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VISION AUSTRALIA
CLIENT REPRESENTATIVE COUNCIL
Brief report from the meeting of the Client Representative Council held in Brisbane on August 1. 2008.

1. Staff inductions

The CRC discussed with the General Manager, Organisational Development, the need to include information about the client consultative framework in the induction programme for new staff of Vision Australia. Members were invited to submit their suggestions regarding the kind of information which should be included and the manner in which it should be presented.

2. Interview panels for staff selection

The General Manager, Organisational Development, also discussed the inclusion of client representatives in interview panels for staff selection. Vision Australia’s recruitment guidelines suggest the inclusion of a client representative on interview panels where the position involves an interface with clients of the organisation. Information about the composition of interview panels is collected under the Affirmative Action Policy. An increasing number of managers are including client representatives on interview panels, and a training workshop on recruitment is planned for the near future and will include client representatives.  CRC members were asked to forward comments to the recruitment process and Affirmative Action policy to the General Manager, Organisational Development.

3. Surveying client satisfaction

The Manager, Market Research and Development, gave an overview of surveys of client satisfaction in 2005 and 2007, and described the approach which is planned for the future. The plan is to conduct smaller, and more frequent surveys of client satisfaction, probably at 3 monthly intervals. The members of the CRC were asked for suggestions regarding important aspects of clients’ experience to include in satisfaction surveys. Among the suggestions offered were:

· waiting times for responses to enquiries

· response times for service delivery

· recognition of cultural differences in the way people respond to survey questions

· need to identify what services people are receiving when asking questions about satisfaction

· need to ask about services which clients would like but don’t receive

4. New Board members

The Chair of the Vision Australia Board reported that Renae Johnston and Tim Griffiths had recently resigned from the Board. New members of the Board are Don Fraser (from the SEDA Board following the merger between SEDA and Vision Australia) and ex-Senator Lyn Allison.

5. CEO report

There have been a number of recent changes to the Executive team. Glenda Alexander has been appointed to the permanent position of General Manager, client Services, and a new, more appropriate name is being sought for the business unit. Following the resignation of Tim Evans the position of General Manager, Business Development, has been split into two parts, General Manager, Community Information Access, and General Manager, Business Development and Planning.

Vision Australia is actively encouraging a number of research groups in Australia which are working on the development of a bionic eye, and is encouraging these groups to work co-operatively.

John Simpson has been appointed to undertake a 12 month project on the development and modernization of audiodescription services.

Key priorities at present are information access (especially funding for the digitization of library resources), employment (increased advocacy) and education (addressing inconsistencies between different states). A considerable amount of work has been done with the Victorian Department of Education regarding the relocation and future of the Burwood school.

6. Policy on support for client representatives.

Following a recommendation from the 2007 review of the client consultative framework, a draft organizational policy on support for client representatives has been developed and was circulated for comment by the CRC. The draft policy will be taken to the Executive by the general manager, Policy and Advocacy, and the CRC will be kept informed of the progress of the policy. The draft policy outlines the forms of support which the organization will undertake to provide, where necessary, to enable client representatives to undertake their work in an efficient manner.

7. Client Service Award nomination

The CRC discussed potential nominations for the 2008 Client Service Award and resolved to put one nomination forward to the selection panel for the award.

8. Moon system.

The CRC was asked to suggest what questions should be considered by Vision Australia in formulating a policy on the use, production, teaching and resource provision of the Moon system of reading.

9. CRC message board

The CRC discussed the message board on the Vision Australia website which it has developed in order to obtain input from clients on a range of issues. It was suggested that investigations be undertaken into a telephone-based system which would enable clients who do not have internet access to hear the messages and record their responses.

10. RAFT project

CRC members were concerned that the RAFT project, which has the objective of giving all Vision Australia offices the capacity to produce short documents in a variety of accessible formats, was in need of review. In particular, the current Braille production software does not produce the accepted standard of Unified English Braille, and there is a concern that the production of audio format materials should remain a focus of the project. 

11. Report from i-access ® advisory committee
The CRC approved a number of amendments to the charter of the i-access ® advisory committee, including removal of the requirement that the Chair be appointed from among the members of the CRC, and a schedule for filling positions on the committee by annual rotations.
12. Police record checks for Vision Australia volunteers

Members of the committee had sought clarification regarding whether people with police records were able to work as volunteers, and had received confirmation that each case is considered in terms of the relevance of the record to the role undertaken. Members were also informed that, in cases where volunteers were dissatisfied with the decision taken they were invited to discuss their concerns with the National Coordinator of Volunteers.
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