

[image: ]Disability Services Policy 
Consumer Participation


	Policy
	MCM Children and Disability Services has a commitment to consumer participation and consultation. 

All disability services will:
· Develop and implement an annual Disability Services Consumer Participation Plan, which is linked to business planning activities.
· Review the effectiveness of and outcomes from consumer participation strategies at least annually, prior to review of the plan.
· Utilise learning’s from consumer participation to inform quality improvement projects
· Build the capacity of consumers to make decisions and recommendations

We will operate in accordance with the Disability Act 2006 and comply with the Disability Quality Framework 2007 ensuring that: 

· At least the required number of clients participate in the consumer assessment 
· A variety of consumer participation approaches will be used to seek feedback

MCM recognises that consumer participation activities may highlight complex issues and competing or disparate needs and dissatisfaction that a position or opinion has not been supported may arise. 
· For each approach, participants will be informed about their role and impact of their involvement.


	Purpose
	Consumer participation is fundamental to ensure that Disability services are responsive to the needs of individuals to achieve the best possible outcomes. 
Disability services endeavours to embed genuine consumer participation in the delivery of its services in order to:
· Assist Disability services to be more strategic in terms of service development. 
· Sustain continuous quality improvement

Levels of participation
The levels of consumer participation or engagement vary and range from the provision of information to consumers, consultation, extend into partnership and deepen to delegation, consumer choice and control. No one type of participation is better than another. It is important to use the type of participation that suits the particular need.

	Principles
	This purpose is guided by the following principles:
· All people have the right to participate in debate and decision making that affect their daily lives and their own care
· Consumer participation processes and strategies are part of the core business of our service, not optional extras
· The community is diverse, so our service is committed to polices and processes that are inclusive and that recognise and value difference
· Disability services actively seeks consumer views to inform planning and decision making about services
· Information is essential to participation, so our services provide accessible information to our consumers about processes and services.
· Within Disability services we acknowledge that there are barriers and challenges for consumers to participate. Consumers need to be supported to ensure they are not disadvantaged by agreeing to participate.

	Scope
	This policy applies to all Melbourne Citymission’s Disability services staff and consumers

	References
	· Disability Act 2006
· Quality Framework for Disability Services in Victoria 2007
· MCM Mission and Values 
· MCM Client/Resident Survey Policy
· MCM Privacy Policy
· MCM Client Rights and Responsibilities
· MCM Client Information Kit
· MCM Quality Improvement Policy

	Definitions
	Consumers: Consumer is a general term that refers to the users or potential users of services. In the Disability sector includes clients, residents, participants, members, carers, relatives, families, friends, personal networks, advocates, independent supports and significant others

Consumer participation: Is the process of involving consumers in decision making about their own care, service planning, policy development, setting priorities and quality issues in the delivery of services

Consumer Participation Plan: As part of the annual business planning process a Consumer Participation Plan will be developed that identifies actions, responsibilities, deliverables, timeframes and resources to support consumer participation

Consultation: Refers to formal structures and processes through which views are sought from stakeholders with the objective of informing decision-making


	Roles
	Responsibilities

	Consumers:

	· To understand their rights and responsibilities in relation to decision making 
· Be involved in consumer participation activities where they choose



	Staff: 

	
· To offer opportunities for skills development to enable participation.
· To implement the consumer participation policy and Consumer Participation Plan
· Foster an environment that supports and develops effective consumer participation


	Senior
Managers

	· Provide leadership in consumer participation including activities relating to the development and implementation of the annual Consumer Participation Plan.
· Lead and support implementation and sustainability of practices and processes to facilitate consumer participation and inclusion.  


	Quality Coordinator – Disability Services

	· To coordinate development and implementation of the annual Consumer Participation Plan.
· To collate records of consumer participation to inform business planning activities.
· To report on annual consumer participation activity as required


	General Manager Children & Disability Services: 

	· Provide feedback and advice to the MCM Board and organisational Quality and Risk Committee about consumer participation in Disability services
· Proposing the annual Consumer Participation Plan
· To report on consumer participation as part of the Disability Quality Framework
· To incorporate Disability Services Consumer Participation Plan into the organisational Quality Framework 


	General Manager Corporate services:
	· Support the Disability Services annual Consumer Participation Plan in line with strategic directions and annual organisational priorities.
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