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The KCPA 
Committee 
would like 
to wish all 
members 
and 
readers of 

the Newsletter a safe and 
happy Christmas/New Year 
season.  

We look forward to your 
continued support in 2008. 

A special greeting to all 
residents and staff in KRS 
facilities. 

Choice in accommodation: 

The needs of ageing carers 

On 10 September 2007, the 
Department of Families, Community 
Services and Indigenous Affairs 
(FaCSIA) started public 
consultations to assist in the 
development and design of the 
Disability Supported 
Accommodation Program to 
support 1,750 people with severe or 
profound disability aged 40 years or 
over, who are currently cared for by 
a parent who is 65 years or over. 

KCPA members may recall that the 
FaCSIA discussion paper released at 
this time gave many people great hope 
as it stated the Department’s willingness 
to consider all models of 
accommodation, ranging from the CRU 
through to clusters and villages. 

Representatives from KCPA attended 
two different consultation meetings, and 
the committee prepared a submission 
which firstly stated the Association’s 
strong support for FaCSIA’s commitment 
to the provision of this full range of 
accommodation options. KCPA then 

provided a range of comments based on 
our members’ experiences here in 
Victoria. 

In brief, these comments focussed on 
concerns about the operation of two 
different accommodation services – 
existing state-based services and the 
proposed FaCSIA-funded services. 
Potential problems range from cost 
inefficiencies arising from duplication of 
bureaucracy, conflicts and confusion in 
eligibility criteria, policy, guidelines, 
assessment and complaints systems 
affecting service providers and users, 
and the risk of people falling between the 
gaps of two systems. 

To minimise these difficulties, the 
Association advocated for consistent and 
transparent National eligibility criteria, 
quality assurance criteria and staff 
qualifications, common needs 
assessment system, registration system 
and waiting list, and provision for funding 
to be channelled through state systems 
to minimise duplication, and utilise 
systems already in place. KCPA made a 
particular point of the need to involve all 
relevant parties in assessment and 
determination of needs, including family 
members/advocates, particularly for 
people with a cognitive or 
communication impairment. 

KCPA also advocated for true choice 
in housing which must be ongoing and 
affordable, meet the needs of the 
individual residents, and be accessible to 
affordable quality health services. The 
service must be of a high quality, which 
is sustained by an efficient and 
transparent quality assurance 
framework. Compatibility of fellow 
residents and staff is essential, and 
priority alone must not be the prime 
determinant in allocating accommodation 
places. Housing must be located where 
there is existing need, and residents 

must be able to live close to family 
members, within their existing 
community and close to their day 
program services.  

In conclusion, the Association 
highlighted the importance of the role 
played by active support staff in ensuring 
the quality of the accommodation service 
provided, and advocated that funding 
needs to be allocated to provide high 
quality courses to offer the necessary 
qualifications and training, and measures 
need to be taken to address the great 
shortage of skilled and trained support 
staff. 

On 19 November 2007, FaCSIA 
issued a summary of the feedback 
received during the consultations which 
highlight the following views of people 
with disabilities, carers, service providers 
and others. KCPA was pleased to see 
that so many of our recommendations 
were shared by other individuals or 
groups, including: 

�  A one-size fits all model is not 
suitable for all people. Accommodation 
services must be flexible to meet the 
needs of the individual, accessible in 
design, close to social networks, 
accessible by family and friends, offer 
security of tenure, flexible in design to 
respond to the individual’s changing 
needs and must create a home where 
the individual can have as much 
independence as possible.  

�  There is risk that the Disability 
Supported Accommodation Program 
may duplicate the services, 
administration and reporting provided or 
funded by the states and territories under 
the CSTDA (Commonwealth State 
Territory Disability Agreement). To avoid 
this, there must be uniformity of quality 
assurance and service standards, 
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Diary Dates 
In the November newsletter, we ran the first few 

general meeting dates for 2008 without realising that 
the March meeting would have fallen on Easter 
Sunday. 

We know how much everyone enjoys getting together 
for Sunday meetings (!?!) . . . but the committee felt that 
you would probably prefer to spend the day with your 
families. So the March general meeting date is now the 
FIFTH SUNDAY of the month – Sunday, 30 March 2008 

General meeting dates   [all Sundays, all 2pm 
start -  unless otherwise notified]: 

2007  2008 

No December meeting | No January meeting 
 | 24 February 
 | 30 March (note change) 
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Hi, my name is Annette and I 

have a child who is nine years 
old, with autism. Although she is 
only nine her future 
accommodation needs and 
caring needs are of a great 
concern to me.  

Along with the other mums I 
know in my support group 
(Hobson’s Bay Parents of 
Children with Special Needs 
Group) I am concerned about the 
future accommodation needs of 
our kids (most of these kids are 
autistic). 

I just want to let you know that 
we support you. Supported 
accommodation is needed all 
over Victoria and certainly in 
each municipality. We can only 

hope that one day this will come 
to fruition. 

Kind regards 
Annette 

______________ 

Sincere thanks to THE 
MARIAN & E.H. FLACK TRUST 
which kindly donated $4,500 and 
THE DANKS TRUST which 
donated $10,000 for 
improvements at the Tootgarook 
Holiday House.  

The funds received from The 
Marian & E.H. Flack Trust have 
already been spent on new 
whitegoods. The items 
purchased and installed include a 
microwave oven, dishwasher, 
fridge/freezer, iron, toaster and 
urn. $1,000 was put towards new 

fencing.  
The funds received from The 

Danks Trust will go towards a 
new outdoor table setting, flat 
screen television, new hot water 
service and safety glass, where 
not already installed, throughout 
the home. 

The generous support of both 
these trusts helps to make a 
holiday at Tootgarook even more 
enjoyable for our intellectual 
disabled guests and their support 
staff. Importantly, these funds 
also enable the Association to 
continue operating this special 
house. 

THANK YOU, THANK YOU. 
Christine Hodge, Manager, 

Tootgarook Holiday House 

step towards forcing the DHS to recognise it as a 
principal voice in the redevelopment process.  

The Association recently sent a letter and questionnaire to 
all parents, in which they asked each individual¹s 
preferences for their relative and sought their individual 
authorisation for the Association to advocate on their 
behalf.  

In a remarkable display of support, the Association 
received authorisation from family members of over 
50% of Colanda residents (many of the remaining 
residents do not have involved family members). 

Hopefully this strategic move will prevent any efforts by 
government to stifle the Association through a similar 
campaign waged against KCPA, attempting to label the 
views of the group as not being representative of the 
majority of its membership. 

Following the meeting, Louise and I prepared a list of the 
various commitments and guarantees offered by the 
Victorian government/DHS over the course of the KRS 
redevelopment.  

We sent this document to the Colanda Parents with the 
suggestion that it might form the absolute base 
minimum guarantees they should be seeking for their 
loved ones as part of the Colanda Redevelopment. The 
document makes interesting reading, and will be 
included in one of our 2008 newsletters as a way to 
ensure that the promises made by government are not 
forgotten. 

In the meantime, we will continue to communicate with the 
Colanda Parents¹ Association and offer our ongoing 
support and friendship throughout the process of the 
redevelopment. 

Leo Waterfall 

From the President: 

L ouise and I made the journey down to the outskirts 
of Geelong to attend the November general 
meeting of the Colanda Parents¹ Association.  

We were pleased to have received the invitation to 
attend this meeting and enjoyed meeting the parents 
and relatives of some of the long-term residents at 
Colanda. 

The redevelopment of Colanda is in its early days and, in 
typical form, the DHS has so far managed to keep 
parents and family members almost completely in the 
dark about what the government has planned for the 
132 residents.  

To date, most real communication with parents has being 
undertaken by a consultancy firm - Plexus - hired by 
DHS to undertake the planning and consultation 
process. It sounds as if even this communication has 
been fairly sporadic and sparse up to date. 

In the face of what appears to be a process primarily 
designed to keep families at a manageable distance, 
the Colanda Parents¹ Association has taken a strong 

The Future of  

Colanda  

Residential  

Services 



- Disability Act 2006 - 

More information about complaints 

Under the Disability Act 2006, Victoria has its first 
Disability Services Commissioner (see KCPA August 
2007 Newsletter). Any complaint about a disability 
service can be directed towards the Commissioner. 

However, under the Act all service providers are also 
required to have their own internal complaints mechanism, and 
– depending on the issue – it may be sensible for family 
members to lodge a complaint through this process before 
going to the Disability Services Commissioner.  

The following applies about a service provided by the DHS 
or a DHS staff member.  

You can complain if you believe they have: 
�  failed to provide satisfactory care to your relative, 
�  failed to provide enough information to you or your 

relative or denied your relative the right to choose, 
�  denied your relative’s respect, dignity or privacy, 
�  been negligent or unprofessional, or 
�  caused you concern for any other reason. 
Depending on your concern, you can choose to make a 

formal complaint through the DHS regional complaints 
mechanism, or you can voice the concern with your House 
Supervisor if it relates to the accommodation service.  

Your complaint must be responded to in a prompt, 
professional and appropriate manner irrespective of through 
which avenue your complaint is made. 

If you choose to voice a complaint with your House 
Supervisor, the staff member must communicate the complaint 
to their line manager who should make a record of it and take 
any necessary action. The House Supervisor must immediately 
start a written record detailing the nature of the complaint, the 
date and action proposed in response to the complaint. A 
Complaint Record form must be completed, and the House 
Supervisor must send it to the Disability Accommodation 
Services Manager in your region.  

If you choose to make a complaint through the DHS 
regional complaints mechanism (see regional contact details 
below), you simply contact the Complaints Department in your 
DHS region via writing or telephone as quickly as possible. Try 
to provide the main facts including date and time, witnesses, 
relevant documents, how the matter has affected your relative 
and what you want the department to do to resolve the 
problem. 

If you need help in lodging the complaint, you can talk to 
your House Supervisor, the Cluster Manager, the region’s 
Disability Accommodation Support Manager, or the complaints 
network in your region. 

You should then receive an acknowledgement of your 
complaint within three to seven working days (depending on 
the DHS region) of the date you lodged your complaint. This 
acknowledgement should tell you who is dealing with the 
complaint. A full reply should then be received within 14 or 21 
days (depending on the DHS region) advising you of the 
outcome or of any delays. 

Your complaint will be investigated by a Manager who has 
not been directly involved in the issue you are concerned 
about. During this process, you can expect to be informed of 
the progress of the complaint and treated with respect. 

The DHS has a brochure available which outlines the 
process for making a complaint about any aspect of your 
relative’s accommodation and support services, and as a 
family member, friend or advocate you are able to submit a 
complaint by phone or in writing at any time. This brochure 

is available from the DHS – telephone your regional office 
(see below).  

Alternatively, you can call the KCPA office on 9854 1388 
and request a copy of the brochure. We are also available to 
provide assistance in your process of working through the 
complaints process. 

NOTE: Written information about the DHS complaints 
procedure as well as information about external avenues for 
complaint resolution must be readily available to you at the 
resident’s house. Just ask for it. If the information is not 
provided, call the regional office and complain.  

Similarly, under the Disability Act, all non-DHS service 
providers operating day programs must also have information 
about its internal complaints mechanism available to you.  

____________ 

 - DHS REGIONAL COMPLAINTS - 
CONTACT DETAILS 

Southern Metropolitan Region: 
Community Liaison Adviser:  
Level 1/122 Thomas St, Dandenong 3175 
Tel: (03) 9213 2674     Fax: (03) 9213 2400 
southern.community-liaison@dhs.vic.gov.au   

North and West Metropolitan Region: 
Manager, Quality Assurance Unit: 
PO BOX 1332 
COLLINGWOOD    VIC     3066 
1300 728 705     Fax: (03) 9412 2735: 
northandwest.complaints@dhs.vic.gov.au  

Eastern Metropolitan Region: 
Manager, Quality Assurance: 
Locked Bag 2015 
BOX HILL      VIC      3128 
Tel: (03) 9843 600     Fax: (03) 9843 6701: 
Eastern.Community-Liaison@dhs.vic.gov.au  

Barwon-South Western Region 
Manager, Quality Assurance Unit: 
PO Box 760 
GEELONG     VIC    3220 
Tel: (03) 5226 4540     Fax: (03) 5226 4589 
quality. improvement@dhs.vic.gov.au  

Grampians Region: 
Manager, Quality Assurance Unit 
PO BOX 712 
BALLARAT      VIC      3353 
Tel: (03) 5333 6669     Fax: (03) 5333 6726 

Gippsland Region: 
Manager, Quality Assurance Unit 
64 Church Street 
TRARALGON      VIC       3844 
Tel: (03) 5177 2500     Fax: (03) 5177 2600 

Loddon Mallee Region: 
Manager, Quality Assurance Unit 
Tel: (03) 5434 5824     Fax: (03) 5434 5890 

____________________ 



Kew Cottages Parents’ Association Inc  A13298T              ABN 37 612 006 075 

� � � �

� � � �

 Postage 
Paid 

Australia 

If undeliverable return to - 
 

KCPA Inc 
Locked Bag 15 
KEW      VIC       3101 

 

Kew Cottages Parents’ Association Inc 
PrintPost Approved: PP 318852/00026 

SURFACE 
MAIL 

�� ��
  9

 8
 5

 4
  1

 3
 8

 8
 KCPA OFFICE AND CONTACT DETAILS: 

New office hours: Tue & Thu, 10am -3pm, in the (former) Brady Kiosk building.   
[NOTE: Office hours may change during school holidays.]  All correspondence to  -   
KCPA Inc Locked Bag 15 KEW  VIC  3101       E-MAIL: kewcott@alphalink.com.au  

KCPA Membership, Enquiries, Advice & Support:  

Louise Godwin         Tel: 9854 1388         Mobile: 0422 093832 
__________ 

COMMITTEE  EXECUTIVES: 
 President:   Leo Waterfall 9570 3195 Secretary:  Clare Chiminello 9457 3108 
 kwaterfall@vtown.com.au clare@iinet.net.au 

 Vice-Pres.: Ian Whalley  Treasurer:  Michelle Memery 9438 2127 
 panglossian@bigpond.com m.memery@hotmail.com 

__________ 

VISIT OUR WEBSITE http://kewcottages.alphalink.com.au   [ NOTE: Does not need www. ]  

FREE INTERNET ACCESS [and assistance] IS AVAILABLE AT MOST MUNICIPAL LIBRARIES 

Choice of accommodation  
for ageing carers 
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services must be consistent, accountable and transparent, 
processes must be streamlined and cost effective, funding 
bodies and service providers must collaborate, ongoing case 
management must be available, and potential cost shifting 
between state- and FaCSIA-based services must be avoided. 

�  Individuals must have choice in where they live and who 
they live with and what sort of activities they participate in. 
They must be supported to make choices, have their rights 
understood, and have access to advocates to support them.  

�  The importance of family must be considered, 
encompassing such issues as ensuring that individuals can 
live close to family and social networks, that families can be 

supported during changes and period of transition, and that 
families can be offered peace of mind and reassurance about 
the quality of care. 

�  Staffing issues need to be addressed, including 
availability and retention of qualified staff, shortages of 
qualified staff, inconsistent qualifications required by different 
states and the need to increase staff remuneration. 

�  Funding needs to be flexible and individualised, and 
funding for housing and support need to be separated. 
Increased capital funding is needed. 

More information about the development of FaCSIA’s 
Disability Supported Accommodation Program will be provided 
in the newsletter as it becomes available. 

____________ 


