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This handbook has been developed to provide individuals with information about the
HomeFirst program, and how to apply.

It describes what the HomeFirst program can offer; people’s rights and responsibilities;
how the program works; and some of its limitations.

The handbook was developed in consultation with people with a disability, families,
carers, service providers, advocacy organisations and staff from Disability Services.

This handbook will not answer every question and is not meant to replace contact with
staff who can assist with more detailed answers about the program. 

The handbook is also available on the Internet at www.dhs.vic.gov.au/disability under
‘Our Publications’ link.

Using this Handbook



If you need an interpreter:

• Check which Department of Human Services Region you live in.

• Ring the Telephone Interpreting Service on 13 14 50.

• Tell the Interpreting Service what language you need.

Give the Interpreting Service the telephone number for the Department of Human
Services office for the Region you live in and ask them to connect you to the Disability
Intake and Response Worker. A list of Department of Human Services offices and phone
numbers is on pages 25–28.

Tell the Disability Intake and Response Worker you would like to speak to someone
about the HomeFirst program. Where required, an interpreter can be organised to attend
further interviews.

What if English is not my first language 
and I need an interpreter?
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If you are deaf, have a hearing impairment, or complex communication needs you
can contact:

• the National Relay Service on 13 36 77, or

• the Speech to Speech Relay Service on 1300 555 727

and ask to be connected to the Disability Intake and Response Worker at the relevant
regional Department of Human Services phone number. A list of Department of Human
Services Offices and phone numbers can be found on pages 25–28.

What if I have other communication needs?



What is HomeFirst?
HomeFirst is a program that can provide you with a range of different supports
depending on what you need.

The level of support (which has an upper limit) will be discussed with you when you
apply. The HomeFirst program can provide support to you in your home and in the
community.

The aim of the HomeFirst program is to assist you to continue living in your own home,
(which could be your family home, bungalow, caravan, rented or public housing).

The HomeFirst program may also be able to assist you to move to more independent
living arrangements. For example, if you are living in supported accommodation (for
example, a supported residential service {SRS}) the HomeFirst program might be able
to help you gain the skills or provide you with the support to move to and live in a place
where you can be more independent.

HomeFirst is funded by the Department of Human Services, Disability Services.

HomeFirst––An Overview
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What kind of support can HomeFirst provide?
HomeFirst can provide you with a range of supports and services, such as:

• Support with your personal care needs, for example, bathing and dressing.

• Assistance with going to appointments such as to the doctor, dentist or community
health service.

• Support with going out in the community, for example going to the local gym, banks,
shops or the footy.

• Assistance in your home, for example, with household tasks or cooking.

• Assistance in building and developing your skills and becoming more independent.
For example, household tasks, shopping, budgeting, paying bills, using public
transport and solving problems.



How can I get on to HomeFirst?
You may get on to HomeFirst:

• If you are aged between 6 and 64 years old

and

• If you have an acquired brain injury, a physical, sensory or intellectual disability, and
feel you need support to maintain or increase your independence

and

• If you are living in your own home, or with your family (it could be owned, rented or
shared housing)

or

• If you are moving from staffed or supported housing into your own home.

After completing an application form, (how to do this is explained in this booklet) you
will be advised whether you are eligible or not.

Do I have to have a Health Care Card to get HomeFirst?
No.

What if I’m getting or might be getting compensation?
Some people who are getting or might be getting compensation may not be eligible for
HomeFirst. Compensation can be very complicated so it’s best to apply for HomeFirst
and someone will look into your application and see if you are eligible.

Applying for HomeFirst
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Who do I contact about HomeFirst?
Contact your Regional Department of Human Services office and ask to speak to the
Disability Intake and Response Worker who will advise you how to apply.

Alternatively, a family member, your case manager, an advocate or friend may contact
the Disability Intake and Response Worker on your behalf.

Have a talk to the Disability Intake and Response Worker about what you need. Have a
think about what the program can do for you. You could write this down or record it on
tape. This may help you to sort out some of the things that you want to do.

A list of Department of Human Services Regional offices and phone numbers is on
pages 25–28.

How long will it take to get on the program?
There are limited places for the HomeFirst program. So, even if you are eligible it might
take some time to get on the program. Unfortunately, some people, even if they are
eligible, may not get on the program. This is because there are many more people
needing the program than there is funding available.



How do I apply for HomeFirst?
1. Ring your local Regional Department of Human Services office (the list is in the

back of this booklet). Ask to talk to the Disability Intake and Response Worker or
talk to your case manager if you have one.

2. Tell the Disability Intake and Response Worker you would like to apply for the
HomeFirst program. They will then let you know what to do next.

3. You will be given a time to meet the Disability Intake and Response Worker. You and
the Disability Intake and Response Worker will work out whether the program will
suit you.

4. The Disability Intake and Response Worker will assist you or your case manager to
complete any application forms required. This will get you started.

5. You may be asked to provide the Department of Human Services with details of any
relevant assessments you have had in the past. This will also help to establish the
urgency of your application.

6. All applications for HomeFirst then go to a regional Priority Panel. The panel
confidentially works out the urgency of each application.

7. When places on the HomeFirst program become available, the most urgent
applications go to another panel called the HomeFirst Selection Panel.

8. The HomeFirst Selection Panel includes people who have a disability, family
members or friends of a person with a disability, service providers and staff from
the Department of Human Services.

9. The panel confidentially decides which urgent applications will get a place on the
HomeFirst program.

10. These decisions are based on the information in each person’s application, what
funding is available and what benefits a person would get from the program
compared to others who are waiting.
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If my application is successful, what happens next?
1. You will be contacted by the HomeFirst Support Coordinator who will help you sort

out how the program will work for you.

2. The HomeFirst Support Coordinator is employed by the Department of Human
Services. What they do is explained on page 11.

3. The HomeFirst Support Coordinator will work with you (and other people you may
choose, for example a family member) to develop a HomeFirst Support Plan.

4. The HomeFirst Support Coordinator may also organise an assessment of any
specialised needs, for example to find out if you need some aids or equipment. An
independent person who has experience in this area will do this assessment.

5. As soon as the Support Plan is worked out, the HomeFirst Support Coordinator can
assist you to choose a service provider.



How is my program worked out?
Not everyone will get the same level of support each week. Some people may only need
a small amount of support, while others might need a greater amount. If people need
more support than a full HomeFirst package can provide, the extra support would have
to be found from another source. If this is still not enough, HomeFirst may not be a
suitable program. 

You, the HomeFirst Support Coordinator, and anyone else you think might need to be
involved, will get together to work out a program (Support Plan). The Support Plan is
about developing a program that suits you and is specially tailored for your needs.

You will then choose your service provider. The HomeFirst Support Coordinator will
advise you of who is available. 

You, the HomeFirst Support Coordinator, the service provider and anyone else you think
might need to be involved, will then get together to work out the details of the Support
Plan and when it will start.

Once your HomeFirst program has started, the HomeFirst Support Coordinator will
contact you to make sure things are working out.

If you have any problems with the program, your service provider and the HomeFirst
Support Coordinator can help you sort these out.

What is a service provider and what do they do?
The service provider is a very important part of the HomeFirst program. The service
provider is an organisation that the Department of Human Services funds to provide you
with support. The service provider is required to meet strict guidelines so that you can
get a high quality service.

How HomeFirst Works
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They provide you with the day-to-day support that has been identified in your Support
Plan. This includes things like:

• Making sure that the program is working for you.

• Recruiting and training workers.

• Matching workers with you.

• Rostering workers.

• Making changes to your program that you need, or changes that are requested
by you.

• Working together with you and the HomeFirst Support Coordinator.

• Working with you to try to solve any problems.

The service provider will usually have someone employed who will be your day-to-day
contact person.

What is a Support Coordinator?
The HomeFirst Support Coordinator is there to ensure that your HomeFirst program best
meets your needs, and to refer you to other services or supports where needed. If you
have a case manager, it is their role to assist you with other supports.

Other things they can do include:

• Organise assessment and support planning.

• Work out the level of support.

• Develop the Support Plan with you and others.

• Monitor the Support Plan.

• Undertake reviews.



• Provide you with information about the service providers in your area.

• Help you to select a service provider.

• Give you information and refer you to other services.

• Help you with any difficulties you have with the program or with your service provider.

The HomeFirst Support Coordinator will work closely with your service provider to make
sure the support you get is what you need.

What if I have a case manager?
The HomeFirst Support Coordinator is not expected to take over the role of your case
manager. The Support Coordinator will include your case manager in the planning
process and will continue to monitor your program. However, your case manager will be
expected to continue to work with you.

What if I need a case manager?
The Support Coordinator or Disability Intake and Response Worker will refer you for case
management if required.

What happens if I am getting support from other programs?
Because there are limited resources, HomeFirst can work with other programs where
resources permit. For example, if you are receiving some support from a Linkages
program or from your Local Government Home and Community Care (HACC) service,
you, the HomeFirst Support Coordinator (and anyone else you wish to be involved) may
need to discuss and negotiate that support continuing. However, there can be no
guarantee that it will. 
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What if I need extra support and I want to pay for it?
If you require additional support and are on the maximum HomeFirst package, or if you
are waiting for additional HomeFirst support you may choose to independently arrange
extra support. This extra support is considered separate to HomeFirst. 

Where is HomeFirst provided?
HomeFirst is provided in or from your home. This will depend on the Support Plan that
has been developed.

• Some of the program might be in your home if you need assistance with household
tasks or personal care.

• Some of the program might be out in the community, for example going to a local
gym, the shops or other activities.

Will I have to pay anything?
Generally not. However, this will depend on your Support Plan and what activities are
involved. For example, if you are going out with a worker to the footy then there will be
costs for travel and entrance (both for you and the worker). How this is paid for will be
worked out in your Support Plan. It will generally be expected that you pay for your
own costs.

Will I always get the same level of support?
One of the aims of HomeFirst is to assist people to become more independent and to
develop their skills. Where this is the case, the level of support that is provided under
HomeFirst may reduce when people become more independent (following a review).
This will also give other people a chance to get on the program. 



On the other hand, if your needs increase, depending on funding being available, you
may apply to the Department of Human Services for some extra support, either for a
short period of time or long term, depending on your situation. However, if you need
more support, there is no guarantee that the funding will be available.

Is my Support Plan reviewed?
After three months, the HomeFirst Support Coordinator will contact you about a formal
review of your Support Plan. This is to make sure the program is meeting your needs,
and to make any changes to it that are needed.

A formal review will then happen every 12 months. You may have anyone you wish at
this review, for example a family member or advocate.

The aims of these 12-monthly reviews are to:

• Make sure you are getting the level of support you need.

• Make sure that the program is working for you.

• Make any changes needed to the program to make it work better for you.

I want to change my program. What do I do?
Talk to either your service provider or the HomeFirst Support Coordinator. They will try to
assist you with any changes that may be required.

You can ask the HomeFirst Support Coordinator for your program to be formally
reviewed if you think that is necessary. Your service provider and anyone else you want
should be involved.

14 HomeFirst: Information Handbook



HomeFirst: Information Handbook 15

How do I choose a HomeFirst service provider?
All HomeFirst service providers have to meet certain criteria and be approved by the
Department of Human Services. This is because the Department of Human Services
has a responsibility to make sure the service you get is of a high quality.

The HomeFirst Support Coordinator will assist you in choosing a service provider by
giving you information about the approved service providers who are available in your
area. Service providers will also be able to provide you with information about the
services they can provide.

I want to change my service provider. How do I do this?
If you would like to change your service provider, you should let them know first and talk
to them about the reason. Also, talk to the HomeFirst Support Coordinator about this.

You will need to give a reasonable amount of notice to your current service provider. The
sooner the better, but the minimum should be between two and four weeks.

This might sound like it’s a long time, but as your service provider has a commitment
to your workers and will need to find them new work it is important that they have
fair notice.

This will also then allow enough time for your new service provider to make sure they
can implement your Support Plan smoothly.

There may be times when you are not able to give this sort of notice, but it’s best if you
talk to the service provider, the HomeFirst Support Coordinator, a family member or
advocate about this.



Extra support (Discretionary support) 
The HomeFirst Program may be able to provide some extra support to you (called
discretionary support) on a temporary basis. In most instances, you will need to
negotiate with your service provider in advance about any extra support that may be
available through discretionary support.

You may be able to receive some extra support on a temporary basis:

• If you are ill and need more than your usual support for a limited time.

• If your permanent carer (if you have one) is ill and unable to provide their normal level
of assistance.

• If workers require particular training to meet your individual needs.

• If you need some extra short term assistance and there is no other funding available.

Combining HomeFirst support
If you are living with or near other people who also receive HomeFirst, you may be able
to combine your HomeFirst support with them if it better suits you and the others.

Everyone involved must agree to this. You may decide to talk this arrangement over with
an independent person such as an advocate.

If this situation doesn’t work out for any reason, you can organise to have your program
reviewed and changed by talking to the HomeFirst Support Coordinator.
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Saving support
Usually your support will be used each week. However, you may wish to save a part of
your weekly support and use it at a later date. If you wish to save some of your support,
you will first need to organise this with the HomeFirst Support Coordinator and your
service provider. An example of how saved support can be used is:

• To provide support to you while you are on a holiday.

What happens if I move to another area?
If you move to another area in a different Department of Human Services Region, your
funding for the HomeFirst program will move with you.

You should give as much notice to the HomeFirst Support Coordinator as you can. This
is important because some service providers may only provide support in particular
areas. If this is the case, you may have to choose another service provider. The
HomeFirst Support Coordinator will assist you with this.

When you have moved, the HomeFirst Support Coordinator will try to make sure there is
no delay to the support starting.



Many of us find it difficult to speak up if we think something is wrong. But the more
people who do, the easier it will be for others.

It is important if you have a concern or complaint that it is heard and something is done
to resolve it. It is your right.

I have a problem with my service provider. What should I do?
Every service provider under the HomeFirst program must have a complaints policy.

The service provider is required to give you a copy of this policy in a way you
understand when you start on the program.

It’s best to start where the problem is. For example, if the problem is with a worker, talk
to that worker. Tell them how or what you feel and try to get them to understand.

If you can’t resolve the issue at this point, or aren’t confident about raising the issue,
have a look at the complaint policy and work out who you should talk to.

If you don’t feel comfortable with this, try to speak to a friend, family member or an
advocate about how or whether they can help you to make your concerns known.

Follow your service provider’s complaint policy.

You can also speak to the HomeFirst Support Coordinator who will be able to give you
some advice about the best way to deal with the issue.

Complaints

18 HomeFirst: Information Handbook



HomeFirst: Information Handbook 19

I have a problem with the Department of Human Services.
What should I do?
Your Regional Department of Human Services office has a complaints process. When
you receive a service from the Department of Human Services you are required to be
given a copy of the complaints process in a format that you understand. This might
differ slightly from Region to Region. The complaints process should clearly indicate
whom within the Department of Human Services you should discuss your complaint
with, and the steps that you need to take to have your complaint heard.

Once again though, it’s best to start where the problem is. If it’s with a worker, try to
talk to them and get the problem resolved.

Where you have a complaint it is your right to involve a family member, friend or
an advocate.



Sometimes people need someone to assist them to get their point across. Sometimes
people use family members to help them do this.

An advocate may be able to assist you with information and support if you are having
problems with the Department of Human Services or a service provider, or if you think
you are being discriminated against.

There are organisations that provide advocacy and have staff who are trained
advocates. The names and contact numbers of those organisations are on
pages 28–38.

Some of these organisations deal only with a particular disability area. For example,
Headway Victoria provides advocacy for people with an acquired brain injury. So, check
with them first.

Using an advocate 
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HomeFirst––What are my rights?
The Department of Human Services has developed a set of standards (the Victorian
Standards for Disability Services), which are the minimum level at which Disability
funded services should operate. A Plain English copy of the standards is included on
pages 39–41 for your information. These standards also guide how HomeFirst services
are provided. 

In relation to the HomeFirst program, the following rights apply:

• You (and your family, advocate and/or other people of your choosing) must be
involved in the development and review of your Support Plan.

• You have a right to receive a copy of your Support Plan, once it is finalised, in a
format that you can understand.

• You should expect a responsive service that is based around your individual needs
(within the available resources).

• You have a choice of approved service providers.

• You should expect the least amount of changes possible in the staff who work
with you.

• You have a right to expect a minimum number of support workers required to provide
the services in your Support Plan.

• Your privacy (that means private matters should not be discussed with other
people without your permission) and dignity must be respected by staff involved with
the program.

• You must be provided with clear complaints procedures associated with the program.

My Rights and Responsibilities



What am I expected to do? What are my responsibilities?
• It is your responsibility to provide information that will help the HomeFirst

Support Coordinator and service provider to develop a Support Plan with you to
meet your needs.

• You must accept responsibility for the consequences of your decisions.

• You should treat staff with the same respect and dignity that should be shown to you.

• You must advise the HomeFirst Support Coordinator, your service provider or direct
support worker of any changes that may affect your HomeFirst program.

To help ensure that your privacy and dignity is maintained in your home, it is a good
idea for you to let your workers know what your ‘house rules’ are. For example, do they
need to bring their own tea or coffee? These things might seem small, but they can
cause problems if they are not made clear right from the start.
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Under Occupational Health and Safety Law, workers have certain rights. This includes
their safety in people’s homes and in the community.

The service provider that you choose is required by law to carry out a safety
assessment to make sure that workers are not exposed to things that could put them at
risk. For example, a worker (or you) should not be placed at risk because of faulty or
worn cords on electrical equipment.

Workers also need to take proper care of their backs when transferring or lifting
someone, and may need to use lifting or transferring devices.

Another problem for workers and service providers is smoking. Being exposed to
passive smoking (which means where a person is exposed to another person who is
smoking) has caused many problems. If you smoke, some compromises may have to be
reached to protect your workers from passive smoking. The HomeFirst Support
Coordinator or your case manager and the service provider should be involved to help in
sorting out these issues.

Remember, if something is a potential risk to a worker, it could be a potential risk
to you.

Safety in the home and the community



We hope that your HomeFirst program will meet your needs. As with any other program,
HomeFirst is developing, and will continue to develop, with feedback from you. The
Department of Human Services wants to make sure that people with a disability can live
and participate in the community with appropriate support. HomeFirst is one of the
ways to get there.

We would also like to extend our thanks and appreciation to those individuals and
organisations that assisted in the development of this handbook.

Finally…
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Department of Human Services Regional Offices 
The following phone, fax and TTY numbers provide direct access to the Disability Intake
and Response Worker in each region. Once you are allocated a HomeFirst package, the
HomeFirst Support Coordinator will give you their direct number for contact about your
HomeFirst program.

Eastern Metropolitan Region
883 Whitehorse Road, Box Hill 3128

Phone: (03) 9843 6312
Fax: (03) 9843 6575
TTY: (03) 9843 6638
Email: Eastern.Disability@dhs.vic.gov.au

(Local Government Areas of Boroondara, Whitehorse, Monash, Manningham,
Maroondah, Knox and Yarra Ranges)

Northern Metropolitan Region 
145 Smith Street, Fitzroy 3065

Phone: (03) 9412 2741
Fax: (03) 9412 5466
TTY: (03) 9412 2647
Email: Northern.Disability@dhs.vic.gov.au

(Local Government Areas of Yarra, Banyule, Darebin, Moreland, Nillumbik, Whittlesea,
Hume)

Contacts



Southern Metropolitan Region
122 Thomas Street, Dandenong 3175

Phone: 1300 131 079
Fax: (03) 9585 1590
Email: Southern.Disability@dhs.vic.gov.au

(Local Government Areas of Port Phillip, Stonnington, Glen Eira, Bayside, Kingston,
Greater Dandenong, Frankston, Casey, Mornington Peninsula, Cardinia)

Western Metropolitan Region
71 Moreland Street (Cnr Napier Street), Footscray 3011

Phone: 1300 360 462
Fax: (03) 9275 7240
TTY: (03) 9689 2369
Email: Western.Disability@dhs.vic.gov.au

(Local Government Areas of Melbourne, Hobsons Bay, Maribyrnong, Moonee Valley,
Brimbank, Melton, Wyndham)

Barwon South-West Region
State Government Offices
2nd Floor, Corner Little Malop & Fenwick Streets, Geelong 3220

Phone: 1800 675 132
Fax: (03) 5226 4566
Email: Barwon.Disability@dhs.vic.gov.au

(Local Government Areas of Greater Geelong, Queenscliffe, Surf Coast, Colac-Otway,
Corangamite, Moyne, Warrnambool, Southern Grampians, Glenelg)
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Gippsland Region
64 Church St, Traralgon 3844

Phone: (03) 5136 2474
Fax: (03) 5136 2411
Email: Gippsland.Disability@dhs.vic.gov.au

(Local Government Areas of Bass Coast, South Gippsland, Baw Baw, LaTrobe,
Wellington, East Gippsland)

Grampians Region
State Government Offices
Corner Mair & Doveton Streets, Ballarat 3350

Phone: 1800 670 143
Fax: (03) 5333 6505
TTY: (03) 5333 6815
Email: Grampians.Disability@dhs.vic.gov.au

(Local Government Areas of Golden Plains, Moorabool, Hepburn, Ballarat, Pyrenees,
Ararat, Northern Grampians, Horsham, West Wimmera, Hindmarsh, Yarriambiack)

Hume
74 Ovens Street, Wangaratta 3677

Phone: 1300 650 152
Fax: (03) 5722 0577
TTY: (03) 5722 0623
Email: Hume.Disability@dhs.vic.gov.au

(Local Government Areas of Mitchell, Murrindindi, Strathbogie, Delatite, Shepparton,
Milawa, Alpine, Towong, Indigo, Wodonga, Moira)



Loddon Mallee
37 Rowan Street, Bendigo 3552

Phone: 1800 229 822
Fax: (03) 5430 2302
Email: Loddon.Disability@dhs.vic.gov.au

(Local Government Areas of Macedon Ranges, Mt Alexander, Central Goldfields, Greater
Bendigo, Loddon, Campaspe, Gannawarra, Buloke, Swan Hill, Mildura)

Statewide and Specialist Advocacy Services
Please note that this list is not exhaustive. Wherever possible we have tried to include
all advocacy services throughout Victoria. However, if an advocacy service has been
omitted please contact the Department of Human Services (Head Office) on telephone
(03) 9616 7777 and ask to speak to a staff member from the Disability Services
Division, Disability Support Team.

Action for Community Living

179 High St, Northcote 3070

Phone: (03) 9489 2999
TTY: (03) 9489 1179
Email: acl@advocacyhouse.org
Internet: http://www.advocacyhouse.org

Works on support service issues for people with disabilities and provides group
advocacy in the areas of education, employment, recreation, housing and access to
goods and services.
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Action for More Independence and Dignity in Accommodation (AMIDA)

First Floor, Ross House, 247 Flinders Lane, Melbourne 3000

Phone: (03) 9650 2722
Email: amida@infoxchange.net.au
Internet: http://www.infoxchange.net.au/AMIDA/

Provides advocacy, information, support and campaigning for people with disabilities in
the area of housing and tenancy issues.

Action on Disabilities within Ethnic Communities (ADEC)

13 Munro St, Coburg 3058

Phone: (03) 9383 5566
Email: info@adec.org.au
Internet: http://www.adec.org.au

Advocacy for people with disabilities from a non-English speaking background.

Association for Children with a Disability

590 Orrong Rd, Armadale 3143

Phone: (03) 9500 1232
Email: mail@acd.org.au
Internet: http://www.acd.org.au

Assists families of children (aged 0–18 years) with a disability with information, support
and advocacy.



Blind Citizens Australia

87 High St, Prahran 3181

Phone: (03) 9521 3433
TTY: (03) 9521 1200
Email: bca@bca.org.au
Internet: http://www.bca.org.au

Advocacy to people with a vision impairment.

Communication Aid User Society Inc. (CAUS)

269 Centre Rd, Bentleigh 3204

Phone: (03) 9557 5551
TTY: (03) 9557 5590
Email: causinc@bigpond.com
Internet: http://www.users.bigpond.com/causinc

Provides advocacy and information for carers and families of people who have
communication or speech difficulties.

Disability Discrimination Legal Service Inc.

1st floor, 212 King St, Melbourne 3000

Phone: (03) 9602 4877
TTY: (03) 9602 4135
Email: info@ddls.org.au
Internet: http://www.ddls.org.au

Provides legal advice and assistance to people affected by the Disability Discrimination
Act who are making a complaint.
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Disability Employment Action Centre Inc. (DEAC)

Level 8/55 Swanson St, Melbourne 3000

Phone: (03) 9650 2533
TTY: (03) 9650 9229
Email: deac@deac.org.au
Internet: http://www.deac.org.au

Run by people with disabilities and provides advocacy for people with a disability who
have been discriminated against in the areas of employment, education and training.

Disability Justice Advocacy

266 Johnston St, Abbotsford 3067

Phone: (03) 9416 3488
TTY: (03) 9416 3491
Email: info@justadvocacy.com

Provides advocacy to people who have higher support needs associated with physical
disability.

Disability Rights Victoria

Systemic Advocacy

179 High St, Northcote 3070

Phone: (03) 9489 2999
(TTY) (03) 9489 1179
Email: drvic@advocacyhouse.org
Internet: http://www.advocacyhouse.org



Individual Advocacy

Disability Resources Centre
266 Johnston St, Abbotsford 3067

Phone: (03) 9417 3211
Email: drcinc@connexus.net.au

Provides individual advocacy, information and support to people with physical and
multiple disabilities via a network of advocates located across Victoria.

Headway Victoria

2nd floor, 212 King St, Melbourne 3000

Phone: (03) 9642 2411
Email: mail@headwayvictoria.org.au
Internet: http://www.headwayvictoria.org.au

Provides advocacy and information for people with acquired brain injury and their
families and carers.

Office of the Public Advocate

5th floor, 436 Lonsdale St, Melbourne 3000

Phone: (03) 9603 9500
TTY: (03) 9603 9259
Email: publicadvocate@justice.vic.gov.au
Internet: www.publicadvocate.vic.gov.au

Provides advocacy for people with a disability who are being abused or neglected, or
where no other advocacy is available.
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STAR Victoria Inc.

Ross House, 2nd floor, 247 Flinders Lane, Melbourne 3000

Phone: (03) 9650 2730
Email: starvic@infoxchange.net.au

Provides advocacy and support for people with an intellectual disability, and their
families.

Victorian Advocacy League for Individuals with a Disability (VALID)

235 Napier St, Fitzroy 3065

Phone: (03) 9416 4003
Email: viccid@dice.org.au
Internet: http://valid.org.au

Provides information and advocacy support to people with intellectual disabilities, their
families, carers and advocates.

Victorian Council of Deaf People Inc.

595 St Kilda Rd, Melbourne 3000

(TTY): (03) 9521 2466
Voice: 133677 & quote TTY number
Email: info@vcod.com.au  

or
admin@vcod.com.au

Internet: http://www.vcod.com.au

Serves as an advocate on behalf of the deaf community.



Victorian Network on Recreation & Disability (VICNORD)

179 High St, Northcote 3070

Phone: (03) 9489 2999
Email: vicnord@advocacyhouse.org
Internet: http://www.advocacyhouse.org

Statewide advocacy and information service around recreation issues for people with
disabilities.

Victorian Women with Disabilities Network

Phone: (03) 9489 2999 (Mon–Wed)

Statewide consumer advocacy service for women with disabilities.

Villamanta Legal Service

6 Villamanta St, Geelong West 3218

Phone: (03) 5229 2925
TTY: 1800 014 333
Email: legal@villamanta.org.au
Internet: http://www.villamanta.org.au

Statewide Community Legal Service that specialises in disability-related issues, in
particular those that affect people who have an intellectual disability.
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Metropolitan Advocacy Services

Northern

North East Citizen Advocacy

208 Burgundy St, Heidelberg 3084

Phone: (03) 9459 6002
Email: neca@citizenadvocacy.com.au

Citizen Advocacy Sunbury and Districts

5/36 Macedon St, Sunbury 3429

Phone: (03) 9744 7378
Email: casunbury@hotkey.net.au

Eastern

Citizen Advocacy Inner East

11 Strathalbyn St, Kew East 3102

Phone: (03) 9859 9421
Email: citadvoc@vicnet.net.au

Citizen Advocacy Outer Eastern

17 Greenwood Ave, Ringwood 3134

Phone: (03) 9879 5206

Western

Citizen Advocacy Western Region

19 Hall St, Newport 3015

Phone: (03) 9398 0846



Southern

Southern Citizen Advocacy Inc

269 Centre Rd, Bentleigh 3204
(Mailing address: PO Box 161, Bentleigh 3204)

Phone: (03) 9576 5455
Email: sca@alphalink.com.au

Westernport Speaking Out

6/44 Beach St, Frankston 3199

Phone: (03) 9770 1710
Email: wpso@vicnet.net.au

Rural Advocacy Services

Loddon Mallee

Regional Information and Advocacy Council

127 Mitchell St, Bendigo 3550

Phone: (03) 5443 0550
Email: cdbend@vicnet.net.au

Regional Information and Advocacy Council

46 Lemon Ave, Mildura

Phone: (03) 5023 6998

Regional Information and Advocacy Council

369 Campbell St, Swan Hill 3585

Phone: (03) 5032 0082
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Barwon South West

Colac/Otway Region Advocacy Service

50 Rae St, Colac 3250

Phone: (03) 5232 1009
Email: coras@primus.com.au

Southwest Advocacy Inc.

31 Princess St, Warrnambool 3280

Phone: (03) 5561 4584
Email: swaa@standard.net.au

Disability Rights and Advocacy Service Barwon Region

38 Myers St, Geelong 3220

Phone: (03) 5221 8033
Email: drasbr@bigpond.com

Barwon Disability Resource Council

48 McKillop St, Geelong 3220

Phone: (03) 5221 8011
Email: eo@bdrc.org.au

Grampians

Grampians Disability Advocacy Association

Shop 2, 32 Tuson St, Ararat 3377

Phone: (03) 5352 2722
Email: asas@netconnect.com.au



Gippsland

Gippsland Disability Resource Council

42–44 Fowler St, Moe 3825

Phone: (03) 5127 9171
TTY: (03) 5126 1209
Email: gdrc@net-tech.com.au

Gippsland Citizen Advocacy

19d Collins St, Morwell 3840

Phone: (03) 5133 9440
Email: gca@netspace.net.au

Westernport Speaking Out

6/44 Beach St, Frankston 3199

Phone: (03) 9770 1710
Email: wpso@vicnet.net.au

Hume

Regional Information and Advocacy Council

93 Nixon St, Shepparton 3630

Phone: (03) 5822 1944
Email: admin@riac.org.au

Disability Advocacy and Information Service

20 Stanley St, Wodonga 3690

Phone: (02) 6056 2420
Email: admin@disability-advocacy.com.au

Disability Advocacy and Information Service

39 Ovens St, Wangaratta 3677

Phone: (02) 6056 2420
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What is a standard?
A standard:

• Measures how good something is.

• Tells you what you can expect from a service.

• Tells you what you expect to get from a service and how you should be treated.

• Sets out rules for Disability Services.

The Victorian Standards for Disability Services are:

1. Service Access

2. Individual Needs

3. Decision-Making and Choice

4. Privacy, Dignity and Confidentiality

5. Participation and Integration

6. Valued Status

7. Complaints and Disputes

8. Service Management

9. Freedom from Abuse and Neglect

Standard 1––Service Access
• “Each client seeking a service has access to a service on the basis of relative need

and available resources.”

– Services being there for the people who need them most.

– Making sure that people get the services they need.

Victorian Standards for Disability Services



Standard 2––Individual Need
• “Each client receives a service which is designed to meet, in the least restrictive way

his or her individual needs and personal goals.”

– Everyone who uses the service getting help from staff to learn and do the things
they really want and need.

Standard 3––Decision Making and Choice
• “Each client has the opportunity to participate as fully as possible in making

decisions about the events and activities of his or her daily life in relation to the
services he/she receives.”

– Everyone using the service being able to have a say about the things they want
and how the service is run, and having staff and management listen.

Standard 4––Privacy, Dignity and Confidentiality
• “Each client’s right to privacy, dignity and confidentiality in all aspects of his or her

life is recognised and respected.”

– Everyone using the service having the right to be treated with respect, and the
staff and management keeping information about everyone private.

Standard 5––Participation and Integration
• “Each client is supported and encouraged to participate in the life of the community.”

– The service helping everyone using the service to go out into their local
community, meet other people, and do the same things others do.
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Standard 6––Valued Status
• “Each client has the opportunity to develop and maintain skills and to participate in

activities that enable him or her to achieve valued roles in the community.”

– Staff and management treating you as an adult and giving you the help to do the
same things that other people do in the community.

Standard 7––Complaints and Disputes
• “Each client is free to raise and have resolved, any complaints or disputes he or she

may have regarding a service.”

– Everyone who uses the service having the right to speak out about any problems
they may have with the service, and staff and management listening and sorting
out the problems.

Standard 8––Service Management
• “Each service provider adopts sound management practices which maximise

outcomes for clients.”

– Services running well and making sure that everything that staff do, and the money
that is spent helps everyone using the service as much as possible.

Standard 9––Freedom from Abuse and Neglect
• “Each client has the right to be free from physical, sexual, verbal, and emotional

abuse and neglect.”

– Everyone using the service is always safe and well cared for by the staff and
management of the service.



Name of Support Coordinator:

Address:

Telephone: 

Email: 

Name of Service Provider: 

Address: 

Telephone: 

Email: 

Name of Case Manager: 

Address: 

Telephone: 

Email: 

HomeFirst Contacts
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Address: 
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Address: 
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Other Contacts
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