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Introduction
Gateways Support Services applauds the leadership being shown by the Victorian Family and Community
Development Committee in relation to the important human rights issue of abuse in disability services.
Gateways understands that this is a critical moment in shaping the regulation and monitoring of disability
services in Australia. Given that NDIS data indicates that 60% of NDIS consumers have a cognitive
impairment, Gateways believe that safeguarding the rights and wellbeing of people with cognitive
impairments and other vulnerable people with disabilities, is a critical element of an NDIS that is ‘fit for
purpose’.
Equally, Gateways recognises that the continuum of disability is very diverse and that some people with
disabilities, who do not have a cognitive impairment, are extremely able to independently manage their
own supports.
Our comments in this submission relate to supports for people with cognitive impairments including
intellectual disability, autism, and/or multiple disabilities.
Gateways Background
Gateways Support Services is a disability service provider operating in the Western Division of Victoria.
Gateways provides a range of service types including early intervention and therapy services, complex
support coordination, independent living support, community and facility based respite, and supported
accommodation. Since the launch of the Barwon NDIS trial in July 2013, Gateways has been operating
many of our services within the NDIS trial environment.
Gateways Board is a ‘skills based’ Board but it also includes a number of members with children with
disabilities, who actively contribute to organisational governance and accountability. Gateways Board
takes seriously its stewardship role as a ‘mission based’ not for profit organisation, to enhance outcomes
for people with a disability and protect their human rights, rather than focus on profit making.
Gateways works predominantly with people with intellectual disabilities and autism, but also supports
some people with multiple disabilities and complex health needs. Some of the people we support have
very limited communication, and are not able to use augmentative communication due to their severe
intellectual disabilities. Some residential clients have frequent contact with their families while others may
only see their families once per year.
Gateways has experience working with the Community Visitors Scheme over many years in our residential
services, and respects the importance of regular visits by independent people as part of a safety net in
relation to care and respect for human rights.
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Preventative Measures
In line with the Victoria Disability Act 2006, and other Victorian requirements, Gateways has a range of
proactive measures in place. These include:






















Educating people with disabilities about their rights, including their right to be safe, to make
decisions and choices, to be respected, to have privacy and dignity, and to complain, (with and
without the support of advocates), and encouraging them to provide ongoing feedback.
Pre-employment checks and screening in accordance with a zero tolerance approach to abuse and
neglect
Probationary assessment processes that identify any early concerns
No use of labour hire services
Provision of induction and training to staff about person-centred approaches, client rights under
the Disability Act, Gateways code of conduct, and ‘on call management’ reporting requirements for
all staff.
Staff regularly sign off on key policy documents
Gender equity training delivered in partnership with Women with Disabilities Victoria which
highlights the data on prevalence of abuse and the underlying attitudes that allow abuse to occur
Gender equity community of practice with people with disabilities and staff and managers
Gateways ‘open door’ culture and management style where all issues raised informally or formally
are followed up
All complaints from consumers i.e. any expression of dissatisfaction, (both verbal and written), are
recorded and investigated and reported to the Disability Commissioner and Gateways CEO and
Board.
Gateways accommodation manager has an open door policy and regularly interacts with clients so
they know him and can raise their concerns directly with him
Gateways has an accommodation committee where residents have opportunities to raise their
priorities and any issues and be listened to by the manager.
Internal audits to make sure that processes are followed
Encouraging and maintaining client engagement and contact/links with their community including
families and friends
External quality audits where auditors visit services and speak with service users
Multiple consumer surveys
Use of behaviour support plans which are reviewed by the Senior Practitioner and monthly
reporting of data on the RIDS system
Community visitors regularly visit residential services

Gateways reactive measures include:





Incident reporting to DHHS
Reporting to the police of all allegations of physical and sexual assault even if the person with a
disability is reluctant to raise an issue, in accordance with the mandatory reporting guidelines
All category 1 incidents are reported to Gateways Board at the next meeting
Responding to inquiries from the Disability Commissioner

2

Impact of the NDIS Implementation
Under the NDIS business rules, there is no longer a consistent quality and safeguards framework that
applies to all providers. Registered disability providers are still required to comply with the Victorian
requirement including submitting incident reports during the NDIS trial period.
However private providers, employed by families who self manage their family member’s funds, are not
required to submit incident reports, nor are they required to provide outcomes information to NDIA. This
is the case even when the person with a disability has limited or no functional communication and complex
behavioural needs. Gateways greatly respects that the majority of families act in the best interests of their
children with disabilities, but this is not guaranteed. For example, we have dealt with 3 cases of financial
abuse by family members where an application for a financial administrator was endorsed by VCAT.
Another concern is that small registered, but non-accredited providers, will not have many other/any other
safety checks and balances in place, other than the standard mandatory police checks, Working with
Children checks and referee checks to prevent potential abuse and neglect. In the Barwon NDIS trial site
we are seeing people with no experience buying franchises for disability service provision.
The NDIS is based on an insurance model / market approach designed to drive the price of services down.
Gateways attended a presentation organised by Deakin University on 23/10/2015 by English researcher,
Dr. Paul Cambridge, who talked about the English experience of the link between reducing prices and
lowered quality. NDIS pricing is critical to ensure appropriate training and support and supervision for staff,
and systematic internal quality processes where services are provided to people with cognitive
impairments.
Complaints Handling
We consider that the Disability Services Commissioner has performed a valuable role in promoting a
culture of transparency, where complaints and compliments are seen as vital feedback mechanisms for
continuous service improvement, and there is an annual statewide process where complaints are reported
to an independent body. The Disability Services Commissioner has also provided constructive education for
service providers about how to be responsive and effective in responding to complaints.
Independent Oversight Body
Despite some recent high profile issues, Gateways believes that there are a range of strengths in the
existing Victorian system. During the interim period of transition, Gateways supports the concept of
nominating the lead role to one existing body, whilst also improving the integration of existing bodies to fill
the gaps and address overlaps on the boundaries. (We understand that a similar process occurred to better
coordinate emergency services in Victoria).
Gateways supports the concept of paid service visitors who focus on safeguarding the human rights of
people with disabilities. We also support the independent oversight body having powers to conduct its
own – motion investigations.
We also believe that there is a serious potential conflict of interest where DHHS is both a service provider
and a service regulator in the same system.
We also support the senior practitioner being located within the independent oversight body.
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Prevention , Screening and Accreditation
Gateways currently has to comply with two DHHS systems, the carers register for out of home carers and
the DEWS system for disability residential services. We supports the concept of one scheme that applies to
all those who work with vulnerable people.
Workforce Culture
The NDS ‘zero tolerance’ framework has proven to be a useful resource for service providers. However,
organisational leadership is always required about “walking the talk” about the importance of human
rights, plus clear training and guidelines for staff about: the important role they play; clear processes and
procedures about how to report if they become aware of an issue; and that to witness abuse and/or
neglect and not say anything/report the issue, is a serious failure of duty of care.
Workforce Demands and Disincentives
In the NDIS environment, there is increased demand for disability workers and strong competition for staff,
and greater difficulty attracting people to work with complex clients. We need a pricing system that
recognises the complexity of work undertaken. At present NDIA sets prices and we have had the
experience of a 30% price reduction with no notice for group prices, ( although this was later reversed in
the short term at least). We are advised that a review of residential prices under NDIS is currently
underway, and we cannot be sure if prices will remain the same, will rise, or be significantly reduced. It is
impossible to negotiate staff conditions in such an uncertain environment.
We have also had the experience of people making clearly false allegations. Current processes don’t
distinguish well between allegations of abuse that are substantiated, unsubstantiated or disproven. Once
an allegation is made, it remains rather than being reclassified after investigation, if it is found to be false.
This is a disincentive to work with very complex clients.
Professional Development
Gateways has observed that the content and quality of Certificate 4 disability courses may vary depending
on the training provider.
Gateways does not support a minimum qualification for all entry level disability services staff. We employ a
mix of staff in our disability services including people who have Certificate 4 in Disability, some who have
other qualifications, some who are tertiary students training to be nurses, therapists, teachers etc., and
some who have made the transition from other careers later in life.
Gateways recognises the importance of recruiting people who display appropriate competencies and
values, and who have access to good supervision and support and ongoing training. We strongly support
funding levels that enable ongoing training for staff, and prices and pays scales that include recognition for
those who work with the most complex clients.
We include the following case example in relation to this.
My career change: from manufacturing to the disability sector
Rod Day, Accommodation Team Leader
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When Rod was unexpectedly retrenched after working in the manufacturing industry for more than 25
years, he took the chance to change his career direction completely. At the time, Rod was no stranger to
Gateways, having four sisters with an intellectual disability all living in our supported accommodation
houses for more than 10 years. For Rod, once he had made the decision to switch to a caring profession,
there was only one organisation he wanted to join.
“I held Gateways in high regard due to their person-centred and professional approach, and decided that if I
was to work in the disability sector it would be with them. I thought I had the empathy required to be a
positive support worker and I was more than willing to learn the skills needed.”
Initially, Rod started in a casual role, working in a number of Gateways supported accommodation houses.
From there, he completed both his cert 4 and advanced diploma in disability and in 2013 was successful in
obtaining a Team Leader role.
Rod says that working as a residential support worker is very rewarding and that you can see the difference
you’re making every day: For example “When a person you are supporting begins to understand a new skill
and you see that look of understanding in their eyes, or seeing people getting out in the community more
because of the support your team has given them, or sometimes it’s just seeing them smile because they
are happy and relaxed.”
Gateways Adult Accommodation Services support people with disabilities in a group home setting to
achieve their goals and dreams through person-centred active support, so they can live enjoyable and
fulfilling lives. Gateways Accommodation & Specialist Support Services Manager, Sean Justin, describes Rod
as being dedicated to supporting and empowering people with a disability.
“Rod’s genuine understanding of client rights and their right to make choices, his values and ability to
advocate is what makes him a great worker in the disability field,” said Sean.
After more than six years with Gateways, Rod finds his new career more meaningful and feels proud
working for an organisation with a person- centred approach, focussed on doing the very best for its clients.
Disability Advocacy Services
Gateways recognises that easily accessible, independent advocacy services are critical to support people
with disabilities in the NDIS environment. There is a need for advocacy in relation to NDIA processes,
service providers, and access to mainstream services. Skilled advocacy is required, and a focus on the rights
of the person with a disability, which may at times be different to the wishes of their family.
The NDIS system is causing concerns for some participants regarding decisions about what is considered
‘reasonable and necessary’ by NDIA. Gateways is concerned that vulnerable consumers may be reluctant
or not confident to engage with advocacy services, without support from service providers who know the
person well and have a trust relationship. Some disempowered families can feel worn down by
bureaucratic processes.
Thank you for considering this submission.

Rosemary Malone
CEO
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