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VISABILITY (LTD) 

DECISION-MAKING AND CHOICE 
POLICY AND PROCEDURE 

 
POLICY 
 
1.0 INTRODUCTION 

The purpose of this policy is to ensure that VisAbility clients have the 
opportunity to participate as fully as possible in making decisions about 
the services they receive in order to achieve their own, individual 
outcomes.  
 
The policy has been framed around Standard 1 – Rights, Standard 2 – 
Participation and Inclusion and Standard 3 – Individual Outcomes of 
the National Standards for Disability Services (2014); Standard 2 – 
Appropriate Access and Service Delivery and Standard 3 – Service 
User Rights and Responsibilities of the Home Care Standards. It 
applies to all of VisAbility’s programmes and activities. Standard 1 
 

2.0 STATEMENT 
VisAbility is committed to ensuring that all of its clients exercise 
maximum choice and control over their lives via their own involvement, 
and that of their family, friends, carers and / or advocates, in service 
planning, delivery and review.  
 
It will achieve this by delivering services that are person-centred, giving 
individuals influence over decisions that affect them so that outcomes 
are tailored to their unique strengths and needs. 
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To be reviewed in three years 

First Adopted 2001 Reviewed: 2004, 2007, 2015 
 

 
 
PROCEDURE 
 
1.0 INTRODUCTION 

The following procedures enable VisAbility to meet its policy objective 
of delivering a person-centred service model ensuring that its clients 
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have primary involvement in, and influence over, decisions that affect 
them. 

 
2.0 PROGRAMS AND SERVICES 

VisAbility will: 
2.1 Structure its programs and services to be flexible and 

responsive to the individual needs and preferences of its clients. 
 

2.2 Provide its clients with updated information about its full range of 
services. 

 
2.3 Continuously explore new service delivery options within the 

constraints of available resources. 
 
2.4 Work with other organisations in order to broaden and expand 

service opportunities that will enable its clients to achieve 
outcome objectives.  

 
3.0 INDIVIDUAL SERVICE PLANS 

VisAbility will -  
3.1 Involve clients with their family, friends and / or carers as 

appropriate, in the development of their individual service plan 
and invite them to state their preferences with respect to the 
services that they would like to receive. 

 
3.2 Make every effort to accommodate within each individual service 

plan, the client’s service preferences and choices, responding to 
cultural needs and diversity factors as required, for the 
achievement of their individual outcomes. 

 
3.3 Ensure operational mechanisms exist for the individual service 

plans to be monitored, reviewed and amended at scheduled 
intervals and also as needed.  

 
3.4 Make individual service plans available to clients in their 

preferred format and language. 
 
4.0 CLIENT INVOLVEMENT 

4.1 Involve clients in VisAbility’s broader, strategic planning 
activities. 

 
4.2 Involve clients in the development of VisAbility’s service policies 

and procedures. Some examples of the ways in which VisAbility 
clients can participate are by -  
4.2.1 becoming members of the organisation and exercising 

voting rights at Annual and Special General Meetings  
4.2.2 standing for election to a position on the Board of 

Directors, at least two of which are designated specifically 
for people who are blind or vision impaired 
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4.2.3 submitting an expression of interest in becoming a 
member of the Consumer Advisory Committee 
(comprised entirely of clients) 

4.2.4 participating, if a Guide Dog owner, in the Guide Dog 
User’s Group 

4.2.5 utilising VisAbility’s formal service-related feedback 
systems e.g. feedback line Tel: (08) 9311 8219  

4.2.6 making suggestions via the Quality Service Improvement 
suggestion process 

4.2.7 providing feedback, when invited, via specific client 
surveys, focus group activities and individual 
consultations undertaken during the formulation of new 
policies or planned events. 

 
 


