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Statement of Welcome and Inclusion

o n PH=

Our service welcomes Aboriginal and Torres Strait Islander people and acknowledge that

they are the traditional custodians of the land. Our service is also committed to providing

a safe and inclusive workplace and services for people of LGBTIQ+ communities and their
families.

We are fortunate to employ Advocates representing both communities and they can be
specifically requested to support clients when required.

Introduction

What is this guide for?

This guide provides you with information about Regional Disability Advocacy Service Ltd (RDAS),
the services we provide, and how we provide them.

It also includes your rights and responsibilities, how we handle your information and the actions
you can take if you have feedback (positive or negative) about your experience with our service.

Who is Regional Disability Advocacy Service?

Regional Disability Advocacy Service Ltd (RDAS) is a non-government, not-for-

profit, charitable organisation. We are funded by the Victorian and Federal ’
Governments to provide advocacy support to people with disability
throughout North-East Victoria and Southern NSW.

RDAS is a disability rights organisation. Our mission is to empower, inform
and advocate for people with disability so they can live the life they choose.

We uphold the rights of people with disability, following the United Nations
Convention on the Rights of People with Disability (CRPD).
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What is Advocacy?

Advocacy promotes, protects and supports a person’s human rights. Organisations like RDAS can
support you to make sure you are not discriminated against and are treated equally and
respectfully by others.

Advocacy is speaking or acting on someone else’s behalf to ensure that their rights are upheld.

Advocacy can be supporting one person to resolve a problem or speaking up about an issue that is
impacting many people.

We work with clients to resolve issues or concerns that they have not been able to resolve
themselves. In these situations, the goal is to achieve a positive outcome.

How do we help people with Advocacy issues?

RDAS aims to ensure all people with disability can live their best lives in the community. We do
this by:

e Providing issue-based, short-term individual advocacy to people with disability (including
their families/carers)

e Recognising the strengths of people with disability and their right to self-determination

e Helping people with disability to access information about rights, services and available
supports

e Providing education and options for people with disability about what they can do if their
rights are not respected

Who can use RDAS?

A person will be eligible for RDAS assistance if the following criteria is met:

e The person has a disability or is a carer or family member whose interests are the same as
the person with disability

e The person must reside in the region RDAS is funded to cover, noting not all Advocacy
services are available in each local government area (see RDAS website or list over page)

e The person with disability must have been treated unfairly whereby their human rights
have been violated

e Where there is no conflict of interest in RDAS Advocating for the person (refer to RDAS
Conflict of Interest Statement contained within this guide)

e The person does not display behaviour that could endanger RDAS employees

e Based on all the information/ evidence available, and a person’s willingness to obtain this
(where not available) there is a reasonable likelihood of progressing their issue.

IMPORTANT: RDAS can only help one client if they are in dispute or have an issue with another
person with disability that also requests our support.
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We cover these
local government
areas in Victoria:

Alpine Shire
Benalla Shire
Indigo Shire
Mansfield Shire
Mitchell Shire
Murrundindi Shire
Strathbogie Shire
Towong Shire
City of Wangaratta
City of Wodonga

We cover these local government areas in NSW:

AlburyCity
Balranald Shire
Berrigan Shire

Bland Shire

Carrathool Shire
Coolamon Shire
Cootamundra-Gundagai
Edward River Council
Federation Council
Greater Hume Shire
Griffith City Council
Hay Shire

Hilltops Council
Junee Shire
Leeton Shire

Lockhart Shire
Murray Shire
Murrumbidgee Shire
Narrandera Shire
Snowy Valleys Council
Temora Shire
City of Wagga Wagga
Wentworth Shire
Yass Valley Council

What we can help with and what we won’t do

When engaging with RDAS, it is important that you understand what we will and won’t do.

Short-term, issue-based advocacy for
individuals with disability

NDIS reviews and appeals

Access and rights issues relating to housing,
education and employment

Discrimination and harassment issues
Violence, abuse, neglect and exploitation
issues

Complaints about service providers and
businesses

Complaints about government departments
Challenging guardianship and/or financial
management orders

Access and rights relating to Child Protection
interventions

Make decisions for you
Provide Case Management/
Support Work

Act as a mediator

Provide counselling

Provide legal advice

Provide medical advice
Provide financial counselling
Provide recommendations for
professional services

Provide support when a client
has engaged more appropriate
or specialist services for the
same issue
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Getting help from RDAS: How it works

Step 1: Intake

You, or someone
acting on your
behalf, makes

contact with us.

YES,
IMMEDIATELY

Your issue is
allocated to an
Advocate who
makes contact

-

=

\

Our
Intake Officer
finds out the

details of
your issue.

YES,
BUT NOT YET

We contact you to
explain that your
issue will be allocated
to an Advocate as

\

J

Can we help?

—p

-~

\

Our staff have an
Allocation Meeting
every fortnight. At

this meeting, the

Intake Officer
explains your issue.

J

\

NO

Our Intake
Officer contacts
you to explain
why we cannot
help and gives

-

closed.

with you as soon as there is you advice
S00N as capacity. We keep about what to
possible. you updated every 4 do next.
) weeks. \ )
( IMPORTANT \

Once allocated, your Advocate or the Intake Officer will try to contact you on three
separate occasions, but if they can’t reach you, your request for support will be

You can initiate contact again at any time, but your request for support will need to

start with the Intake Officer again.

J
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Step 2: Working With Your Advocate

At this meeting, you and your
Your Advocate contacts you to Advocate talk about your issue and
arrange a first meeting. form an Advocacy action plan

together. Both of you sign this plan.

( Once your goals have been ( \

achieved, or all reasonable
attempts have been made to
achieve them, you both agree to

\ close your issue. \
( IMPORTANT \

All reasonable efforts will be made to achieve the stated goals in a client’s
Advocacy action plan. When an Advocate and client agree to cease the service and
close the file, the client will be sent a letter to confirm this.

You and your Advocate work
towards achieving the goals in your
Advocacy action plan.

If the client disputes this, they have 14 days to request it remains open, but it will only
remain open where there is a valid reason for doing so. The Advocacy Manager or
\ Executive Officer of RDAS will use their judgment to determine this where necessary. /
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Your Rights and Responsibilities

/1

UL

Be safe when using RDAS services
Be treated fairly and respectfully
Have your privacy protected

Be provided with all the
information you need to make your
decisions

Make your own decisions about
your goals and Advocacy support
Provide RDAS with feedback
Receive services which meet the
National Standards for Disability
Services

Access information collected by
RDAS about you in your file

You have the responsibility to:

Treat your Advocate and RDAS staff

fairly and with respect

Help your Advocate by giving them

true and accurate information

about your issue

Understand that an Advocate is not

a counsellor, lawyer, mediator,

case worker or support worker

Participate in the advocacy process

by:

- completing an Advocacy action
plan with your Advocate

- completing any agreed tasks

Attend appointments and maintain

contact
o Adhere to this service guide

Privacy and Confidentiality

RDAS recognises and respects the right of all service users to privacy, dignity and confidentiality.

We have policies and procedures that are designed to protect the confidentiality of any personal
information you share.

Your information will be stored in a secure system that is password
protected and accessed only by the appropriate employees.

RDAS’ guide to privacy, dignity and confidentiality can be accessed via the
resources tab on our website: www.rdas.org.au

If you require a paper copy of our privacy policy, please ask your Advocate.
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http://www.rdas.org.au/publications-resources

Your data

As a government funded service, RDAS is required to report
certain information about the services we provide. When we
share this information, it is done so in a way that does not
identify any of our individual service users. This is called “de-
identified” information.

It is important for RDAS to collect and report this data, as it
informs the Government of what clients are achieving by
receiving our support. We collect client/ participant data at
the beginning, during and end of service delivery.

The information we collect and report includes information
such as age, gender, disability, cultural background and
nationality.

Other types of information we collect

As part of service delivery, we will also ask for your home address, phone _@
number and/or email address.

Consent

If we need to contact another person or agency to discuss your issue, or share your information
with someone else (including auditors), we will ask for your consent first.

Mandatory reporting obligations

It is important that service users are aware that RDAS employees are required to disclose client
information to relevant child or disability service protection agencies if they have reasonable
grounds to suspect that a child or vulnerable person is at risk of harm, abuse or neglect. In such
circumstances, we do not require your consent.

Records management

Client records will be archived securely for a period of five years following a
clients cessation of services with RDAS, or where a child is being supported;
records will be archived for seven years from the time the child turns 18. Service users have the
right to request to view, or have copies of their records containing their personal information.
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Do you have feedback, a RD 1.\5
compliment or wish to make a

. . Regional Disability Advocacy Service
complaint about our service?

We welcome all feedback, both positive and negative. Feedback helps us to
assess the quality of our service delivery and informs us of any issues or
changes that may be required.

Everyone that accesses RDAS services is welcome to provide feedback, raise
concerns or make a complaint about the service they are receiving.

Service users also have the right

to have complaints and disputes

dealt with fairly, promptly, -

without judgment or retribution. You can give us feedback

in a number of ways

‘D Call us on 1800 250 292
and select option 2.

@ Send us an email at
admin@rdas.org.au

@ Fill in our webform at
I3 https://rdas.org.au/contact/
#feedback

Send a letter to PO Box 982,
Wodonga VIC 3689

If you would like a response to
your feedback or complaint, you
will need to provide your name and
contact details. You are also
welcome to provide feedback
anonymously; however, we will not
be able to inform you of any
investigations or outcomes.




If you would

prefer not to 9 External Complaint

contact us Agencies
directly, you
can getin NDIS Quality & Safeguards
Commission: 1800 035 544

touch with one . e
WWW.ndlscomm|SS|on.gov.au

of the external

complaint Complaints Resolution & Referral
agencies listed Service: 1800 880 052
here instead. www.dss.gov.au/disability-employment-
support-programs/complaints-referrals-
and-reporting

NSW Aged & Disability

Commission: 1800 628 221
www.ageingdisabilitycommission.nsw.
gov.au

I )
s Victorian Disability Services
0 K Commissioner: 1800 677 342

to complain www.odsc.vic.gov.au

Do you need an interpreter?

For people who are d/Deaf, hard of hearing or National
have speech/communication difficulty, visit the
National Relay Service website at

https://www.accesshub.gov.au/about-the-nrs. Service

) For non-English speaking or English as an
TRANSLATING Additional Language speakers, visit the

AND
INTERPRETING Translating and Interpreting Service at

SERVL https://www.tisnational.gov.au/.



https://www.accesshub.gov.au/about-the-nrs
https://www.tisnational.gov.au/

Conflict of Interest Statement

As RDAS also operates a registered NDIS Support Coordination and Plan Management business
that operates under the name of Plan & Connect, it is important that any Advocacy services we
provide to you remain independent and free from any conflicts of interest.

To ensure that there is no conflict of interest when requesting support from our organisation, we
can’t accept requests for Advocacy support when the person involved is currently being supported
by Plan & Connect.

In this situation, participants will be referred to an external Advocacy agency.

There are some extenuating circumstances when RDAS may be able to support a participant of
Plan & Connect with Advocacy assistance and further details can be found in the Advocacy,
Support Coordination and Plan Management Conflicts of Interest Management Statement which is
publicly displayed in each RDAS office and is also available via the RDAS website here:
https://rdas.org.au/wp-content/uploads/2026/06/Advocacy-Support-Coordination-PM-Conflict-
of-Interest-Statement.pdf

What services does RDAS provide?

Individual Advocacy & Appeals

Individual Advocacy is where an Advocate works with you to help you
address a human rights issue such as instances of discrimination, abuse,
neglect, manipulation or exploitation.

Your Advocate will provide support by acting alongside you or on your
behalf if appropriate.

Our Advocates can also help you to appeal decisions that are made but you do not agree with.

Self-advocacy

Self-advocacy means speaking up for yourself and your rights. We
can support you and provide training to advocate for yourself.

We run Self Advocacy Inclusive Learning Sessions (SAILS) in
various locations throughout the region to:

e Develop confidence to speak up/stand up for yourself

e C(Clearly explain your needs

S AI L S e Know your rights

self Advocacy e Make informed decisions

Inclusive Learning
Sessions
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Leadership

s PA R We are currently running a ten-session leadership

program for women with disability that have
experienced family or domestic violence.

Women's Leadership Program

Systemic advocacy

Systemic Advocacy is where RDAS works with all levels of government to make changes to laws
and policies which cause people with disability to experience issues with their rights.

Community education

RDAS staff are regularly involved in community networks to champion the rights of people with
disability. Our employees are available to:

e Facilitate and participate in community forums

e Deliver presentations at schools, TAFEs and
universities

e Deliver education and training sessions for
workplaces

e Develop newsletters and media content

Additional Information and Resources

Emergency Preparedness

RDAS provides advocacy support to people across a wide
geographical area, including those in bushfire, flood-prone regions,
and other high-risk areas. We strongly encourage clients to follow
Country Fire Authority (CFA) guidelines in Victoria or Rural Fire Service
(NSW) guidelines to prepare for emergencies and to ensure
emergency plans are in place.

Australian Red Cross provides some helpful guides and resources to
prepare for emergencies and these can be found at
https://www.redcross.org.au/prepare/.
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Become a member of RDAS

Membership of our organisation is FREE and means you can:

e vote at the Annual General Meeting

e become eligible to join the Board of Directors

e receive regular newsletters and updates from RDAS

e contribute to our efforts to advocate for the rights of all people
with disability in our area.

SCAN THE QR CODE ABOVE, OR JOIN HERE: www.rdas.org.au/about-
us/#membership

Subscribe to the Advocate RDAS
Our quarterly community newsletter is written TH E ADVOCATE

for people with disability, their families and N i
carers. Keep up to date with what RDAS is

doing, find links to news and resources of

interest, and discover events and activities
happening in our region.

SCAN THE QR CODE BELOW OR SUBSCRIBE
HERE: http://eepurl.com/irxz7s
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Regional
Disability
Advocacy
Service

L CONTACT US

Toll free:
1800 250 292

Email:
admin@rdas.org.au

Web:
www.rdas.org.au

Head office:
132 Melbourne Rd
Wodonga VIC 3690

Post:
PO Box 982
Wodonga VIC 3689




