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PLAIN ENGLISH VERSION
	The rules
	We are serious about getting you involved and to hear what you have to say about the services that you receive.  
We will:
· Do the tasks that are set out in the Disability Services Consumer Participation Plan, which is written each year.
· Check the consumer participation strategies of the plan at least once a year to see whether they worked or not.
· Use the results from the plan to improve how we do our work
· Support you to learn how to  make decisions and give feedback

There is  a new law called the  Disability Act 2006 .There are  new rules that all disability funded services have to follow, which is called  the Disability Quality Framework 2007.This means that we have to :
· Make sure that at least 10% of service users give feedback to us 
· Find different ways to seek feedback and to involve service users, for example, surveys or focus groups.


Because we support people with lots of different needs, we know that when we get feedback from people that we will not always be able to act on all the suggestions that are made.
If you are asked to get involved (such as a survey or focus group), we will let you know what it will mean if you choose to get involved. 

For example, a carer may be interested in joining a group but may need support with respite, so that they are able to come.
For example, a group may run for 4 hours, which may or may not suit the person.
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	We value consumer participation as it helps us to understand what you really need.  This means that the help we give will really make a difference. 
We  will try to build in consumer participation in the delivery of its services in order to:
· Help us to plan ahead so that we know what kind of services will help the most.
· Do a better job.

Different levels of participation
In the diagram below, it shows the level of participation that you may have while you receive a service from us.
No one type of participation is better than another. It is important to use the type of participation that suits the particular need.
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	   The important ideas behind the rules of consumer participation.
	The consumer participation approach is guided by the following principles:
· All people have the right to challenge ideas and to make decisions about their own care and services.

· Consumer participation is they way that we want to work with you.

· There are lots of different kinds of people that come to us, so the services will work in a way that values the  differences that people have

· We will ask you what you think of us to help us deliver the right kind of service to you.

· You must be given information so that you can get involved if you choose. We need to provide information in lots of different ways.

· We understand that you may have things in their life that can stop you from taking part in activities, such as no transport. We understand that you may need to be supported to make sure they are not any worse off by agreeing to help us.

 For example, we would not want a person to spend their taxi money to get to a group at Disability Services if that meant that they had no more taxi money left. 


	Who has to follow these rules?
	These rules cover  all of Melbourne Citymission’s  Disability services staff and consumers

	What do some of these words found here mean?
	Consumers: Consumer refers to a person who receives a service (in this case, Disability Services).
Because we understand that some people may not be able to speak up for themselves, we can get feedback from people who are significant to that person. 
Therefore, in the Disability sector this  includes clients, residents, participants, members, carers, relatives, families, friends, personal networks, advocates, independent supports and significant others
Consumer participation: this is how you make decisions about your own care. It can also be about having a say in how services are run at Disability Services. 



For example, some of the ways that service users can get involved and give feedback include: the consumer participation reference committee, contributing to the service user newsletter, filling out the service user newsletter feedback form, sitting on interview panels, taking part in focus groups.
Consumer Participation Plan:  The plan says what we are going to do, how we are going to do it, and by what date.
Consultation: Refers to formal ways, such as meetings, that we may ask you what your views are on an issue so that a decision can be made.  For example, the consumer committee members are consulted about Disability Services.


	What jobs do people have to do?
	Rights and Responsibilities
Everyone at Disability Services, both service users and all levels of staff, play an important role in getting people involved. All staff have to make sure that service users can become involved if they want. 

	Consumers:
	· To  be supported to understand your rights and responsibilities in relation to how they make your decisions
· Be involved in consumer participation activities where you want to.

Remember that “consumer” includes clients, residents, participants, members, carers, relatives, families, friends, personal networks, advocates, independent supports and significant others. It also includes people on the waiting list for services


	Staff: 

	· To offer opportunities to you so that you can learn how to get involved and have a say.
· To help do the tasks that are set out in the Consumer Participation Plan
· Make you feel comfortable to get involved and to have a say.

	Senior
Managers

	· Provide leadership to the staff in consumer participation.
· Lead and support activities that help consumer participation continue at Disability Services.  


	Quality Coordinator -
	· To prove that Disability Services has written and done all the tasks in the plan
· To prove through evidence that the plan has made a difference.


	Director, Children & Disability Services
	· Provide feedback and advice to the Melbourne Citymission Board about consumer participation in Disability services


	Director, Corporate services (the business side of MCM ):
	· To match the consumer participation plan with the way that MCM works, so that it is more likely to be successful

For example, if the MCM business says that working with young children is important, then the plan could include young children in the plan. Then it is more likely to be supported by MCM. 
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