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Choice, Voice and Control Policy 
 
1. POLICY STATEMENTS  

House Operators must provide services and supports that: 

• respect the legal and human rights of Participants,  

• enable Participants to maximise opportunities for choice, voice and control in their 

own lives, including through person-centred planning and use of an advocate or 

support person, and 

• actively promotes the genuine participation and active inclusion of Participants in 

their chosen communities, in ways that are important and meaningful to them.  

In providing these supports and services, each House Operator must also ensure it meets the 

requirements of the NDIS Quality and Safeguarding Framework.  

2. DEFINITIONS 

Advocate or support person 
The National Disability Insurance Scheme Act 2013 defines an 

independent advocate, in relation to a person with disability, to 

mean a person who: 

o is independent of the Agency, the Commission and any 

NDIS providers providing supports or services to the 

person with disability 

o provides independent advocacy for the person with 

disability, to assist the person with disability to 

exercise choice and control and to have their voice 

heard in matters that affect them 

o acts at the direction of the person with disability, 

reflecting the person with disability’s expressed 

wishes, will, preferences and rights 

o is free of relevant conflicts of interest. 

Complaint A complaint is a grievance or concern raised in relation to the 

services or supports provided by the House Operator. A complaint 

can be made either informally or formally (usually in writing to the 

House Operator Board or SILC Executive).  

Dignity of risk In the context of providing support to Participants living with 

disability, dignity of risk encompasses the right of the individual 
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Participant to make informed choices about their own lives, 

including the taking of calculated risks.  

Duty of care  A duty arising under law to exercise a reasonable standard of care 

when one person’s actions could be reasonably expected to affect 

the safety of others. 

House Operator The House Operator is a not-for-profit co-operative or other 

corporate entity, is a Corporate Member of SILC and has signed a 

House Operator Agreement with SILC.  

Human rights  Human rights referred to in this Policy constitute at minimum the 

following and further defined by the United Nations: 

o Right to equality and non-discrimination 

o Right to work and employment 

o Right to be included in the community 

o Freedom from abuse, violence and exploitation 

o Right to accessibility 

o Right to liberty and security 

o Respect for privacy    

Incident Report Form A SILC approved form for reporting incidents. 

A form template is located on the SILC website within Corporate 

Member Section. Forms are to be completed and stored by House 

Operator’s. 

Participant  Participants of the National Disability Insurance Scheme (NDIS) 

residing in a residence operated by the House Operator. 

It is understood that where a Participant is not able, 

responsibilities of the Participant may be undertaken or performed 

by their Participant Representative, in their role as either 

supported decision maker or, where more appropriate, substitute 

decision maker.  

Participant’s Representative Family member or guardian representing the Participant. 

Participation and Inclusion Participation and Inclusion is a standard of the National Disability 

Service Standards. In this context, it refers to the connection of 

people with disability with their families, friends and chosen 

communities. 

Person-centred planning  A process of continually listening and learning; focused on what is 

important to the Participant now and for the future and acting on 
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this in collaboration with their Participant Representatives, 

families, friends, advocates and carers. 

Substitute decision making  Substitute Decision Making is making a decision for someone else, 

usually with authority to do so in certain circumstances (e.g. 

medical emergencies).  

Supported decision making  Supported Decision Making is helping someone to make their own 

decisions so they can have control over the things that are 

important to them. 

 

3. MINIMUM PROCEDURES  

All House Operators must comply with the following minimum procedures:  

 

a) Recruitment, induction and training of staff 

• All recruitment and selection procedures will make specific reference to SILC’s and 

the House Operator’s values and outline expectations for staff to uphold, promote and 

respect the legal and human right rights of Participants.  

• All staff will be required to produce Police Clearance or Working with Children checks 

(mandatory when supporting Participants under the age of 18) that has been 

completed within the past 5 years before commencing employment. 

• All staff will be required to sign a Staff Code of Conduct requiring them to promote 

and respect the legal and human rights of Participants as part of their induction. 

• All staff will receive training in: 

o person-centred planning & practice,  

o promoting the legal and human rights of Participants (including the 

prevention and management of abuse and neglect),  

o the meaning and importance of genuine community participation and 

inclusion, and  

o the use of advocates or support persons (including understanding situations 

where supported and / or substitute decision making should be used).  

 

b) Person-centred planning and support 

• The House Operator must apply person-centred practices and principles to their 

support services and, to this end, ensure that: 

o each Participant and their Participant Representative is provided with 

appropriate information and support to ensure their choice and control in all 

decision-making that affects their lives.  
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o the focus of all planning is on each Participant, i.e. who they are, their unique 

strengths and interests, lifestyle preferences and support needs, along with 

their aspirations, hopes and dreams for their future. 

o where appropriate, planning and decision-making processes will involve the 

Participant’s Representative and also family members, friends and partners, 

advocates, carers and other service providers - in order to strengthen the 

Participant’s support network, social inclusion and community engagement. 

o where valuable to the Participant's choice, voice and control, the House 

Operator may wish to provide each Participant’s NDIS Plan in a format that the 

Participant or Participant’s Representative understands, e.g. plain English, 

Easy Read or audio formats.  

o each Participant has appropriate person-centred support plans that enable the 

Participant to be supported to work towards their personal goals and those 

present in their NDIS Plans (e.g. Communication profiles, behaviour support 

plans and one-page profiles), and   

o if a Participant’s individual circumstances or support needs change, the House 

Operator will coordinate with each Participant, the Participant’s 

Representative or NDIS Plan Nominee (if they have one), SILC and Support 

Coordinator (if they have one) to request a review of their NDIS Plan. 

• House Operators and staff should provide support to Participants that enables 

participation and inclusion in their communities, consistent with their person-

centred plans, communications plans, NDIS Plans, goals, interests and aspirations.  

 

c) Continual Improvement - Information, surveys, feedback and complaints  

• Participants must be provided with information (in an appropriate format, easily 

understandable to them or their Participant Representative) about their legal and 

human rights and how they can exercise these rights (including through the use of 

advocates or support persons).  

• Participants and their Participant Representative must be provided with regular 

opportunities to provide feedback about the support and other services provided by 

the House Operator (e.g. through face-to-face or phone conversations, annual reviews 

and surveys for Participants, their family members and staff), and this feedback must 

be taken into consideration by House Operators to ensure the continual improvement 

of the support and other services that they provide to Participants. House Operators 

should keep records of conversations and review meetings to allow for inclusion into 

service planning.  

• Participants and their Participant Representative must also be provided with 

information about how to make complaints or grievances about the support and other 

services provided by the House Operator, or about any possible infringement of their 
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legal or human rights, consistent with its policy on Complaints.  

• Participants and their Participant Representatives, advocates and other support 

persons must be afforded dignity and respect at all times, and must not experience 

any discrimination or negative treatment as a result of any feedback given or 

complaints or grievances made.  

 

d) Advocacy, supported decision making & substitute decision making  

• Unless the House Operator is otherwise notified of an alternative process for 

decision-making (e.g. formal appointment of a legal guardian), each Participant and 

their Participant Representative should be involved in all decisions affecting that 

Participant’s life.  

• If requested to do so, House Operators will support Participants and their 

Participant Representatives to identify and access advocacy services that will enable 

greater choice, voice and control in their lives. See: 

https://disabilityadvocacyfinder.dss.gov.au/disability/ndap/. 

• Participants wishing to use an advocate or support person should inform the House 

Operator in writing of the name of the person they authorise to act as an advocate, 

the capacity in which the person can act on their behalf and when that authority 

expires. Participants may use the SILC Authority to Act as Advocate form (as it 

appears on the SILC website in the Corporate Members section) to provide this 

information, and any such information must be stored on the Participant’s file and 

provided to SILC.  

• If a legally appointed representative is acting on behalf of a Participant, the House 

Operator must require proof of the representing authority (e.g. guardians, attorneys 

under enduring powers of attorney, agents under the Medical Treatments Act 1988, 

administrators under the Guardianship and Administration Act 1986) and this 

authority must be stored on the Participant’s file and provided to SILC.  

• House Operators must support and respect the choice of Participants in choosing an 

advocate or support person to enable supported or substitute decision making about 

important decisions that affect their lives and, to this end, ensure that:  

o the advocate or support person knows they have been nominated as an 

advocate or support person and for what purpose, 

o any identified advocate or support person is present at assessment, planning, 

review or other relevant meetings, and 

o they communicate comprehensively and work cooperatively with the 

advocate or support person in accordance with their authority to act as an 

advocate and the Participant’s wishes. 

 

 e) Duty of care and dignity of risk 
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• House Operators and Workers have a duty of care to ensure the health and safety of 

Participants in their care, however this must be balanced by consideration of dignity 

of risk. In the context of providing support to Participants living with disability, 

dignity of risk encompasses the right of the individual Participant to make informed 

choices about their own lives, including the taking of calculated risks.  

• The House Operator and staff will assist Participants to make appropriate and 

informed choices or encourage Participants to seek advice from an advocate in 

accordance with this Policy.  

• If Participants choose an activity that could bring them harm, the House Operator 

and staff should exercise their duty of care by: 

o seeking to ensure that the Participant understands the risks involved, and  

o discussing the decision with the Participant’s Representative or other 

relevant persons, and  

o keeping records of any such efforts or discussions, e.g. in Shift Reports. 

 

4. Review Procedure 

SILC policies and procedures will be reviewed every year. However, if at any time the 

legislative, policy or funding environment is so altered that this document is no longer 

appropriate in its current form, the policy and procedures will be reviewed immediately 

and amended accordingly. 
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