facilitate the development of a nationally consistent approach to the access to, and the planning and funding of, supports for people with disability
(g)  promote the provision of high quality and innovative supports that enable people with disability to maximise independent lifestyles and full inclusion in the mainstream community.
The objects of the Act are the basis of the policy principles the NDIS is based on. The department is committed to realising these policy principles in its role as an SDA provider to NDIS participants.
[bookmark: _Toc82863422][bookmark: _Toc203382611][bookmark: _Toc203740061]Human Rights Charter
The Charter of Human Rights and Responsibilities Act 2006 (the Charter) is a Victorian law that sets out the basic rights, responsibilities, and freedoms of all people in Victoria. The department has considered the Charter while developing its Practice Manuals, and other supporting materials. Staff have a duty to understand and act in a way that is compatible with the human rights set out in the Charter and must consider a resident’s human rights when making decisions. This is especially important for matters that may affect the Charter rights of residents such as:
notices to vacate
absence from an SDA, and
the offering residency process.
All staff will complete the department’s ‘Charter of Human Rights in Victoria’ eLearning module. Information about how staff should consider human rights in the course of their work is available on the department intranet  and through the Victorian Equal Opportunity and Human Rights Commission.
[bookmark: _Toc82863423][bookmark: _Toc203382612][bookmark: _Toc203740062]Information privacy
[bookmark: _Hlk82880612]One right the Charter gives Victorians is the right to privacy and reputation. The Privacy and Data Protection Act 2014 is the means by which privacy rights are given effect.
The department has access to personal information (which can include sensitive information) about SDA residents.
Residents or their nominated contact person can ask for a copy of information held about them by emailing sda@dffh.vic.gov.au. 
[bookmark: _Hlk82881340]Staff must protect the privacy of this information in line with the Department’s privacy policy < https://www.dffh.vic.gov.au/publications/privacy-policy>.
[bookmark: _Toc203382613][bookmark: _Toc203740063]Information the department collects about SDA residents
Information collected about SDA residents includes:
personal information such as name, date of birth and gender
details of the resident’s support network including name, relationship to the resident (such as nominated contact person, guardian, administrator) and their contact details
banking details for rent collection
NDIS information including the resident’s participant number, details of SDA funding and plan nominee
information that supports improved quality of life, safety, continued accommodation, and independence for residents. This could include copies of assessments that document a change the resident needs to an SDA property for their health and wellbeing, or details of incidents and behaviours of a resident where those issues are reasonably likely to cause the department to issue a notice of temporary relocation or notice to vacate.
Other information may also be collected for specific purposes, such as information about current residents to help identify preferred applicants when there is a vacancy in shared SDA.
Information collected from or about SDA residents will only be used to:
provide SDA to residents – including use of de-identified information to help with future asset planning and sharing information with the resident’s SIL provider when that information is needed to ensure improved quality of life, safety, continued accommodation, and independence for residents.
comply with lawful requests for information from external bodies such as the NDIS Quality and Safeguards Commission.
[bookmark: _Toc203382614][bookmark: _Toc203740064]How staff ensure residents’ information privacy is protected
[bookmark: _Hlk82881157]Staff must ensure that only information necessary to manage a resident’s SDA arrangements is collected. This information is required for the department to meet its legal obligations including but not limited to those referenced above, and to properly fulfil its role and responsibilities as an SDA provider. Information is stored on password-protected departmental systems with access controls that ensure only authorised staff with a business need to consider that information can access it.
Resident information is also stored in the departments Housing Integrated Information Program (HiiP), a property management application used by the department to collate and share information about SDA properties, public housing, and residents in both. Access to resident information within HiiP is role-based and governed by regular review of user controls and rights. Staff should only access information required to undertake their role and tasks and not search for unrelated information.
Access to resident information is audited, and actions taken when using this information within HiiP are logged as file notes within the database.
For planning and public reporting purposes, only de-identified information is used.
[bookmark: _Toc82863424][bookmark: _Toc203382615][bookmark: _Toc203740065]Communication about SDA
[bookmark: _Toc203382616][bookmark: _Toc203740066]How the department communicates with residents and their support network
The department is committed to ensuring that SDA residents and their support network can access information about SDA in the language, mode of communication, and terms they are most likely to understand.
This includes agreements between the department and SDA residents, and information about processes, changes, and decisions that affect them.
The Residential Tenancies Act 1997 prescribes forms for notices and agreements issued under that Act. Consumer Affairs Victoria regulates the Residential Tenancies Act and has developed Easy English versions of these forms.
The department will also develop Easy English information about department processes that have the most impact for SDA residents. This information will be available on the department’s website and given to residents when they need that information to make a decision or understand a change that is happening to their SDA.
Staff will arrange interpreting and translating services when required so that residents and their support network can communicate in their preferred language. More information, including how to work with these services, is in the Department’s language services policy and guidelines <https://www.dffh.vic.gov.au/publications/language-services-policy>.
[bookmark: _Toc203382617][bookmark: _Toc203740067]How to communicate with residents about their SDA
[bookmark: _Hlk82881856]Writing in plain language <https://www.stylemanual.gov.au/writing-and-designing-content/clear-language-and-writing-style/plain-language-and-word-choice> is considered best practice at the department. Staff will use the guidance on plain language when preparing written materials about SDA.
When communicating about SDA matters, staff will:
use clear, simple language
avoid jargon and acronyms
ask the resident and their support network about the language and mode of communication and terms the resident prefers and is most likely to understand
use Easy English materials where available that can help explain a matter or an issue
help the resident to understand and be involved in decision making as much as possible, even when they have others to support them with decision making (such as their support network).
[bookmark: _Toc203382618][bookmark: _Toc203740068]Who else do staff communicate with about matters affecting a resident?
[bookmark: _Hlk82882148]Most residents in department-owned SDA have a nominated contact person. This person can be any person who the resident has a close and sustained relationship with, such as a family member or friend, or advocacy support the resident has engaged. The resident’s nominated contact person can provide essential support to residents by helping them to understand information about their SDA and to make important decisions about their accommodation.
The resident’s information record will include details about who their nominated contact person is. The department will provide the nominated contact person with a copy of all information sent to the resident unless:
· the resident asks us not to, or
· another party is legally responsible for supporting the resident in the matter that the communication is about, such as when the Victorian Civil and Administrative Tribunal (VCAT) has appointed a guardian to make decisions about lifestyle issues for a resident, or an administrator to manage a residents’ legal or financial affairs.
Some SDA residents may have a guardian appointed by order of the VCAT under the Guardianship and Administration Act 2019. The matters that the guardian can make decisions about are documented in the order of appointment. For these matters, the guardian’s decisions have the same legal standing as if the resident is making the decision themself. The resident’s information record will identify if the resident has a guardian and who that is.
When dealing with financial matters, such as rent payments, staff will communicate with the resident and their administrator. The administrator may have been appointed by order of the VCAT or may be a longstanding informal arrangement such as when a family member has supported the resident to manage their finances for many years. The resident’s information record will identify who the administrator is.
Other parties who wish to access copies of information sent to residents, their nominated contact person, guardian, or administrator should be directed to the relevant party. For example, if a resident’s nominated contact person requests a copy of a letter sent to a resident about their rent, they should make this request to the resident’s administrator.
Residents can update the details of their support network by emailing the details to sda@dffh.vic.gov.au.
[bookmark: _Toc203382619][bookmark: _Toc203740069]Communication with resident’s SIL provider
The department may communicate with residents’ SIL providers about some matters. This includes when the SIL provider can support coordination of activities that impact a whole household, or the provision of SIL services, such as scheduling maintenance activities, or an open inspection when there is a vacancy, at a time that is convenient for all residents.
The department will communicate with a resident’s SIL provider if there are issues relating to quality of life, safety, continued accommodation, and independence for residents. Resident’s SIL providers may also communicate with department staff about these issues. These communication requirements are outlined in the Collaboration Agreement between the department and resident’s SIL providers.
The department will also let residents’ SIL providers know if broad communications are being sent to residents, and how residents or their nominated contact person can contact the department if they need more information or support to understand or respond to the communication.
[bookmark: _Toc82863425][bookmark: _Toc203382620][bookmark: _Toc203740070]Children in SDA
[bookmark: _Toc203382621][bookmark: _Toc203740071]Requirements when children or young people live in SDA
Most department-owned SDA provides accommodation for adults; however, a small number provide accommodation to children or young people.
Where children or young people live in department-owned SDA, the department and resident’s SIL providers must comply with requirements under:
Victoria's Child Wellbeing and Safety Act 2005
Child Safe Standards
Reportable Conduct Scheme.
These requirements are included in the Collaboration Agreement between the department and residents SIL providers. You can find more information about the Collaboration Agreement in the Residency Management Practice Manual <https://www.homes.vic.gov.au/specialist-disability-accommodation> – ‘How we manage your home’.
Where staff or contractors engaged by the department are likely to have more than incidental contact with residents, the department will ensure the requirements of the National Disability Insurance Scheme (Practice Standards – Worker Screening) Rules 2018 are met, including:
documented risk assessment of staff roles to determine if worker screening is required
evidence of a Working with Children Check and NDIS clearance, if required.
[bookmark: _Toc82863426][bookmark: _Toc203382622][bookmark: _Toc203740072]NDIS Code of Conduct and Practice Standards
[bookmark: _Hlk82882585]The NDIS Code of Conduct (the Code) requires workers and providers who deliver NDIS supports to:
act with respect for individual rights to freedom of expression, self-determination and decision making, in line with relevant laws and conventions
respect the privacy of people with disability
provide supports and services in a safe and competent manner with care and skill
act with integrity, honesty, and transparency
promptly take steps to raise and act on concerns about matters that might affect the quality and safety of supports provided to people with disability
take all reasonable steps to prevent and respond to all forms of violence, exploitation, neglect, and abuse of people with disability
take all reasonable steps to prevent and respond to sexual misconduct
not charge or represent higher prices for the supply of goods for NDIS participants without a reasonable justification.
The NDIS Practice Standards specify the quality standards registered NDIS providers must meet to provide supports and services to NDIS participants. Together with the Code, the Practice Standards build NDIS participants’ awareness of what quality service provision they should expect from registered NDIS providers.
The NDIS Practice Standards consist of a core module and supplementary modules that apply depending on the types of supports and services delivered. As an SDA provider the department must meet the outcomes covered by the core module and the SDA supplementary module which includes:
rights and responsibilities
conflict of interest
service agreements with participants
enrolment of SDA dwellings
tenancy management.
[bookmark: _Toc203382623][bookmark: _Toc203740073]Applying the NDIS Code of Conduct and Practice Standards 
The Code applies to the provision of SDA by the department.
Staff should use existing employee engagement, human resources and governance arrangements which are consistent with requirements of the Code.
These SDA Practice Manuals have been developed to ensure they are consistent with the Code and NDIS Practice Standards.
More information on the Code is available on the NDIS Quality and Safeguards Commission’s NDIS Code of Conduct (NDIS Providers) page <https://www.ndiscommission.gov.au/providers/ndis-code-conduct>.
[bookmark: _Toc82863427][bookmark: _Toc203382624][bookmark: _Toc203740074]Conflict of interest
[bookmark: _Hlk82882947]A conflict of interest is where an employee or organisation has private interests that may influence their decisions or actions. Conflicts can be actual, potential, or perceived.
The NDIS Practice Standards require SDA providers to have policies that show how perceived or actual conflicts of interests are managed and to ensure that each resident’s right to exercise choice and control over other NDIS support provision is not limited by their choice of SDA.
Staff must comply with the Victorian Public Service Code of Conduct as a condition of their employment, which includes a requirement that employees demonstrate integrity by avoiding any real or perceived conflicts of interest.
[bookmark: _Toc203382625][bookmark: _Toc203740075]How the department avoids conflicts of interest
The department does not have arrangements with SIL providers, or any other NDIS provider, that limit residents’ choices about their SDA. Residents can choose a different SIL provider without affecting their continued accommodation in the SDA.
[bookmark: _Hlk82883511]The department has Collaboration Agreements with resident’s SIL providers that outline how the department and resident’s SIL provider will work together in the best interests of residents that both providers have service agreements with. The Collaboration Agreement does not limit residents’ choices about the NDIS supports they receive within the SDA. This applies to all residents in department-owned SDA.
[bookmark: _Toc203382626][bookmark: _Toc203740076]What happens if the department becomes aware of a conflict of interest in SDA?
If the department enters an arrangement where an unintended conflict of interest arises, the department will declare a conflict to the SDA resident and their nominated contact person and take immediate steps to resolve the matter.
Staff will document and manage any situation where a conflict of interest has been identified.
[bookmark: _Toc82863428][bookmark: _Toc203382627][bookmark: _Toc203740077]Complaints
The Department’s website <https://www.dffh.vic.gov.au/making-complaint> has information about making complaints and providing compliments or feedback for the public.
A complaint is an expression of dissatisfaction with a service or support that is provided. Anybody can make a complaint about the supports or services provided by the Department. The Department welcomes feedback from the public, and uses it to improve its services, programs and policies.
[bookmark: _Toc203382628][bookmark: _Toc203740078]What residents can make a complaint about
Residents or their nominated contact person can make a complaint about any experience with the department. This includes where the resident:
felt a department service was unsatisfactory
did not receive enough information or choice
is concerned about a conflict of interest
was denied respect, dignity, or privacy.
[bookmark: _Toc203382629][bookmark: _Toc203740079]Making a complaint about department-owned SDA
Residents of SDA, and their nominated contact persons, can take the following steps to get a complaint resolved:
Step 1. 	Discuss your complaint with a staff member, housing officer, your case worker or from the 	place where you are receiving the service.
Step 2. 	If you have tried to resolve your concerns but you are still dissatisfied with the outcome, you 	can discuss your complaint with a senior manager at the local office.
Step 3. 	If we cannot resolve your complaint at Step 1 or Step 2, you can choose one of the following 	ways to make a formal complaint to the department:
· submit your complaint online using the Make a complaint eform <https://feedback.dhhs.vic.gov.au/layout.html#/DFFH>.
· telephone the department’s Feedback Service on 1300 884 706
· email the department’s Feedback Service via feedback@dffh.vic.gov.au 
· mail: Complaints, GPO Box 4057, Melbourne, Victoria 3000.
[bookmark: _Hlk82883790]Residents or their nominated contact person may wish to access advocacy services to assist them in making a complaint. Advocacy means getting support from another person to help someone express their views and wishes, and to help them stand up for their rights. Someone who helps in this way is called an advocate. An advocate can be a family member, friend, or a carer.
Support with advocacy is also available through a range of organisations. The Department has a list of organisations that can provide advocacy help <https://www.dffh.vic.gov.au/using-advocate>, including organisations who specialise in disability advocacy.
	[bookmark: _Toc203382630]Blind Citizens Australia (BCA)
Phone: 1800 033 660
Text message: 0436 446 780
Email: bca@bca.org.au
Website: www.bca.org.au
Address: Ross House 247 – 251 Flinders Lane, Melbourne, Victoria 3000

	Brain Injury Matters
Phone: (03) 9639 7222
Email: Office@braininjurymatters.org
Website: www.braininjurymatters.org
Address: Ross House 247-251 Flinders Lane, Melbourne, Victoria 3000

	CF Together (previously Cystic Fibrosis Community Care)
Phone: 1300 23 4357
Email: support@cftogether.org.au
Website: www.cftogether.org.au
Address: 282 Neerim Rd, Carnegie VIC 3163

	Collective of Self Help Groups
Phone: 03 9650 2005
Email: info@coshg.org.au
Website: www.coshg.org.au
Address: Ross House, Level 3, Room 6, 247-251 Flinders Lane, Melbourne, 3000

	Disability Advocacy Support Helpline
Phone: 1800 643 787 

	Disability Justice Advocacy (DJA)
Phone: 1800 808 126
Email: info@dja.org.au
Website: www.dja.org.au

	Disability Resource Centre (DRC)
Phone: 03 9671 3000
Email: advocacy@drc.org.au
Website: www.drc.org.au

	Disability Advocacy Resource Unit (DARU)
Phone: 03 9639 5807
Email: admin@daru.org.au
Website: www.daru.org.au
Address: VCOSS Level 8, 128 Exhibition Street Melbourne, Victoria 3000

	EACH New Horizons Self Advocacy Group
Phone: 1300 003 224
Email: info@each.com.au
Website: www.each.com.au/service/eachchoice-new-horizons-self-advocacy-group

	Leadership Plus
Phone: (03) 9489 2999
Email: intake@leadershipplus.com
Website: www.leadershipplus.com
Address: Anzac House, 4 Collins Street, Melbourne Victoria 3000

	Melbourne East Disability Advocacy
Phone: 03 9877 7990
Website: www.meda.org.au

	North East Citizen Advocacy
Phone: 03 8407 3684
Website: www.citizenadvocacy.com.au
Address: 56 Gabonia Avenue, PO Box 251, Watsonia South, Victoria, Australia, 3087

	Office of the Public Advocate (OPA)
Phone: 1300 309 337
Website: www.publicadvocate.vic.gov.au
Enquiry form: www.publicadvocate.vic.gov.au/contact-general-enquiries
Address: Level 1, 204 Lygon Street, Carlton, Victoria 3053

	Reinforce Self Advocacy
Phone: 03 9650 7855
Email: info@reinforce.org.au
Website: www.reinforce.org.au
Address: Level 2, Ross House, 247 Flinders Lane, Melbourne Victoria 3000

	Victorian Advocacy League for Individuals with Disability (VALID)
Phone: 03 9416 4003
Email: info@valid.org.au
Website: www.valid.org.au 
Address: 34 Stanley Street, Collingwood Victoria 3066

	Villamanta Disability Rights Legal Service
Phone: 1800 014 111
Email: legal@villamanta.org.au
Website: www.villamanta.org.au


[bookmark: _Toc203740080]Role of staff in handling complaints
For all complaints or feedback, staff should:
provide information that is helpful, accurate, and in the language or mode that the resident and their nominated contact person is most likely to understand
be courteous and considerate with communication
promptly refer requests to the appropriate person
respond to requests within a reasonable time
keep the complainant informed of progress or delays.
Staff should document the concerns, including details that will help investigation into, and resolution of the issues raised. 
[bookmark: _Toc203382631][bookmark: _Toc203740081]Other organisations residents can complain to
Residents can also make complaints to other parties. Refer to the following table for details.
Staff must help any of these organisations when a complaint is made by providing the information required for them to investigate the complaint and to resolve the issue.
	[bookmark: _Hlk82965575]Who
	How

	All residents
	Community Visitor program:
Phone: 1300 309 337
Public Advocate’s Community Visitors page < https://www.publicadvocate.vic.gov.au/opa-volunteers/community-visitors >

	NDIS participants, and
Disability Support for Older Australians Program clients (formerly called the Commonwealth Continuity of Support Program)
	NDIS Quality and Safeguards Commission:
Phone: 1800 035 544
NDIS Commission’s How to make a complaint about a provider page <https://www.ndiscommission.gov.au/about/complaints> 

	Residents who are not NDIS participants or clients of the Disability Support for Older Australians Program
	Disability Service Commissioner:
Phone: 1800 677 342 
Disability Service Commissioner’s Make a complaint page <https://www.odsc.vic.gov.au/making-a-complaint/how-to-make-a-complaint>

	Where the complaint is about a breach of the SDA residency agreement 
	Consumer Affairs Victoria (CAV):
Phone: 1300 558 181
CAV’s Complaints in SDA page <https://www.consumer.vic.gov.au/contact-us/resolve-your-problem-or-complaint>





[bookmark: _Toc203378659][bookmark: _Toc203740082]Revision Log
	Version
	Date
	Author
	Reason 
	Sections

	1.0.
	May 2022
	Disability Homes Victoria
	Initial release
	All

	2.0
	15 July 2025
	Miki McLay, Senior Operational Policy Officer, Service Delivery and Partnership Support
	Second release – editorial changes
· latest update to the NDIS Code of Conduct
· addition of policy principles from NDIS Act and Human Rights Charter
	





To receive this document in another format, email <sda@dffh.vic.gov.au>, or phone 
1300 161 485 using the National Relay Service 13 36 77 if required.
Authorised and published by the Victorian Government, 1 Treasury Place, Melbourne.
© State of Victoria, Australia, Department of Families, Fairness and Housing, May 2022.
ISBN 978-1-76096-555-6 (pdf/online/MS word)
image1.png




image3.png




image2.png
OR|A Families,

state Fairness )
Government and Housing





