
Our internal processes
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This section details our 
achievements in developing robust 
business practices and partnerships 
to assist our department to 
communicate with and deliver 
services to our clients and 
stakeholders.

We have seven strategic objectives in  
this area:

P1 —  Lead a clear legislative and policy 
framework see pages 52–56 

P2 —  Improve funding, acquisition, allocation 
and accountability see pages 56–60

P3 —  Understand needs and plan for future 
services see pages 60–62

P4 —  Strengthen assessment and 
prioritisation for services  
see pages 62–63

P5 —  Strengthen the capability of  
non-government and community  
service providers see pages 64–66

P6 —  Leverage partnerships: community; 
government; and corporate see page 67

P7 —  Deliver a quality service system  
see pages 67–69



52 Disability Services Queensland Annual Report 2007–08

Our performance

Strategic objective P1: 

Lead a clear legislative and 
policy framework

New legislation provides safeguards 
for vulnerable Queenslanders 
As a major achievement in 2007–08, we worked 
closely with the Department of Justice and  
Attorney-General to introduce a new legislative 
framework in Queensland to safeguard the 
rights of adults with an intellectual or cognitive 
disability who exhibit challenging behaviour. 
The Disability Services and Other Legislation 
Amendment Act 2008 was enacted in May, to 
commence on 1 July 2008.

The landmark legislation is a key element of 
the government’s response to the 2006 report 
by the Honourable WJ Carter QC in relation 
to enhancing safeguards for adults with an 
intellectual or cognitive disability who exhibit 
challenging behaviours. The government’s 
response is called Investing in Positive Futures.

The new legislation amended the Disability Services 
Act 2006 and the Guardianship and Administration 
Act 2000 to regulate the use of restrictive 
practices, by making clear the requirements of 
staff who support adults with an intellectual or 
cognitive disability and challenging behaviour. 
The Honourable WJ Carter QC estimated there 
were approximately 300 Queenslanders with an 
intellectual or cognitive disability and challenging 
behaviour receiving restrictive practices.

Around 800 Queenslanders had their say about 
the new legislation including non-government 
organisations, government agencies, statutory 
bodies representing the interests of people with 
a disability, and people with a disability and 
their families and advocates. The consultation 
was undertaken across Queensland between 
October 2007 and January 2008. In April and May 
2008, targeted consultation was also undertaken 
on the transitional policies and procedures. 
Targeted statewide education workshops about 
the implementation of the new legislation’s 
transitional requirements are ongoing.

The new legislation is complemented by 
enhanced support and training for staff, 
appointment of a specialist network to deliver 
best practice training around the state and 
the establishment of Australia’s first and only 
Centre of Excellence for Behaviour Support (see 
pages 27–28). We are also actively working with 
funded disability service providers, to ensure 
clients will be supported in a manner consistent 
with the new legislation.

Protecting the rights of people with 
a disability through the Disability 
Services Act 2006
In 2007–08, we delivered our responsibilities 
under the Disability Services Act 2006. The 
Act encourages the inclusion of people with 
a disability into mainstream Queensland 
community life. It also helps to protect people 
with a disability from abuse and neglect by 
establishing processes to allow the government 
to respond rapidly to concerns for the safety of 
people with a disability who receive services 
funded or provided by our department.

In 2007–08, we allocated $3.7 million to 
support the ongoing implementation of the Act.
This investment helps to ensure services funded 
and provided by our department are safe, 
accountable and responsive to the needs of 
people with a disability. 

Our key achievements during this period included:

completing 2961 criminal history screening • 
checks for people engaged by our department 
— an increase of 8.2 per cent compared to 
last year 

completing 8935 criminal history screening • 
checks for people engaged or proposed to be 
engaged by funded non-government service 
providers. This is a decrease of 11 650 checks 
compared to last year as a result of positive 
notices having a two-year validity period

developing policy to complement the Act  • 
and to manage confidential information 
under the Act

working with other departments to coordinate • 
disability service plans, which are required 
under the Act
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The Disability Services Act 2006 provides the strongest foundation for promoting the rights of people with a disability in Queensland.

successfully leading the roll-out of training • 
to support the Act, with a comprehensive 
information kit distributed in 2008 to all 
funded non-government service providers 
and outlets across Queensland 

maintaining a complaints management • 
system that is accessible, accountable and 
provides a timely resolution to complaints 
(see page 124)

supporting recurrently funded service • 
providers to implement and maintain their 
own quality systems and undertaking quality 
management activities for our department’s 
direct services (see pages 64–65 and 67–68).

Our top priority — the safety of people 
with a disability
Our primary concern is the safety of people 
with a disability who receive our support and 
services. Our critical incident reporting policy is 
vital in terms of our duty of care to clients. This 
year, we revised our policy and procedures for 
critical incidents. The revised policy improves 

our ability to report and respond to critical 
incidents and manage risks. It will operate 
in conjunction with the policy, Preventing 
and Responding to the Abuse, Neglect and 
Exploitation of People with a Disability, and a 
range of child safety-related policies. 

Improving access to services for 
children with a disability 
Our department, in partnership with other 
agencies, is committed to continuously improving 
the way we deliver services for children with a 
disability and their families. 

In 2007–08, our department worked with 
Queensland Health and the Department of 
Education, Training and the Arts to identify 
improvements in the way universal services and 
specialist services are organised, particularly to 
children with a disability and their families aged 
from birth to eight years. The policy work, which 
is anticipated to be completed in 2008–09, is 
focused on improving services for families of 
children with a disability.
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Improving access to services for 
Aboriginal and Torres Strait Islander 
people with a disability
Our department is strongly committed to ensuring 
services and programs respond to the needs of 
Aboriginal and Torres Strait Islander people with a 
disability. In 2007–08, we developed an evidence 
paper which presents literature, data and trends 
to highlight the complex nature of Aboriginal and 
Torres Strait Islander disability issues and barriers 
to accessing services. The evidence paper also 
provides the policy context and identifies priority 
areas, which are consistent with the evidence and 
directions of the Australian and Queensland 
governments as well as portfolio policy 
frameworks. 

The paper provides information to assist our 
department to identify and reduce existing gaps 
in service delivery for Aboriginal and Torres Strait 
Islander people. We will focus on four priority 
areas:  

strengthening and improving the evidence • 
base to inform future policy and service 
directions 

enhancing access to disability services for • 
Aboriginal and Torres Strait Islander people 
with a disability

improving cultural competence of staff • 

increasing participation for Aboriginal and • 
Torres Strait Islander people in the disability 
workforce.

We will contribute to the Queensland 
reconciliation action plan. Our contribution will 
be consistent with the whole-of-government 
principles established by the Department of 
Communities, Office for Aboriginal and Torres 
Strait Islander Partnerships.

Recognising the valuable  
role of carers
To recognise the valuable role of carers, the 
Queensland Government Carer Action Plan 
2006–10 was launched in December 2006.  
The plan, which complements the Queensland 
Government’s Carer Recognition Policy, aims to 
translate policy into practical action for carers.

During 2007–08, in conjunction with 
stakeholder departments, we developed the first 
annual progress report on the implementation 
of the Queensland Government Carer Action 
Plan 2006–10. The report demonstrates 
achievements in a range of areas including 
recognising carers as partners in care, support 

We are committed to effective services to help families care 
for their children with a disability.

We are working to ensure we respond to the needs of 
Aboriginal and Torres Strait Islander people with a disability.
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for older and younger carers, work–life balance 
and information provision.

A significant achievement during 2007–08 
was developing and preparing for the roll-out 
of the Carer Business Discount Card scheme in 
Queensland, in partnership with the Department 
of Communities. The work included enhancing an 
information system, formalising internal processes 
and procedures, developing communication 
materials and seeking business sector support to 
participate in the voluntary scheme.

The Carer Business Discount Card 
is great news for carers who are the 
backbone of our communities,  
selflessly caring for family members  
and loved ones.

The card will provide eligible Queensland 
carers with retail discounts from 
participating businesses. Persons 

receiving either the Centrelink Carer Payment or 
Carer Allowance are eligible to apply for the card.

The Companion Card, expected to be introduced 
in 2008–09, is another key initiative of the 
Carer Action Plan. The Companion Card will 
improve social and recreational opportunities 
for people with a disability who have a lifelong 
need for attendant care support, enabling them 
to participate at most venues and activities. 
Participating businesses will issue the 
cardholder with a second ticket at no charge for 
their chosen companion. 

Also during 2007–08, the Home and Community 
Care (HACC) Program provided $1.8 million 
to Carers Queensland for outreach support to 
carers, including counselling, advocacy, support 
information, education and training.

The introduction of the Carer Business Discount Card from 
July 2008 demonstrates the government’s commitment to 
generating more practical support for carers. 

We recognise that carers make an enormous contribution to 
the Queensland community.
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Helping Queenslanders who rely on 
assistance dogs
As well as administering the Guide Dogs Act 
1972, our department is working to ensure 
Queenslanders who rely on assistance dogs 
can participate more easily in society. Currently, 
people who use specially trained assistance 
dogs do not have the same access rights under 
Queensland legislation that the Guide Dogs 
Act 1972 gives people with a vision or hearing 
impairment.  

In 2007–08, we developed draft legislation to 
legally recognise assistance dogs. We consulted 
with the community between August and 
September 2007 to obtain feedback on the draft 
legislation. The results of the consultation were 
used to revise the draft legislation, which is at 
an advanced stage. Once in place, this 
legislation will recognise that assistance dogs, 
like guide dogs in Queensland, are trained to the 
highest possible standard. It will also ensure 
that people who use specially trained assistance 
dogs have the same access rights to public 
places and public passenger vehicles.

Strategic objective P2: 

Improve funding, acquisition, 
allocation and accountability

Record funding for non-government 
service providers
In 2007–08, we spent $663.9 million in grant 
funding to non-government service providers. 
This comprised:

$394.1 million for disability services (an • 
increase of approximately $12 million 
compared to 2006–07)

$253.8 million for home and community care • 

$16 million for mental health services that • 
were transferred from Queensland Health.

We are committed to improving the independence of people 
with a disability.

Looking forward

In 2008–09, we will:

work with the Department of Justice and • 
Attorney-General and funded disability 
services providers to implement a 
new legislative framework that better 
supports adults with an intellectual 
or cognitive disability who exhibit 
challenging behaviour

work with the Department of • 
Communities to introduce the  
Carer Business Discount Card  
scheme in Queensland 

work with the Department of • 
Communities to introduce the 
Companion Card in Queensland 

participate in discussions and • 
developments regarding the Australian 
Government’s commitment to introduce 
a national Companion Card scheme.
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The total funding to individual  
non-government organisations on an 
annual basis, including individualised 

and block funding components, is available on 
our website.

In the past 12 months, our department’s grants 
budget to the non-government sector has 
almost doubled. This was primarily as a result 
of machinery-of-government changes, which 
transitioned two functions into our department 
— the Home and Community Care Program and 
non-government contracting of non-clinical 
mental health services. We also fund a number 
of state government agencies, including 
Queensland Health, Department of Housing and 
Department of Child Safety, to provide either 
direct services or services delivered through the  
non-government sector.

To ensure that available resources are targeted 
to meet the greatest need, our department will 
implement a needs-based approach to the 
allocation of funding (see pages 60–61).

The record level of funding for 
non-government organisations 
is the Queensland Government’s 
acknowledgment of the vital  
services provided by funded  
service providers.

Accountable funded organisations
The Disability Services Act 2006 requires all 
non-government service providers interested 
in receiving recurrent funding from our 
department, to undertake service approval. The 
approval seeks to ensure that non-government 
organisations have the capacity to provide 
accountable, sustainable and viable services to 
people with disability. 

We have been working closely with  
non-government service providers to transition 
from general service agreements to funding 
agreements that adhere to the Act’s 
requirements. 

As at 1 July 2007, 248 non-government service 
providers were under an existing general service 
agreement. Of these service providers, 203 (or 
82 per cent) transitioned to a funding agreement 
during 2007–08. Of the 45 service providers 
remaining, 5 do not receive recurrent funding 
(which excludes the requirement for a funding 
agreement to be in place) and we anticipate that 
40 will transition into a funding agreement in 
2008–09.

In 2007–08, we processed 99 requests from 
organisations for service approval — 63 were 
approved, 4 were withdrawn and 32 were in 
progress.

We also improved the capability of funded 
non-government service providers to meet the 
reporting requirements of the General Service 
Agreement of the Commonwealth–State/ 
Territory Disability Agreement (CSTDA) National 
Minimum Data Set (NMDS) by: 

developing self-sufficiency in the • 
administration and collection of CSTDA 
NMDS data by providing specialist statewide 
training to service providers

Our department works closely with non-government  
service providers.
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providing additional support to service • 
providers at risk of non-compliance with 
CSTDA NMDS requirements

building the capacity of our regional staff to • 
support service providers in meeting their 
CSTDA NMDS reporting obligations

providing advice and support to funded • 
agencies to improve data quality and 
timeliness of reporting.

As a result, for the last 2 years, 100 per cent of 
all funded service providers have successfully 
met their quarterly reporting requirements. 

Working with the non-government 
sector
This is a time of rapid growth and change  
in the disability and community service  
sectors. Services must demonstrate high  

levels of accountability, flexibility, quality  
and responsiveness in service delivery.  
In 2007–08, as part of the Funding Policy 
Project, we worked with the Department of 
Communities and with key non-government 
stakeholders to consider service costs and 
funding issues. 

By investigating the cost of providing community 
and disability services by non-government 
organisations in Queensland, our work will 
inform considerations and strategies to better 
sustain non-government service provision in  
the future.

In 2007–08, $0.35 million was provided to  
the Social Policy Research Centre in the 
University of New South Wales to research the 
cost of service delivery in Queensland. The 
centre collected information from a sample of  
28 non-government organisations providing 
more than 100 different services. 

The research identified all aspects of direct  
and indirect service costs including 
administrative and organisational costs.  
The research also identified key factors for  
cost variations between services across 
Queensland. Funding of $0.56 million 
is allocated for the completion of policy 
development in 2008–09.

Working with the Australian 
Government to make a difference
Increased funding for disability services
The Commonwealth–State/Territory Disability 
Agreement (CSTDA) provides the national 
framework for the delivery, funding and 
development of specialist disability services. 
Under the agreement:

states and territories are responsible for • 
administering services in accommodation 
support, community support, community 
access and respite services. In Queensland, 
this is administered by our department

the Australian Government is responsible for • 
employment services

both levels of government administer • 
advocacy, research and development, 
information and print disability services.

We recognise the importance of sustainable funding 
arrangements with non-government organisations.
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The current CSTDA is the third of its kind and 
was extended to 31 December 2008 following 
its expiry on 30 June 2007. The extension of 
this CSTDA allows for negotiations on the new 
national agreement on disability services, which 
is anticipated to be finalised in 2008–09.

Consistent with our commitment to deliver 
a better deal for people with a disability, 
the Queensland Government has more 
than doubled its funding since the third 
Commonwealth–State/Territory Disability 
Agreement was signed in 2002–03.

In 2007–08, the Queensland Government 
provided funding of $560.9 million to specialist 
disability services — an increase of 132 per cent 
from the $242.1 million provided in 2002–03.  
Our department’s total expenditure on disability 
services, including $133.1 million provided by 
the Australian Government, was a record 
$694 million.

Increased funding for home and  
community care
The Home and Community Care (HACC) Program is 
a joint Australian, state and territory government 
initiative, which operates under the Home and 
Community Care Act 1985 and the Home and 
Community Care Review Agreement 2007. The 
Queensland HACC Program receives 64.64 per 
cent of funding from the Australian Government 
and 35.36 per cent from the Queensland 
Government. 

The total funding for the Queensland  
HACC Program has increased from  
$147.9 million in 1999–2000 to $345.1 million 
in 2007–08, of which the state contributed 
$122 million. This demonstrates the strong 
commitment by the government towards frail 
and aged people and younger people with a 
disability and their carers.

In 2007–08, the total annual budget for HACC 
was increased by 11.5 per cent to support 
additional direct services to clients, program 
development and project support. 

A new national agreement will focus on better outcomes for people with a disability, their families and carers across Australia. 
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Approximately 98 per cent of available recurrent 
funding for HACC was committed to service 
providers to deliver home and community care 
throughout Queensland. This demonstrates our 
commitment to ensuring the HACC budget is fully 
utilised to benefit Queenslanders.

Through the Council of Australian Governments’ 
reform of special purpose payments, our 
department is contributing to a national reform 
agenda that is considering how best to deliver 
home and community care services in the future.

Strategic objective P3: 

Understand needs and plan for 
future services

Planning based on need  
We are dedicated to better understanding the 
needs of our clients so we can deliver and 
invest in responsive services to Queenslanders. 
During 2007–08, we began developing and 
testing a needs-based planning framework, 
in consultation with internal and regional 
stakeholders. The framework will help us build 
evidence on need, demand and system capacity 
so we can better:

identify geographic ‘hotspots’ and target • 
population sub-groups with specialist 
disability needs

describe the magnitude, scope and urgency • 
of an emerging disability issue or needs of a 
particular group.

Looking forward

In 2008–09, we will:

finalise the development of the funding • 
policy 

finalise negotiations on the new national • 
agreement on disability services.

The Home and Community Care Program aims to enhance the quality of life of clients living in the community.
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This framework will provide a basis for the 
rigorous and systematic assessment of options 
for investing in specialist disability services. It 
contributes to the Queensland Government’s 
Framework for Investment in Human Services 
and complements our research program. 

To develop statistical profiles of our regions, we 
use our online data inquiry tool, DSTATS. Our 
tool uses the Australian Bureau of Statistics’ 
census and survey collections and our service 
user data.

Responding to early childhood needs 
Early intervention can produce significant 
improvements in children’s health and social 
and cognitive development. It can help to 
minimise some of the social and physical 
barriers faced by people with a disability and 
their families. During 2007–08, we responded 
to the needs of children with a disability through 
various initiatives such as:

family-centred therapy and supports to • 
children up to six years of age who have, 
or are at risk of having, a significant 
development delay (see pages 32–33)

in-home supports to children with a disability • 
and their families, aimed at strengthening the 
family’s ability to continue to care for their 
child at home (see page 30)

behaviour support services to children with • 
a disability with challenging behaviours and 
who are in the care of the Department of 
Child Safety (see page 34)

programs for children under six years of age • 
who have autism (see page 33)

early childhood support services to children • 
under eight years of age who have physical 
disabilities and high support needs  
(see page 33)

respite services designed to give parents a • 
short break from caring for their child with a 
disability (see page 37–38).

We are progressing a needs-based planning framework to support planning and resource allocation.
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It is vital that families gain information and 
access to appropriate services in a timely way. 
We are working together to improve services to 
meet the needs of children with disabilities, 
from birth to eight years, and their families  
(see page 53).    

Strategic objective P4: 

Strengthen assessment and 
prioritisation for services

Streamlining application for services
In 2007–08, we introduced Growing 
Stronger, a $52 million initiative to reform 
access to specialist disability services in 

Queensland. Growing Stronger will ensure 
funding is used as effectively as possible, to 
maximise benefits for Queenslanders with a 
disability. Over the last 12 months we have 
undertaken the detailed planning required to 
deliver such an important reform program. 

The primary focus of Growing Stronger is to 
implement recommendations from the Have 
Your Say: On improving Disability Services in 
Queensland consultations. This remained the 
focus for 2007–08. In addition, representatives 
from Growing Stronger attended the Ministerial 
Regional Community Forum held in Ingham on  
3 December 2007.

Looking forward

In 2008–09, we will:

begin rolling out the needs-based • 
planning framework across 
departmental regions to improve future 
policy options and service system 
planning

continue developing and implementing • 
responses to early childhood services 
including early intervention

undertake a review of our • 
accommodation support arrangements 
to identify and plan for the changing 
needs of clients as a result of their 
ageing, health and mobility.

We are committed to developing and implementing responses to early childhood.



63

O
ur stakeh

old
ers 

O
ur internal processes 

O
ur w

orkforce cap
ab

ility and
 organisational d

evelop
m

ent 
O

ur resource m
anagem

ent

People with a disability can now apply 
for support with greater ease through 
a single application form, which we 
introduced in December 2007.

The single application form represents a major 
achievement in improving the application 
process for disability services. Previously, 
individuals applying for support had to navigate 
through different programs and eligibility 
requirements, sometimes resulting in more than 
45 pages of questions. The new application 
form means clients use a single form to apply 
for support from our department. It gives us a 
better understanding of individual needs and 
eligibility. It also strengthens our ability to 
assess and prioritise services to best meet the 
needs of as many people as possible.

We have also strengthened our assessment and 
prioritisation for services to younger people in 
residential aged care. In 2006–07, we provided 
$0.85 million to the Brain Injury Association of 
Queensland (BIAQ) to assess and provide advice 
on suitable options for 200 people as part of the 
program over a two-year period. During 2007–08, 

BIAQ continued assessment and options planning 
for people who were identified as being at critical 
risk of entering aged care. The number of people 
assisted and the types of assistance provided is 
detailed on page 24.

Looking forward

In 2008–09, we will continue to implement 
Growing Stronger initiatives including:

improving service management by • 
introducing a simple-to-understand 
catalogue of the services that are 
provided or funded by our department

providing more accessible information • 
for clients by introducing new online 
services

identifying the right person-centred • 
needs assessment methodology that 
will help to achieve the best outcome 
for the greatest number of people.

A simpler and fairer approach to applying  
for services
People with a disability are already experiencing the benefits 
from a simpler and fairer approach to applying for assistance, 
with the introduction of a single application form for support. 
The new single Application for Support form will make it easier 
for Queenslanders with a disability to apply for support from our 
department. 

Parent to Parent Association Executive Director Julie Simpson was 
one of the many disability sector representatives consulted over 
the development of the new single form. She believes the form 
will encourage more people with a disability to apply for support.

“Anything which makes it easier and simpler for families to 
tell their story, without having to repeat their stories, is a good 
thing,” Julie said.  “It was great to be involved in the consultation 
process, and to be able to contribute to making the form even 
more relevant and responsive for people with a disability 
applying for support.”

Families will benefit from the 
new single Application for 
Support form.
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Strategic objective P5: 

Strengthen the capability of 
non-government and community 
service providers

Strengthening non-government 
organisations through practical support
Through a recurrent budget of $5 million in 
2007–08, our portfolio’s Strengthening  
Non-Government Organisations Strategy helped 
address a number of the disability sector’s 
workforce challenges. This year, through our 
memorandum of understanding with the 
Department of Education, Training and the Arts, 
we developed a plan for the disability sector in 
response to the changing skills base required in 
the industry. We also updated the Recruitment, 
Development and Retention Toolkit, a human 
resource tool for non-government service 
providers. The toolkit will be available to  
non-government service providers in late 2008. 

With a recurrent budget of $2 million in 2007–08, 
we strengthened the planning skills of funded 
non-government service providers and encouraged 
them to demonstrate a needs-driven approach to 
service planning and delivery. We achieved this 
through a range of initiatives including:

allocating $0.6 million in funding to  • 
the Interpreting and Translating  
Assistance Strategy, which aims to assist 
non-government service providers to meet 
the cultural and linguistically diverse needs 
of people with a disability

providing $0.65 million to fund National • 
Disability Services Queensland to provide 
project-based support where required for 
service providers across the state

engaging Queensland communities to plan • 
for the current and future needs of people 
with a disability in their area through the 
Local Communities Planning Initiative. 

These sector-wide initiatives will significantly 
boost the ability of organisations to provide high 
quality disability services.

Quality standards for non-government 
service providers

The Disability Services Act 2006 
recognises the importance of disability 
service standards and a process for 

certification. The Act provides a legislative basis 
for the Disability Sector Quality System, 
introduced in 2004, which provides a framework 
to ensure that Queensland’s disability sector is 
better equipped to deliver quality services that 
are responsive to the needs of people with a 
disability, their families and carers. 

This year marked the end of the Disability Sector 
Quality System’s four-year implementation 
period. The quality system has encouraged 
service providers to innovatively work towards 
providing better outcomes for people with a 
disability, their families and carers.

A total of 234 service providers across 
Queensland recurrently funded or delivered by our 
department were required to implement their own 
quality management system by 30 June 2008, and 
achieve and maintain certification to ensure they 
are continually improving their services.

Service providers can be certified against the 
Queensland Disability Service Standards, 
Queensland Disability Advocacy Standards or 
the International Standard ISO 9001:2000, 
depending on the type of service they deliver. 
After this initial cycle, service providers undergo 
annual maintenance audits and a recertification 
audit every three years to ensure they are 
continuously improving the services they deliver.
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At 30 June 2008, 99.1 per cent of services 
recurrently funded by our department were 
externally assessed and 94.5 per cent achieved 
certification under the Disability Sector Quality 
System. 

The high level of participation is a 
testament to the sector’s commitment  
to deliver quality services to people with 
a disability.

Our department’s services also achieved 
certification under the Disability Sector Quality 
System (see pages 67–68).

Service providers have reported a range of 
benefits as a result of implementing their quality 
management system.

These benefits include:

a better understanding of their service delivery• 

actively working with service users and • 
creating positive environments that allow 
them to participate in the service

increased attention to staff learning and • 
development needs.

To support recurrently funded service providers 
to deliver quality services during 2007–08, we:  

provided $2.1 million to an estimated • 
250 services to undertake quality-related 
implementation activities 

provided $2 million to service providers  • 
to assist in meeting the costs of their 
certification and maintenance audits   

continued to provide service providers  • 
with tailored, one-on-one support in 
partnership with National Disability Services 
Queensland.

Looking forward

In 2008–09, we will:

continue our Strengthening  • 
Non-Government Organisations 
Strategy to improve the infrastructure 
and governance of non-government 
organisations in the disability and 
communities services sector

continue working with service providers • 
that have not yet achieved certification 
under the quality system 

provide ongoing financial support, • 
resources and workshops to support 
service providers to maintain and 
continuously improve their services 
under the quality system

continue a working partnership with • 
National Disability Services Queensland 
to provide tailored, practical support 
to individual service providers as they 
develop, implement and maintain their 
quality management systems

develop resources to allow service • 
providers to better engage service 
users, their families and carers in the 
quality system, including tailored 
resources for Indigenous communities

support service users, their families and • 
carers to better engage in the quality 
system.
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Managing Director of Rural Lifestyle Options Association 
Suzanne Strong created a learning and development tree to 
help staff identify performance or development issues. The 
tree is now part of their performance appraisal process and 
has empowered staff to reflect on their work and aspire to 
provide better services.

Manager at Springfield Day and Community Access Service 
Pedro Guillen-Cordon developed a drama program to help his 
clients better understand the standards. The role play is used 
in conjunction with our department’s service user resources, 
such as the Standards: Illustrated Booklet and the Interactive 
Toolkit. 

Under the Disability Sector Quality System, service users 
have a greater role in shaping disability services. Joan 
Leonard and Terry Donaldson are two of Cerebral Palsy 
League of Queensland’s longest serving clients and 
members of the service’s client consultative committee. 
They believe the organisation now welcomes client feedback 
more than ever before. 

Clients and staff of Springfield Day and Community Access Service

The Rural Lifestyle Options learning and development tree

Queensland’s disability sector benefiting from implementing the 
Disability Sector Quality System

Joan Leonard and Terry Donaldson — Cerebral Palsy League 
of Queensland’s clients and members of the League’s client 
consultative committee
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Strategic objective P6: 

Leverage partnerships with the 
community, government and 
corporate organisations

The Australian Government plays a significant 
role in the delivery of services for Queensland. 
The Community and Disability Services Ministers 
Conference and the Ministerial Conference 
on Ageing, and their working groups and 
advisory bodies, provide platforms to discuss 
strategic disability and ageing issues with the 
Australian Government. The forums also provide 
an opportunity to strengthen collaboration 
across different levels of government. Pages 
58–60 detail how we work with the Australian 
Government.

We also work in partnership with other 
Queensland Government agencies (see pages 
44–45) to ensure effective service delivery for 
our shared clients. 

Pages 116–119 outline the range of advisory 
bodies we work with, which comprise 
representatives from community and corporate 
sectors. During 2007–08, we worked in 
partnership to deliver a range of initiatives 
including:

planning to build all-abilities playgrounds • 
across the state (see pages 34–35)

strengthening the ability of local communities • 
and organisations to include people with 
a disability into everyday life by providing 
grants as part of the Building Supportive 
Communities Grants initiative (see page 49)

raising public awareness of disability issues • 
and promoting inclusive communities by 
delivering Disability Action Week  
(see page 48)

planning and preparing for the introduction  • 
of the Carer Business Discount Card and the 
Companion Card in Queensland  
(see pages 54–55).

Strategic objective P7:  

Deliver a quality service system 

Our department achieves certification 
for quality services

The Disability Sector Quality System 
provides a framework for enhancing the 
service delivery and achieving better 

outcomes for people with a disability, their 
families and carers (see page 64 for further 
information). Between July and September 2007, 
our two direct service delivery arms — 
Accommodation Support and Respite Services, 
and Community Support and Specialist Services 
— underwent an external assessment audit in 
line with our strategic objective and as required 
under the Disability Sector Quality System.

The Institute for Healthy Communities Australia 
Certification Pty Ltd conducted the external 
certification. The organisation selected a 
representative sample of service users, their 
families and carers who expressed confidence in 
our services to:

ensure privacy and promote dignity• 

protect people from abuse and neglect• 

address any concerns in a fair and open • 
manner.  

Both our service delivery arms gained 
certification in all the regions in which they 
operate.

Looking forward

In 2008–09, we will continue working in 
partnership with community and corporate 
sectors through our disability advisory 
councils, advisory groups, reference groups 
and partnership forums.



68 Disability Services Queensland Annual Report 2007–08

Our performance

Quality certification will last for three years and, 
during that period, our direct services will 
undergo an annual external maintenance audit. 
The maintenance audit will ensure our direct 
services continue to meet the Queensland 
Disability Service Standards and are engaged in 
a cycle of continuous improvement. 

As part of achieving certification for our own 
two direct services, we implemented a range of 
strategies to allow service users, their families 
and carers to engage with us about all aspects 
of service delivery. Our engagement strategies 
included receiving feedback on the individual 
service planning framework, organising 
focus groups and coordinating the Service 

User Assessment Survey. Outcomes from 
the strategies are influencing the continuous 
improvement of our direct services.

Our accommodation support and 
respite services improved
In 2007–08, we continued to implement the 
recommendations of the external review of 
Accommodation Support and Respite Services 
(AS&RS) commissioned by the Minister for 
Disability Services in 2005. We have addressed 
the recommendations by implementing an 
integrated program of improvement comprised 
of 40 projects underpinned by the Disability 
Sector Quality System. 

Increased staff opportunities and projects completed ahead of schedule are two of our achievements toward improving our 
Accommodation Support and Respite Services.
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We have shown significant  
progress this year. By 30 June 2008, 
two-and-a-half years into the  
four-and-a-half year implementation 
program, we had fully implemented  
35 of the review’s 42 recommendations.

We implemented the recommendations by 
completing 33 of the 40 projects within the  
program of improvement. A total of $11.4 million 
was spent to continue implementation of the 
review’s recommendations and to meet the 
out-year costs from the 2005–06 and 2006–07 
implementation. 

The program is delivering: 

improvements in the quality and capability  • 
of our workforce

rigorous and effective performance • 
management

new practice initiatives• 

strengthened internal and external scrutiny • 
mechanisms and client safeguards 

improved business systems, reporting • 
capabilities and governance practices.

The program ensures benefits from all projects, 
including completed projects, are part of our 
services’ ongoing planning and operations. 

The Queensland Government expects the full 
implementation of the 42 recommendations will 
result in:

enhanced quality of life and wellbeing • 
for people with an intellectual disability 
accessing services

improved quality of services by ensuring • 
that AS&RS complies with the Queensland 
Disability Service Standards and achieves 
certification under the Disability Sector 
Quality System.

Our key achievements in 2007–08 included:

implementing a performance management • 
framework for our service delivery staff

establishing a five-year workforce plan • 
to better position AS&RS to meet future 
workforce challenges  

improving business capability to support • 
front-line service delivery

improving operational reporting and • 
evidence-based decision making

better aligning policy and operations • 
between our department and the Department 
of Housing in service user tenancy matters

establishing a new model for after-hours and • 
on-call support

commencing a new practice framework, • 
Active Support, which aims to increase 
levels of client participation in the everyday 
activities of their household and local 
community 

using Local Service User Advisory Groups, • 
established in 2007, to enable families 
and service users to contribute to service 
processes.

Looking forward

In 2008–09, we will:

continue to meet requirements of the • 
Disability Sector Quality System through 
continuous improvement and annual 
external maintenance audits

complete six projects that will  • 
implement a further two 
recommendations from the 2005 
independent review of our AS&RS 

develop a new strategy for supporting • 
home and community care service 
delivery for Aboriginal and Torres Strait 
Islander people in remote communities. 




