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4. Disclosures and legal compliance  
 
 
 
 
 
 
 
 
 
 

 

Governance  

 
 
 
 
 
 
 
In this section we report on the outcomes achieved under the strategic priority 
of Governance for the Office.  
 
We provide information about our financial statements and budget, Key 
Performance Indicators, financial and governance disclosures and other legal 
and government policy requirements.  
 
  
 

4.1. Key highlights  
 
Key highlights for 2016-17 included:  

 

 Maintained strong performance against Key Performance Indicators and 
operated within a strong accountable framework.  

 Commenced a review of the Office’s Disability Access Inclusion Plan (DAIP) to 
ensure that people with disability, their carers and families have access to our 
services, information and facilities. 

 Implemented a new Code of Conduct for HaDSCO which sets out the expected 
standards of conduct and integrity for staff, aligned to the model promoted by 
the Public Sector Commission.  

 Updated and introduced a number of human resources policies to support staff 
as part of a Human Resources Policy Framework within the Office.  

 Established a Risk Management Framework to assist the Office in managing 
strategic and operational risks.  

 

Cooperate, Comply, Communicate 
Deliver our services within a sound 
governance framework 
 

[Type a quote from the 
document or the summary of 
an interesting point. You can 
position the text box anywhere 
in the document. Use the 
Drawing Tools tab to change 
the formatting of the pull quote 
text box.] 
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4.2. Financial statements  
Independent Auditor’s Report  
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Certification of Financial Statements  
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Statement of Comprehensive Income 
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Statement of Financial Position 
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Statement of Changes in Equity  
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Statement of Cash Flows  
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Notes to the Financial Statements  
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4.3. Estimates of expenditure S40 Financial Management Act 2006 
 

As required under Section 40 of the Financial Management Act 2006 and 
Treasurer’s Instruction 953 the Annual Financial Estimates for HaDSCO for the 
2017-18 financial year are provided in the table below. The Deputy Premier; Minister 
for Health; Mental Health approved the budget estimates on 11 April 2017.  
 

Health and Disability Services Complaints Office 
 

Attachment A 
s.40 Financial Management Act 2006 Submission 

 
from directly  

Statement of Comprehensive Income  
  

 
Notes      2017/2018 

  
       Estimate 

  
        $ 

COST OF SERVICES 
  Expenses 
  Employee benefits expense 
 

      2,257,670  
Supplies and services 

 
         240,708  

Depreciation expense 
 

              1,920  
Repairs, maintenance and consumable equipment 

 
              9,500  

Other expenses 
 

         534,527  

Total cost of services 
 

      3,044,325  

   INCOME 
  Revenue 
  Commonwealth grants and contributions 1             17,525  

Other grants and contributions 
 

            10,000  
Other revenue 2               2,400  

Total revenue 
 

            29,925  

   Total income other than income from State Government 
 

            29,925  

NET COST OF SERVICE 
 

      3,014,400  

   Income from State Government 
  Service appropriation 
 

      2,747,000  
Services received free of charge 3          267,400  

  
      3,014,400  

   SURPLUS/(DEFICIT) FOR THE PERIOD 
 

                     -    

   
   TOTAL COMPREHENSIVE INCOME FOR THE PERIOD 

 
                     -    

 
Notes: 

1. Commonwealth grant received in relation to programs for the Indian Ocean Territories. The agency anticipates this 
funding to be fully utilised. However, in the event these funds are not fully utilised in the 2017-18 financial year, 
carryover amounts will be treated as restricted cash as they have been provided for a specific purpose and there may 
be a requirement to return these funds if requested by the Commonwealth.  

2. Other revenue is related to funds received for the Senior Officers Vehicle Scheme.  
3. Resources received free of charge from Building Management and Works, State Solicitors Office and WA Health 

(Health Support Services, and Department of Health). Corresponding expenses appear within the ‘Other expense’ 
and the ‘Supplies and services’ line items, which relate to building lease management, legal fees, finance, information 
technology, supply and human resources.
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Health and Disability Services Complaints Office 
 

Attachment B 
s.40 Financial Management Act 2006 Submission 

  Statement of Financial Position  
  

 
Notes      2017/2018 

  
       Estimate 

  
          $ 

ASSETS 
  Current Assets 
  Cash and cash equivalents 
 

1,005,174 
Restricted cash and cash equivalents  1 - 
Receivables  2                       -    
Other current assets 

 
             42,529  

Total Current Assets 
 

       1,047,703  
 

 
 

Non-Current Assets 
 

 
Plant and equipment  

 
               3,633  

Total Non-Current Assets 
 

               3,633  
 

 
 

Total Assets 
 

       1,051,336  

 
 

 
LIABILITIES 

 
 

Current Liabilities 
 

 
Payables 

 
             84,820  

Provisions 
 

           409,080  

Total Current Liabilities 
 

           493,900  
   
Non-Current Liabilities 

 
 

Provisions 
 

           136,625  

Total Non-Current Liabilities 
 

           136,625  
   

Total Liabilities 
 

           630,525  

   

NET ASSETS 
 

           420,811  

   
EQUITY 

 
 

Accumulated surplus 
 

           420,811  

TOTAL EQUITY 
 

           420,811  
 
Notes: 

1. Commonwealth grant received in relation to programs for the Indian Ocean Territories. The agency anticipates the 
funding to be fully utilised in the 2017-18 financial year.  

2. No receivables are forecasted, as collection of all receivables is anticipated within the 2017-18 financial year.  
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Health and Disability Services Complaints Office 

 
Attachment C 

s.40 Financial Management Act 2006 Submission 
  Statement of Cash Flows 
  

  

       2017/2018 

  
        Estimate 

  
          $  

CASH FLOWS FROM STATE GOVERNMENT 
  Service appropriation 
 

        2,747,000  

Net cash provided by State Government 
 

        2,747,000  

   
   CASH FLOWS FROM OPERATING ACTIVITIES 

  Payments 
  Employee benefits 
 

      (2,288,722) 
Supplies and services 

 
          (592,960) 

Receipts 
  Commonwealth grants and contributions 
 

             17,525  
Other grants and contributions 

 
             10,000  

Recoveries and other receipts 
 

                2,400  

Net cash used in operating activities 
 

      (2,851,757) 

   CASH FLOWS FROM INVESTING ACTIVITIES 
  Payments 
  Purchase of non-current assets 
 

                      -    
Receipts 

  Proceeds from sale of non-current assets 
 

                      -    

Net cash used in investing activities 
 

                      -    

   
   Net decrease in cash and cash equivalents 

 
          (104,757) 

   Cash and cash equivalents at the beginning of the period 
 

        1,109,931  

   CASH AND CASH EQUIVALENTS AT THE END OF THE 
PERIOD 

 
        1,005,174  
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4.4. Key Performance Indicators  
Certification of Key Performance Indicators 
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Our Key Performance Indicators 

 
Health and Disability Services Complaints Office 

Report on Key Performance Indicators 
 
Government goal: Greater focus on achieving results in key service delivery areas for the 
benefit of all Western Australians. 
 
Desired outcome: Improvement in the delivery of health and disability services. 
 
An overview of the Health and Disability Services Complaints Office (HaDSCO) Key 
Performance Indicators is demonstrated in the table below: 
 

Key Effectiveness 
Indicator 

Services Key Efficiency Indicators 

Proportion of 
recommendations resulting 
in implementation by 
providers 

Service One – Complaints 
Management: 
Assessment, negotiated 
settlement, conciliation and 
investigation of complaints 

KPI 1.1 Percentage of 
complaints closed within 
legislation timeframes 
 
KPI 1.2 Average cost per 
finalised complaint 

Service Two – Education:  
Education and training in the 
prevention and resolution of 
complaints 

KPI 2.1 Average cost per 
presentation, awareness 
raising, consultation and 
networking activities  

 

Key Effectiveness Indicator 
 
The Key Effectiveness Indicator reports on the proportion of recommendations resulting in 
implementation by providers. HaDSCO’s key focus is to improve health, disability and mental 
health services. As a result of HaDSCO’s complaints management processes, 
recommendations and agreed actions are made to service providers to improve the delivery 
of health, disability and mental health services.    
 
The purpose of the Key Effectiveness Indicator is to report on the extent to which service 
providers are making changes to improve processes, practices and policies as a result of  
recommendations and agreed actions made by HaDSCO that arise from complaints.  
 
At the request of the Office of the Auditor General, a target was developed for the Key 
Effectiveness Indicator for the 2016-17 reporting year which is detailed below. To ensure 
transparency in the process and in transition to the new reporting format, the former 
representation of the indicator is included to reflect the change in format. 
 

Key 
Effectiveness 
Indicator 

2012-13 2013-14 2014-15 2015-16 
2016-17 
Target 

2016-17 
Actual 

Proportion of 
recommendations 
resulting in 
implementation by 
providers 

71% 71% 64% 67% 70% 72% 
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The table below represents the number of service improvements that providers 
implemented, as a proportion of total service improvements agreed to, or recommended, 
between 2012-13 and 2016-17: 
 

2012-13 2013-14 2014-15 2015-16 2016-17 

55/78 64/90 55/86 51/76 42/58 

 

Key Efficiency Indicators 
 
Service One – Complaints Management: Assessment, negotiated settlement, 
conciliation and investigation of complaints 

 
HaDSCO provides an impartial resolution service for complaints relating to health, disability 
and mental health services provided in Western Australia. HaDSCO delivers complaint 
management services, through assessment, negotiated settlement, conciliation and 
investigation of complaints.   

The Key Efficiency Indicator relating to the provision of this service focuses on the 
percentage of complaints closed within legislative timeframes and the average cost per 
finalised complaint. 
 
Key Efficiency Indicator 1.1: Percentage of complaints closed within legislation timeframes 
 
In the management of complaints, HaDSCO works to statutory timeframes set out in the 
Health and Disability Services (Complaints) Act 1995 and other enabling legislation.  
The table below represents the target and actual results for the legislative timeframes 
between 2012-13 and 2016-17: 

 
In 2016-17, HaDSCO implemented a Complaint Handling Continuous Improvement Program 
to provide more efficient and effective management of complaints. The Program includes 
strategies to streamline the intake, assessment and resolution of complaints. One area of 
focus has been the reduction of older complaints on hand through an aged case strategy. 
 
HaDSCO exceeded the projected targets for the percentage of complaints assessed in 56 
days and notice to providers. However, for complaints assessed within 28 days, the figure 
was 91 percent compared to the 95 percent forecasted. The focus on reducing the number 
of aged cases impacted on assessment of new complaints while resources were reallocated 

Legislative 
requirement 

Legislative 
timeframe 

(days) 
2012-13 2013-14 2014-15 2015-16 

2016-17 
Target 

2016-17 
Actual  

Preliminary 
assessment by 
Director s.34 (1) 

28 91% 92% 100% 98% 95% 91% 

Preliminary 
assessment by 
Director s.34 (1) (c) 

56 72% 86% 93% 97% 90% 92% 

Notice to provider 
and others s.35 

14 86% 89% 93% 93% 95% 96% 
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to finalising the older matters. Measures are being put in place to ensure stronger 
performance against this KPI in 2017-18. 
 
Key Efficiency Indicator 1.2: Average cost per finalised complaint 

 
The purpose of the Key Efficiency Indicator is to demonstrate the average cost per finalised 
complaint. It provides information on how much each complaint costs when managed 
through the complaints process. HaDSCO forecasted that 2,439 complaints would be closed 
during the 2016-17 financial year. However, HaDSCO closed 2,802 complaints, which was 
15 percent above the forecasted figure. 
 

The table below demonstrates the average cost per complaint, target and actual from 2012-
13 to 2016-17: 
 

2012-13 2013-14 2014-15 2015-16 
2016-17 
Target  

2016-17 
Actual  

$685 $731 $694 $740 $783 $594 

 
The average cost per finalised complaint is significantly lower than forecasted and is the 
lowest in five years. A number of streamlined processes have been implemented within the 
Office as part of the Complaint Handling Continuous Improvement Program 2017 which has 
resulted in more efficient and effective processing of complaints. The outcome has been a 
reduction in the average cost per complaint, reflecting the efficiency dividends of the 
Program. This has also occurred during a period when complaint numbers received 
increased by six percent compared to 2015-16. 

 
Service Two – Education: Education and training in the prevention and 
resolution of complaints 
 
This service supports HaDSCO’s broader role, set out in the Stakeholder Engagement 
Strategy January 2017-June 2018, which includes:  

 
 Collaborating with groups to review and identify the causes of complaints and suggesting 

ways to minimise those causes. 

 Assisting providers to improve complaints management procedures and to educate their 
staff to effectively manage complaints. 

 Sharing information and reporting on the work of HaDSCO to specific stakeholders and 
the public in general. 

 
The Key Efficiency Indicator relating to the provision of this service focuses on the average 
cost per presentation, awareness raising, consultation and networking activities.  
 
Group one costs: Development, production and distribution of information 
 
The group one costs relate to the resources that contribute to the development, production 
and distribution of information. During the 2016-17 financial year, HaDSCO delivered a 
number of projects and initiatives. Examples of work that contributed to this cost included: 
 

 Developing tailored resources for specific stakeholder groups to raise awareness of, and 
accessibility to, HaDSCO’s services, utilising appropriate mechanisms to share this 
information, including dissemination of a resource created for Aboriginal consumers and 
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promoting features on disability complaints in The West Australian newspaper targeting 
the disability sector. 

 Creating and releasing a series of infographics utilising complaints data from prescribed 
health and disability service providers as a means to innovatively share health and 
disability complaint data trends across these sectors. 

 Developing and releasing a joint brochure with the Australian Health Practitioner 
Regulation Agency to clarify roles and responsibilities in managing complaints about 
registered health professionals and to assist people with accessing the most appropriate 
agency to handle their complaint. 

 Updating the corporate website to clarify HaDSCO’s role, structure and strategic 
direction in order to inform the community and support access to HaDSCO’s services.   

 
The table below demonstrates group one costs for development, production and distribution 
of information from 2012-13 to 2016-17: 
 

 2012-13 2013-14 2014-15 2015-16 2016-17 

Group one costs: 
Development, production 
and distribution of 
information 

$250,584 $282,183 $327,709 $412,419 $358,198 

 
Group two costs: Presentations, awareness raising, consultations and networking 
 
The group two costs relate to the resources that contribute to presentations, awareness 
raising, consultations and networking. Examples of work that contributed to this cost in  
2016-17 included: 
 

 Planning and delivering metropolitan outreach, including participating in Homeless 
Connect, to raise awareness of HaDSCO’s role and provide a mechanism through which 
disadvantaged individuals can access our services.  

 Delivering tailored presentations to key stakeholder groups including the Nurses and 
Midwives Board and the Disability Health Network to share information on complaint 
trends, educate stakeholders and share expertise on effective complaint handling.  

 Planning and delivering a data collection information session to assist the effective 
submission, collection and management of complaints from prescribed disability service 
providers.  

 Hosting HaDSCO’s Consumer and Carer Reference Group to provide a mechanism 
through which consumer, carer and organisational representatives from the health, 
disability and mental health sectors can provide feedback to HaDSCO on its service 
delivery initiatives. 

 Consulting with members of the Mental Health Complaints Partnership Agreement 
(MHCPA) to operationalise the MHCPA Action Plan initiatives which provide a framework 
for the effective resolution of complaints about mental health services.  

 Planning and delivering regional outreach to the Wheatbelt region on two occasions, and 
also to the Gascoyne and South West regions to raise awareness of, and access to, 
HaDSCO’s services, through the delivery of tailored presentations, consultation with 
government and non-government agencies, service providers and community groups 
and during complaint clinics.  

 Planning and delivering outreach to the Indian Ocean Territories to raise awareness of 
the Office and strengthen links with the community through a planned program of 
consultation with government and non-government agencies and through the provision 
of a complaints handling and support function to community members. 
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The table below demonstrates group two costs for presentations, awareness raising, 
consultations and networking from 2012-13 to 2016-17: 
 

 2012-13 2013-14 2014-15 2015-16 2016-17 

Group two costs: 
Presentations, awareness 
raising, consultations and 
networking 

$341,400 $430,679 $452,323 $618,629 $537,297 

 
Key Efficiency Indictor 2.1: Average cost per presentation, awareness raising, consultation 
and networking activities 
 
The purpose of this Key Efficiency Indicator is to demonstrate the average cost per 
presentation, awareness raising, consultation and networking activities.  
 
HaDSCO forecasted that 200 engagement activities (presentation, awareness raising, 
consultation and networking activities) would be delivered during the 2016-17 financial year. 
In total 211 engagement activities were delivered, exceeding this target. 
 
The 211 activities included: 
 

 13 presentations to provide a range of general and tailored information to stakeholders.  

 61 awareness raising activities to promote HaDSCO’s services, increase knowledge of 
effective complaints management practices and raise awareness of patterns and trends 
resulting from analysis of complaints data. 

 120 consultations with key groups to share and exchange views and seek advice. 

 17 networking opportunities to build relationships with providers, government agencies 
and consumer groups. 

 
The table below represents the average cost per presentation, awareness raising, 
consultation and networking activities from 2012-13 to 2016-17: 
 

 2012-13 2013-14 2014-15 2015-16 
2016-17 
Target 

2016-17 
Actual 

Average cost per 
presentation, 
awareness 
raising, 
consultation and 
networking 
activities 

$1,538 $1,544 $865 $2,361 $5,142 $2,546 

 
The average cost per presentation, awareness raising, consultation and networking activities 
is under target demonstrating efficient and effective service delivery with a focus on 
delivering services in a cost effective manner.  
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4.5. Ministerial directives  
 
Treasurer’s Instruction 903(12) requires the disclosure of information on any 
ministerial directives relevant to the setting or achievement of desired outcomes or 
operational objectives, investment and financing activities. No ministerial directives 
were received during the financial year. 
 

4.6. Other financial disclosures  
 
Pricing policy of services 
 
HaDSCO receives revenue under a Service Delivery Arrangement with the 
Australian Government. Under this arrangement HaDSCO handles enquiries and 
complaints from the Indian Ocean Territories (IOT) regarding the delivery of health, 
disability and mental health services.  
 
Each year HaDSCO recoups costs from the Australian Government for any 
complaints received from the IOT. Cost recovery is based on the average cost per 
complaint published in the Annual Report. Administrative costs, travel costs to the 
territories by HaDSCO staff and any promotional materials are also recouped in full.  
 
Capital works 
 
No capital works were undertaken during the 2016-17 reporting year. 
 
Employment and Industrial Relations  
 
Comparative full time equivalent (FTE) allocation by category 
 
The Office managed resourcing requirements with the constraint of a salary cap. 
 

Category 2015-16 2016-17 

Full-time (permanent) 9 12 

Full-time (contract) 6 3 

Part-time (permanent) 2 1 

Part-time (contract) 0 2 

Total 17 18 
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Industrial relations 
 
HaDSCO employees are employed under the Public Service and Government 
Officers General Agreement 2014. The Director is employed under the Salaries and 
Allowances Tribunal Act 1975. 
 
Staff development 
 
Consistent with the Public Sector Commission aim of bringing leadership and 
expertise to the public sector to enhance integrity, effectiveness and efficiency, 
HaDSCO places an emphasis on developing staff to help improve performance and 
enhance capability. 
 
In the past 12 months, employees have completed specialised training in 
accountable and ethical decision making and occupational safety and health. This 
has been complemented by a number of information sessions provided by other 
government agencies, service providers and advocacy groups to increase 
awareness and understanding of contemporary issues and enhance complaint 
resolution services. 
 
All new staff completed the Public Sector Induction program to provide awareness of 
the Western Australian system of Government and structure of the public service.  
 
Leadership expertise has been enhanced by employee participation in the 
Leadership Essentials program (Public Sector Commission), technical skills 
increased by the completion of Certificate IV in Government Investigations (Public 
Sector Commission) and participation in the Legal Graduate placement program 
(State Solicitor’s Office). 
 
Workers Compensation 
 
In accordance with Treasurer’s Instruction 903 (13iiic), the Office had the following 
workers compensation disclosures in the 2016-17 reporting year. 
 

Category 2015-16 2016-17 

Workers’ compensation claims 0 0 

Lost time injuries 0 0 

 
Purchasing cards 
 
In accordance with Treasurer’s Instruction 903 (13iv), there are no instances of a 
Western Australian Government Purchasing Card that has been used for a personal 
purpose for the 2016-17 reporting year. During 2016-17, HaDSCO introduced a new 
Purchasing Card Policy and Purchasing Card Procedures to ensure strong 
governance and compliance controls for procurement, where purchasing cards are 
used.  
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4.7. Governance disclosures  
 
In accordance with Treasurer’s Instruction 903 (14(i)(ii)(iv)) a senior officer of 
HaDSCO is required to disclose particulars of any shares in the Statutory Authority 
held as a nominee or beneficially and details in in any subsidiary body of the agency 
held either as a nominee or beneficially or any insurance premium paid to indemnify 
any director.   
 
Shares in Statutory Authorities  
 
There are no shares held as a nominee or beneficially by a senior officer of HaDSCO 
in the 2016-17 reporting year. 
 
Shares in subsidiary bodies  
 
There are no shares in any subsidiary body of the agency held either as a nominee 
or beneficially by a senior officer of HaDSCO in the 2016-17 reporting year. 
 
Insurance paid to indemnify directors  
 
HaDSCO does not have any directors as defined by Part 3 of the Statutory 
Corporations (Liability of Directors) Act 1996. 
 

4.8. Other legal requirements  
 
Advertising 
 
In accordance with section175ZE of the Electoral Act 1907, the Office is required to 
report on expenditure incurred during the financial year in relation to advertising, 
market research, polling, direct mail and media advertising. 
 
The total expenditure for the 2016-17 reporting year was $6,179 as detailed in the 
table below: 
 

Item Total Expenditure Amount 

Advertising  $6,129 Adcorp Australia Limited $4,990 
 

Shire of Christmas Island $995 
 

Cocos(K) Islands Community 
Resource Centre 

$84 
 

IT services and supplies $60 
 

Market research 
organisations 

Nil Nil Nil 

Polling 
organisations 

Nil Nil Nil 

Direct mail  
organisations 

$50 Campaign  
Monitor 

$50 
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Compliance with Public Sector Standards 
 
The senior executive understand that strong leadership, a positive organisational 
culture and robust governance systems are all drivers of ethical behaviour, create 
opportunity for improved organisational performance and public trust and confidence. 
The administration of the Office complies with the Public Sector Standards in Human 
Resource Management and the Western Australian Public Sector Code of Ethics.  
 
At the request of the Office, the Public Sector Commission peer reviewed the Code 
of Conduct in the 2015-16 reporting year and provided feedback and comments for 
consideration. The Office committed to undertaking a full review in the 2016-17 
reporting year to ensure that all business requirements were encompassed and the 
Code of Conduct was more reflective of the current operating environment. 
 
The new Code of Conduct was introduced as part of Accountable and Ethical 
Decision Making training to ensure an enhanced understanding of the obligations 
and requirements placed upon staff as public servants. 
 
Monitoring provisions also include: 
 

 A process to ensure there are current performance management plans in place 
for all employees. 

 A quality assurance process is undertaken prior to the final decision for 
recruitment, selection and appointment. 

 The review and development of policies and procedures to ensure correct 
application in the current working environment. 
 

In the 2016-17 reporting year the following policies were updated and/or introduced: 
 

 Conflict of Interest 

 Criminal Screening 

 Flexible Work 

 Gifts, Benefits and Hospitality 

 Grievance Resolution 

 Leave Management 

 Public Interest Disclosure 

 Secondary Employment 

 Staff Learning and Development. 
 
The applications made for a breach of standards review and the corresponding 
outcomes for the reporting period are detailed in the following table: 
 

Applications for breach of standard and corresponding outcomes for  
2016-17 

Number lodged 0 

Number of breaches found 0 

Number still under review 0 
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Freedom of information 
 
The table below provides a summary of the applications finalised in the 2016-17 
reporting year. 
 

Applications 2015-16 2016-17 

New applications received during the year 1 1 

Finalised during the year 1 1 

Average time to process (days) 19 26 

Outcomes 2015-16 2016-17 

Full access 0 0 

Edited access 1 0 

Deferred access 0 0 

Section 26 Access 0 0 

Section 28 access 0 0 

Access refused 0 0 

Total decisions 1 0 

Transferred to other agencies 0 0 

Withdrawn  0 1 

Total applications 1 1 
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Record keeping plans  

 
Draft policy and procedures for records management were endorsed and a business 
classification scheme introduced to enhance record keeping for all functions in the 
2016-17 reporting year. 
 
Records management will continue to be a focus in the 2017-18 reporting year to 
ensure better practice is achieved and compliance obligations are met. In 
accordance with the State Records Commission Standard 2, Record Keeping Plans 
(Principle 6): 
 

 Records awareness training will become mandatory for all staff. 

 The records awareness training is consistent with the requirements of the record 
keeping plan. 

 The induction program will be updated to address employee’s roles and 
responsibilities with respect to record keeping.  

 
 
Disability Access and Inclusion Plan 
 
The Disability Services Act 1993 requires all state and local governments to develop 
and implement a Disability Access and Inclusion Plan (DAIP). This helps to ensure 
people with disability have the same opportunities as other people in the community 
to access services, facilities and information.  
 
We continue to commit to ensuring that people with disability, their carers and 
families have access to our services, information and facilities. Through the 
implementation of strategies and initiatives identified in the plan the desired 
outcomes that we want to achieve are: 
 

 People with disability have the same opportunities as other people to access the 
services and events that we organise. 

 People with disability have the same opportunities as other people to access the 
buildings and facilities that we use. 

 People with disability receive information from us in a format that will enable 
them to access the information as readily as other people are able to access it. 

 People with disability receive the same level and quality of service from our staff 
as other people in the community. 

 People with disability have the same opportunities as other people to make 
complaints to us. 

 People with disability have the same opportunities as other people to participate 
in any public consultation we host. 

 People with disability have the same opportunities as other people to seek 
employment, professional development and work experience with us. 

 
The following strategies were progressed in the 2016-17 reporting year: 
 

 Commenced participation and promotion of the Public Sector University Cadetship 
Program, in partnership with the JobAccess employer engagement team for 
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students with either a disability or from an Aboriginal or Torres Strait Islander 
background in their final year of an undergraduate degree. 

 Engaged with appropriate disability support services such as personal 
Occupational Therapists to assist and ensure disability-friendly workspaces and to 
accommodate adjustments required by staff with disabilities were met prior to the 
start of work, as required. 

 Undertook a joint visit with the Equal Opportunity Commission and the Working 
with Children Screening Unit, Department for Child Protection, to the Indian 
Ocean Territories to raise awareness of the Office’s services and speak to 
community members directly about concerns regarding health, disability and 
mental health services. 

 Commenced the review of the existing DAIP. 

 Continued to host the Consumer and Carer Reference Group (CCRG), which 
includes participants who represent health, disability and mental health sectors. 

 Engaged with advocacy and peak industry groups involved in providing services 
to people with disability to continue to strengthen awareness of our services.  

 Featured on a panel at the National Disability Services Individual Safeguarding 
and Complaints Forums to clarify our role in managing complaints about disability 
services.  

 

4.9. Government policy requirements  
 
Occupational Safety and Health  
 
In accordance with the Public Sector Commissioner’s Circular 2012/05: Code of 
Practice: Occupational Safety and Health in the Western Australian Public Sector, 
the Office complies with the requirements of the Occupational Safety and Health Act 
1994, the Workers Compensation and Injury Management Act 1981 and the Code of 
Practice: Occupational Safety and Health in the Western Australian Public Sector. 
 
During this reporting year the Office: 
 

 Provided ergonomic assessments for employees. 

 Engaged the services of an Employee Assistance Program. 

 Reviewed and developed the suite of policies. 

 Provided access to an influenza vaccination program. 

 Supported employees to undertake Fire Warden training. 
 

The Office is committed to providing and maintaining a safe and healthy work 
environment for all employees and will establish a new Occupational Safety and 
Health Committee in the 2017-18 reporting year. This will ensure that there is a 
shared responsibility to achieve the highest standards of occupational safety and 
health for all employees, by ensuring appropriate resources are available and 
effectively applied through a consultative process involving staff, safety and health 
representatives and managers. 
 
 
 
 



 
 
Health and Disability Services Complaints Office 2016-17 Annual Report  128  

The table below represents our annual performance in relation to the specified 
targets. 
 

Indicator 
2014-15 

Actual 
2015-16 

Actual 
2016-17 

Actual 
Target Comment 

Number of fatalities 0 0 0 0 
Target 
achieved 

Lost time injury/disease 
(LTI/D) incidence rate 

0.52% 9.52% 0 0 
Target 
achieved 

Lost time injury severity rate 0 0 0 0 
Target 
achieved 

Percentage of injured workers 
returned to work within 13 
weeks 

100% 100% 100% 

Greater 
than or 
equal to 
80% 

Target 
exceeded 

Percentage of injured workers 
returned to work within 26 
weeks 

100% 100% 100% 

Greater 
than or 
equal to 
80% 

Target 
exceeded 

Percentage of managers and 
supervisors trained in 
occupational safety, health 
and injury management 
responsibilities 

75% 75% 100% 

Greater 
than or 
equal to 
80% 

Target 
achieved 

 
Risk management 
 
The Office prioritised the review of its Risk Management Policy and Plan in the  
2016-17 reporting year. This resulted in the Corporate Executive endorsing the 
Office’s Risk Management Framework. In establishing a comprehensive framework, 
the Office ensures it can undertake activities with the knowledge that measures are 
in place to maximise the benefits and minimise the negative effect of uncertainties on 
its strategic and operational objectives. 
 
The implementation of the Office’s Risk Register in the 2017-18 reporting period, to 
record and track risks at the strategic, operational and project level, will reinforce the 
Office’s commitment to maintain and continuously improve its risk system to 
complement its strategic plan. 
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Substantive equality 
 
Substantive equality seeks to eliminate systemic forms of discrimination in the 
delivery of public sector services and to promote awareness of different needs of 
client groups. 
 
In accordance with the Equal Opportunity Act 1984 and the Public Sector 
Commissioner’s Circular 2015/01: Substantive Equality – Implementation of the 
Policy Framework (Addressing systemic discrimination in service delivery), we aim to 
make our services accessible to all people living in Western Australia and recognise 
that making a complaint can be particularly difficult for some people, due to cultural, 
linguistic and geographical challenges.   
 
In an effort to achieve this, the Office:  
 

 Enabled people to make enquiries to our Office through different mediums, such 
as over the telephone, in writing (letter or email) or in person by appointment. 

 Promoted our TTY and country toll free number in our publications and on our 
website. 

 Provided access to our publications in different formats and languages. 

 Continued to recognise that parts of our governing legislation can be difficult to 
comply with, for example the requirement that people make a reasonable attempt 
to resolve their complaint with the service provider before we progress the matter. 
We therefore exercise discretion about when this requirement should be 
enforced.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


