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Disability
Services
Commissioner

1 September 2025

Hon Lizzie Blandthorn MP
Minister for Disability

Level 22, 50 Lonsdale Street
Melbourne VIC 3000

Dear Minister,

| am pleased to present the Disability Services Commissioner’s Annual Report for the
year ending 30 June 2025.

The Annual Report includes reporting pursuant to section 19 of the Disability Act 2006
and a report on any matters my office has inquired into or investigated in relation to
the provision of services (including abuse and neglect) identified in the Ministerial
referral from 1 July 2024.

Yours sincerely,

MW(WW

Jen Jackson-Hall
Disability Services Commissioner

Disability Services Commissioner
Level 1, 2 Lonsdale Street
Naarm/Melbourne VIC 3000
Phone: 1800 677 342

Web: www.odsc.vic.gov.au



Message from the Commissioner

The end of the 2024-25 year completed our

18th year of handling complaints about disability

services in Victoria. We continued to perform
our role set out in the Disability Act 2006
(the Act) and the oversight role requested in
the Ministerial Referral for 2024-25.

Following the cessation of 37 providers in June 2024 we
started the year with the smallest number of providers
to deal with in our history. The year ended with a total of
110 services in our jurisdiction, made up of 89 disability
service providers registered by the Social Services
Regulator (SSR) and 21 disability advocacy services
funded by the Department of Families, Fairness and
Housing (DFFH). There was little change during 2024-
2025 with six new providers registered by the SSR and
no cessations of registrations during this period.

Our approach continued to promote and embed the
message ‘It's OK to complain’. DSC saw 100 per cent of
our providers submit their Annual Complaints Report.
We engaged with providers during the reporting period

to talk about reflecting on and learning from complaints.

We sought to understand the issues in all enquiries and
complaints raised with DSC and support people with
disability and their networks to find the information or
pathways to assist them with the matter. Our role has
continued as a ‘clearing house’ for disability complaints
in Victoria. The work we undertake to share information
and direct people to the right pathway for their issue is
valued by those we communicate with.

The Act states that one of DSC's functions is to ‘consider

ways of improving disability services complaints systems

or complaints systems of regulated service providers.’
We embed this function in all aspects of our work.

We continued our work alongside and at times in
connection with the Victorian Disability Worker
Commission (VDWC). DSC also remained in contact
with DFFH, Transport Accident Commission (TAC) and
WorkSafe as the funders of disability services in our
jurisdiction. My team and | maintained strong working
relationships with other safeguarding bodies, meeting
regularly to discuss emerging issues and trends,

and to ensure responsive communication between
organisations.

We supported the commencement of the Social Services
Regulator (SSR) and maintained regular communication
with them throughout the year. We provided feedback
on their guidance material that relates to the feedback
and complaints standard and encouraged providers to
review their complaints material against this specific
standard. We were active in discussions with the SSR
about clear information for people raising concerns
about Supported Residential Services as we saw an
increase in these matters raised with DSC in the first
half of the year.

We have continued to handle each enquiry, complaint
or incident review case with an individual focus on the
best outcome for the person receiving services and
the quality of services delivered. This year | issued
two Notices of Advice covering support planning and
feedback systems. These are two topics that underpin
person centred service delivery.

| am deeply grateful to my team for their commitment
to DSC and their flexibility to ensure we complete the
work required.

Jen Jackson-Hall

Disability Services
Commissioner
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The work of the Disability

Services Commissioner (DSC)

Providing information and supporting
people to get to the right place

DSC's website and phone system are configured to
prioritise connecting the public to the correct place,

where possible, to address their complaint, or find the
information they require.

Our website helps by detailing information, links to
other complaint bodies, and describes what is in-scope
for our office.

Our 1800 phone service assists callers with connecting
to the agency that best suits their needs, if not DSC,
with a self-select menu option.

This year there was a total of 32,918 views
of our website, and a total of 1,398 calls to
our 1800 service.

In total, 608 callers to our service elected to transfer

to the following agencies:

e 328 to the NDIS Commission
www.ndiscommission.gov.au

¢ 162 to the Disability Gateway
www.disabilitygateway.gov.au

118 to the VDWC www.vdwc.vic.gov.au

Updated resource - Complaints about
Victorian Disability Services

We updated one of our most popular resources that
aims to help people find the right place to make a
complaint. This is one of the ways that we continue to
share the message ‘It's OK to complain’.

Figure 1: The updated ‘Complaints about
Victorian Disability Services’ resource

Complaints about '
Victorian Disability Services
Who to to make a int about a disability service or worker to complain

Victorian Disability Worker Commission
1800 497132

www.vdwc.vic.gov.au
complaints@vdwec.vic.gov.au

Disability Workers
Victoria only

Disability Services Commissioner
1800 677 342

www.odsc.vic.gov.au
complaints@odsc.vic.gov.au

NDIS Quality and Safeguards Commission
NDIS funded 1800 035 544
supports and services www.ndiscommission.gov.au
contactcentre@ndiscommission.gov.au

Created by the Disability Services Commissioner ’ Victorian Disability
and the Victorian Disability Worker Commission Disability Worker Commission
Services

1.July 2024

DFFH, TAC or WorkSafe
funded disability services
Victoria only

Commissioner
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Enquiries logged

An enquiry is recorded by DSC when we interact with a
person who is seeking information or advice about their
concerns or situation. This year we received 391 new
enquiries, compared to 417 last year and 403 in 2022-23.

There are a large variety of matters brought to DSC which
are out-of-scope. When a matter raised is out-of-scope,
this means DSC doesn’t have the legislative authority to
respond. People contact DSC because they are unsure

of who to speak to about their concerns. We provide
assistance with the aim to understand the issue and share
contact information for other safeguarding or complaint
bodies who may assist the person. We record the number
of times we provide the details in such instances and this
year we provided the contact details for other bodies 854
times. We often provided multiple contact details for, or
direct people to, other organisations.

Table 1: Top 4 Commonwealth bodies
we directed people to*

NDIS Quality and Safeguards Commission 102
National Disability Insurance Agency 73
Commonwealth Ombudsman 28
Australian Human Rights Commission 13

* Some enquiries involved directing people to
more than one safeguarding bodly.

Table 2: Top 4 Victorian bodies we directed people to*

Victorian Equal Opportunity and 58
Human Rights Commission

Victorian Disability Worker Commission 29
Victorian Ombudsman 27
Health Complaints Commissioner 20

* Some enquiries involved directing people to
more than one safeguarding bodly.

This year we recorded 106 instances where we encouraged
a person to consider contacting a disability advocacy
service. We also recorded 40 instances where we
encouraged a person to reach out to a legal service for
advice.

Feedback from people who made enquiries to DSC:

“Thank you for our chat - I really appreciate your
expertise and knowledge in this area.”

“Thanks for your detailed and thoughtful reply. I really
appreciate your time. I'll take all that on board.”

“Thank you so much for your quick response and all
the really valuable information you have provided.”

“Thank you again for everything that you do
for people with a disability, it is so greatly
appreciated.”



CASE STUDY

Enquiry improves online information
about the Victorian Companion Card

DSC received an enquiry in relation to the use

of the Victorian Companion Card. We directed
the person to the Companion Card webpage
titled ‘Where can I use my card?’ DSC examined
the webpage with the list of Companion Card
Affiliates and noticed it was out of date, and hard
to follow. We were concerned that the content
may cause confusion or frustration for people
researching where to use the card. DSC met with
arepresentative of the Companion Card program
in DFFH, shared our concerns and tracked their
actions to update and correct the material.

We made suggestions to DFFH about further
action that could enhance the search functions.
We shared information with the person who
contacted DSC about the Victorian Equal
Opportunity and Human Rights Commission, in
relation to the venue they had tried to access.

Victorians who have a Companion Card

(and their families/network) have told us over
many years they highly value the support they
receive to access tickets for their companion.

This is the website that the Victorian Companion
Card program suggest you go check ‘where can I
use my card’:
www.companioncard.vic.gov.au/where-can-i-
use-my-card

Complaints

Throughout the year, we continued to promote
our message that ‘It's OK to complain’.

Question:
What is a complaint?

Answer:
Telling someone that you are not happy with something
about your disability service is called a complaint.

In line with the Act and the Australian Standard for
complaint management, DSC defines a complaint as:

An expression of dissatisfaction made to or about a
disability service provider, relating to its products,
services, staff or the handling of a complaint, where
a response or resolution is explicitly or implicitly
expected or legally required.

We take complaints about a disability service which
is defined in section 3 of the Act. It means a service
specifically for the support of persons with disability
which is provided by a disability service provider. The
complaints we handle are about services funded by
DFFH, TAC or WorkSafe.

DSC carried over three complaints from the previous
year, of which one was out-of-scope and required a
referral to the new SSR. This year we received a total of
62 new complaints in comparison to the previous year
of 69 new complaints. All 65 complaints were finalised,
which included seven in-scope and 58 out-of-scope.

to complain

DSC 2024-2025 Annual Report
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Out-of-scope complaints that required

referral to another body

From the 58 out-of-scope complaints, a total 76 written
referrals were actioned compared to 71 written referrals
last year.

Table 3: Summary of written referrals
made to other bodies*

National Disability Insurance Agency 17
NDIS Quality and Safeguards Commission 16
Victorian Disability Worker Commission 9
Social Servies Regulator 8
Community Visitor Program — Office of the 7
Public Advocate

Department of Families, Fairness and Housing 5
Transport Accident Commission 3
Advocacy service 1
Aged Care Quality and Safety Commission 1
Chief Executive Officer of a disability service 1
Family Safety Victoria 1
Health Complaints Commissioner 1
Home and Community Care — Department of 1
Health

Legal service 1
Mental Health and Wellbeing Commission 1
State Trustees 1
Victorian Equal Opportunity and Human Rights 1
Commission

Victoria Police 1
TOTAL 76

*In some instances, more than one written referral is required.
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Within the referral, DSC ensures that each body is aware
of any additional referrals made in that complaint. In this
period 14 complaints needed more than one referral.

This year we made 17 referrals to the National Disability
Insurance Agency compared to 13 last year. The 17

were made up of 11 complaints about the National
Disability Insurance Agency’s processes and six
relating to allegations of fraud in the NDIS. This year
three complaints were made to DSC about TAC funded
services with concerns about providers who at that
time were not registered by the SSR. DSC referred those
complaints to the TAC to address the concerns. We

look forward to when providers of all disability services
funded by TAC and WorkSafe are registered by the SSR.

CASE STUDY

We received a complaint on behalf of Ren* who
was moved to the private home of a disability
worker against the advice of their family and care
team. Ren has complex needs and receives NDIS
funding. There were concerns about the disability
worker’s ability to provide care, medication, and
safe support. Additionally, there were allegations
about misuse of the NDIS funds, and previous
misconduct by the worker at another service. DSC
referred this complaint to the NDIS Commission,
NDIA and VDWC.

* Names have been changed for privacy purposes.




In-scope complaints

The complaints we assess and work to resolve are about
disability services funded by DFFH, TAC or WorkSafe.

DSC handled seven in-scope complaints this year.

Two were carried over from last year and five were new
complaints. The complaints were about TAC funded
disability services and disability advocacy. This year all
seven complaints were finalised.

How were complaints resolved

through DSC's processes?

Resolution of a complaint is when the person who made
the complaint (and the person receiving services)
decide that the issue/s have been addressed. The 4As
of successful complaint resolution: Acknowledgement,
Answer, Action, Apology were successfully utilised by
service providers to respond to and progress resolution
of these complaints.

This year, 72 per cent of complaints included an
acknowledgment as an outcome. The acknowledgment
of issues in a complaint shows that the person’s concerns
and feelings are taken seriously, it validates their
experience and perspective and can build trust between
the service provider and the person they support.

In over half of the complaints this year, DSC proposed
policy or procedural improvements to the service
provider. The following feedback was received from
service providers about the improvements we suggested:

“Thank you for the suggestions you provided
to support us to strengthen the information
available to both customers and staff around
feedback and complaints.”

“We very much valued the feedback you provided
to strengthen our processes and have now
implemented these changes.”

“We appreciate this input from the Commission,
as an external and expert review - something
of real value to us.”

Due to the small number of complaints, an analysis of
outcomes is not covered in any further detail.

What we have learnt: The importance of listening

We have seen many good quality support plans in our
work. They include up-to-date information about the
support needs of a person with disability. Quality plans
include a person’s preferences about their disability
supports and often detail their goals and interests

and the support needed from disability workers.
Conversations about support plans builds confidence
between those involved and gives a person the chance to
say what is working well and what they'd like to change.
A support plan is the reference document for disability
workers and when used well can be the framework for
consistent quality support every day. People told us that
one of the most important elements of their service is
being listened to.

Ministerial Referral

Consecutive Ministerial Referrals under section 1281(2) of
the Disability Act 2006 have enabled DSC to ensure there
were no gaps in oversight of incidents of abuse, neglect
and deaths of people accessing state funded disability
services. The Ministerial Referral enables regulation of
service delivery that assists with service improvements.

It also allows for information sharing across a number

of statutory authorities including Office of the Public
Advocate and the Coroners Court of Victoria.

The Ministerial Referral is published on the DSC website
https://odsc.vic.gov.au/about-us/legislation/

Incident reports received

DSC can inquire into incident reports received from
DFFH relating to deaths (where the deceased was a
person with disability receiving services at the time of
their death), or to major incidents such as assault, injury,
neglect or poor quality of care.

DSC received five new incident reports in this cycle. This
is the same number as received in the last two years. All
reports received this year took place within a forensic
disability service. Two were categorised as alleged sexual
abuse/assault, two were categorised as alleged physical
abuse and one was categorised as poor quality of care.
While inquiring into the incident of poor quality of care,
we made a referral to VDWC in relation to the actions of
a disability worker. Two incident reviews were finalised.
Three remain open as further information has been
sought. These will be progressed further in 2025-26.

Deaths referred by the State Coroner

There were no new deaths referred to DSC by Coroners
Court of Victoria (CCOV) this year. We continued to liaise
with CCOV staff, including a new contact person, to
provide information about the Ministerial Referral and
DSC's jurisdiction. This year CCQOV provided DSC with
copies of coronial investigation reports and findings into
the deaths for three of our finalised investigations for our
review and consideration. DSC also provided documents
to assist the coronial process for one of our finalised
investigations. In order to improve the services delivered
to people with disability we continued our working
relationship with CCOV.

Matters of abuse and neglect referred
by the Community Visitors Board

DSC did not receive any referrals from the Community
Visitors Board this year. We had ongoing contact with
the Community Visitors program throughout the year.
As captured on page 6, DSC made seven referrals to
the Community Visitors program this year. This is a rise
compared to earlier years as there were two referrals last
year and two in 2022-23. Four of these referrals related
the provision of Supported Independent Living within
NDIS funded Specialist Disability Accommodation and
three were related to Supported Residential Services.
The referrals were in relation to concerns for residents
and the standard of care provided.

DSC 2024-2025 Annual Report 7



Education and information

Complaints education - Presentation to service
providers with the TAC

DSC was invited by the TAC to co-present workshops
to staff groups from a number of disability services
this year. The workshops were designed to increase
knowledge and foster discussion. The TAC presented
information on their Serious Incident Reporting
requirements. DSC followed with information about
good complaints handling methods and the 4As

of responding to complaints: Acknowledgement,
Answer, Action and Apology.

Presentation on good quality services - VALID's
'Having a Say’ Conference

DSC co-presented a workshop with VDWC at the
‘Having a Say’ Conference. The session was well
attended by self-advocates and disability workers.

Our session unpacked important topics such as, how to:

« feel happy, respected and safe.

« evaluate good quality support that focusses on goals.

« seek and provide feedback.

¢ have regular conversations to reflect on what's
working/not working.

e speak up to make a complaint to a worker, disability
service or complaints body.

Training and development - Supported VEOHRC's
Racial Literacy Training material

In 2024, DSC participated in the development of case
studies to be used in the Victorian Equal Opportunity
and Human Rights Commission’s racial literacy training
package. The package was designed to embed racial
literacy into the complaint and oversight practices and
processes of statutory bodies.
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Improving the complaints system of DFFH

This year DSC held discussions with and provided
feedback to DFFH about the content on its webpage
on complaints. As a result, DFFH made changes to its
complaints content and material. DFFH advised us
that they had updated the information so that service
users and staff recognise the importance of receiving
and managing feedback and complaints; improved the
webpage and its accessibility so that people know who
to contact and can access directories of services and
their contact details. DSC acknowledges the work done
by DFFH.

Encouraged DASH Helpline to improve the
accessibility of their feedback system

DSC also provided feedback to the Commonwealth
government on the accessibility of the feedback systems
in its pilot scheme of the Disability Advocacy Support
Helpline (DASH) and its publication ‘Disability Advocacy
Support Helpline: A guide to our services’ We queried
elements of their process and noted that if a person

had a complaint about an advocate, they may not be
confident to raise it directly with that person. In response,
DASH said that DSC's input was invaluable in helping

to enhance the program’s effectiveness and refine its
processes. DASH has since conducted an organisation-
wide phone system review and have designated a
specific phone number to enable them to hear feedback
and complaints.

Collaboration between complaint bodies

In January 2025 DSC connected with the new provider of
the Complaints Resolution and Referral Service (CRRS)
as we both take complaints about disability advocacy
services. We clarified our jurisdiction, functions and
agreed that referrals would continue between CRRS

and DSC.



Notices of Advice
DSC defines a Notice of Advice as:

A Notice of Advice is formal advice that we provide on
any matter regarding complaints, investigations, and
the prevention and response to abuse and neglect in
disability services. These can be provided to disability
service providers, complainants, the Minister and the
Secretary of DFFH. This year two Notices of Advice
were issued.

Notice of Advice regarding Support Planning

One Notice, as an outcome of a complaint, was issued
to a registered service provider in relation to their
attendant care services funded by the TAC. Our notice
requested that the organisation review the quality of
selected TAC funded clients’ plans. We advised that
support planning should be proactive and encompass
the needs of the whole person (personal, physical, health,
communication and cultural). We asked the service
provider to make necessary changes so that each
client’s support plan met the requirements of Social
Services Standards 1and 2.

Notice of Advice regarding a feedback system
for service users

A Notice was issued to a forensic disability service
following our review of an incident. Concerns were
identified with their feedback system and some staff
were unable to describe or demonstrate how the system
was working, therefore further action was needed on
this matter. Our Notice requested that the organisation
undertake a review of their resident feedback forms and
to look at if they had handled the forms in line with their
documented process. The service was asked to consider
Social Services Standards 4 and 5.

Social Services Regulator Guidance material can be
found at: www.vic.gov.au/social-services-regulator-
social-services-standards

The actions from both Notices are due to be completed
later in 2025.

DSC 2024-2025 Annual Report
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Annual Complaints Reporting (ACR)

from the disability sector

This part of our Annual Report covers the
complaints made directly to service providers
as recorded by them.

Which services needed to complete
an ACR this year?

Victorian funded disability advocacy organisations and
disability service providers registered with the SSR were
required to provide a complaint report to DSC this year.
The complaint information submitted to DSC through the
ACR process was for disability services funded by DFFH,
TAC or WorkSafe. These complaints are not about NDIS
funded services.

There were 110 providers included in the ACR data
collection process. A small number of these providers
hold more than one registration. We allow them to make
one report for both registrations.

What information were disability service providers
required to report?

Disability service providers were required to submit an
annual complaints report that detailed the number,
types and outcomes of complaints received, including
how they were finalised.

What were the numbers reported?

DSC received 105 complaints reports this year. All
providers met their obligation to report.

This year 34 service providers submitted 161 in-scope
complaints in total. This includes 40 complaints carried
over from the previous year. An additional 71 providers
submitted a report that indicated they did not receive
any in-scope complaints.

Sixty per cent of in-scope complaints were in relation to
DFFH funded services, 37 per cent were in relation to TAC
funded services, and three per cent were in relation to
WorkSafe funded disability services.
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Who made complaints to their service provider?
The person receiving the service (61 per cent) and
parents or guardians of the person receiving the
service (12 per cent) were the most common sources
of complaints in 2024-25.

Figure 2: Top five sources of complaints

Person receiving services

T 1%

Parent or guardian

I 12%

Other service provider/staff member
I 0%

Other family member

I 7%

Staff member from your service

B 4%

What type of services were the subject of
complaints reported?

This year, 49 per cent of in-scope complaints were about
accommodation services, making it the most common
complaint service type. Personal care accounted for

29 per cent of complaints.

What were the issues in the complaints?

Figure 3: Issues raised in complaints*

Service delivery and quality standards
N 56%
Workforce and staff related issues
. EUA
Communication from service provider
N 36%

Policies and procedures

I 20%

Relationships and compatibility

I 14%

Access to service

I 7%

*Multiple responses are possible so figures may not add up to 100%.



What outcomes were achieved from complaints Reflections from service providers

and how were they resolved? from complaints they handled

The 4As of successful complaint resolution: Within the ACR process, disability service providers
Acknowledgement, Answer, Action, Apology were were asked to reflect on their key lessons learnt from
successfully utilised by service providers to respond to complaints.

and resolve complaints made to them. The quotes below are a sample of answers from

Similar to previous years, acknowledgement of the service providers.
person’s views or issues was the most frequent complaint “Emphasising person-centred individualised
hi in 2024-2 he 4A . . !
outcome achieved in 2024-25 across the 4As outcome complaint handling, supports better outcomes

categories (74 per cent). N N A
o P and aligns with sector best practice.”
Table 4: Primary ways complaints were p L. . i i
resolved using the 4As* Staff communication - retraining, listening

. . to the client, following procedures.”
Acknowledgement of person’s view or issue

“Ensuring that clients are accurately

Disciplinary action or performance management 18% “Communication is critical.”
of staff
Communication issues addressed 17%

Change to way in which support or service was 15%

provided
Change or appointment of worker 10%
Support plan to be developed or reviewed 10%

Answers provided - information or explanation
Apology provided

*Multiple responses are possible so figures may not add up to 100%.
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Appendices

Appendix 1: Operations

Financial statement for the year ended
30 June 2025

DFFH provides financial services to DSC. The financial
operations of DSC are consolidated into those of DFFH
and are audited by the Victorian Auditor General’s Office.
A complete financial report is therefore not provided in
this Annual Report. A financial summary of expenditure
for 2024-2025 is provided below.

Expenses Amount
Salaries $616,396
Supplies and consumables $171,435
Contract stoff costs $7500
Indirect expenses $2,984
(includes depreciation and long service leave

expense gains or losses on revaluation)

Total expenses $798,315

Staffing for the year ended 30 June 2025

Four VPS staff, 1.8 full-time equivalent (FTE) as at
30 June 2025.
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Appendix 2: Compliance and Accountability

Privacy and Data Protection Act 2014

DSC is an organisation bound by the provisions of the
Privacy and Data Protection Act 2074. DSC complies
with this Act in its collection and handling of personal
information.

DSC's privacy policy is available at www.odsc.vic.gov.au
and explains how we deal with personal and health
information.

Freedom of Information Act 1982

Victoria’s Freedom of Information Act 1982 (FOI Act)
allows the public a right of access to information held
by DSC subject to certain exemptions. In 2024-2025,
DSC received one request under the FOI Act.
Applications for access to information can be made
in writing to:

Freedom of Information Officer

Disability Services Commissioner

Level 1, 2 Lonsdale Street

Naarm/Melbourne VIC 3000

Email: odsc.foi@odsc.vic.gov.au

Our website has more information about this process:
www.odsc.vic.gov.au

Charter of Human Rights and

Responsibilities Act 2006

The Charter of Human Rights and Responsibilities Act
2006 (the Charter) sets out the basic rights, freedoms
and responsibilities of all people in Victoria. It requires
all public authorities, including DSC, to act consistently
with the human rights in the Charter.

DSC complies with the legislative requirements outlined
in the Charter and uses a human rights approach when
dealing with enquiries and complaints, conducting
reviews and investigations, and delivering education
and information to the sector.

Protected Disclosure Act 2012

Disclosures of improper conduct by DSC or its officers
can be made verbally or in writing to:

Independent Broad-based Anti-corruption Commission
GPO Box 24234

Melbourne Vic 3001

Phone: 1300 735 135

Email: info@ibac.vic.gov.au

More information about Victoria’s Protected Disclosure
Act 20172 is available from the Independent Broad-based
Anti-corruption Commission website: www.ibac.vic.gov.au









