[image: image1.jpg]e ¢ Vision
o0 australia

blindness and low vision services




Brief report from Client Representative Council Meeting
May 9, 2008.
1 Welcome to new members.

The Chair welcomed 2 new members of the Council. Bob Claffey is the newly elected representative from Region 1, replacing Val Simpson who had resigned since the February meeting.

Bill Jolley had been appointed to the Council according to a clause in the Heads of Agreement with Seeing Eye Dogs Australia. Bill tendered his apologies for the meeting, as he was attending meetings in Geneva.

2 Presentation on National Contact Centre.

John Gow (Change Manager, NCC), David Brant (client representative) and Minh Nguyen (Manager, NCC) attended the meeting to provide members with an update on the NCC. They reported that the project had now moved beyond the planning stage into the implementation phase. The current focus was on presenting information to Vision Australia staff and answering their questions and concerns. Following this, a similar exercise would be undertaken with clients of the organisation.

David Brant, who has represented the CRC on the steering group for the project, said that the new contact arrangements would require clients to make changes, but that he believed that overall the advantages of the new arrangements would outweigh any disadvantages.

In response to questions about client confidentiality, assurances were given that strict protocols would be in place regarding confidentiality of client details and records.
3 Development of peer support programme.

Margaret Noonan (Regional Manager, Client Services) gave a presentation on planning for an organisation-wide peer support programme. A design team had been working for some time, and feedback was being sought from the CRC. The development of the programme had taken into account the need to give a clear definition to the role of peer support volunteers, and peer support would extend to family members as well as clients. 
Bob Deayton has taken on the CRC portfolio for peer support, and will be the contact point between the CRC and the design team.

4 Direction and priorities for development of client services.

Glenda Alexander, Interim General Manager, Client Services, attended the meeting to discuss with the CRC her role in prioritising and planning the services to be delivered to clients of the organisation. She emphasised that it is vital that Vision Australia define the core services which it plans to deliver in the immediate future, and asked for the CRC’s suggestions regarding what these core elements might be. Feedback from the CRC included the following:

· library services
· equipment solutions

· assistive technology training and support, both for children and for older adults

· peer support

· independent living skills

· support for family members

· communication skills such as Braille and Moon

· employment services, including voluntary work

· recreation services

· equality of services across all groups and areas

· some residential training

The CRC was also asked to consider how Vision Australia might partner with other organisations in order to extract more value from existing resources.

5 Report from CEO.

In response to a number of questions and comments earlier in the discussion, the CEO discussed whether Vision Australia was expanding too rapidly, taking on too much and running out of resources. Expansion has been rapid, and there is now a definite need for consolidation. Vision Australia is not running out of resources, but the Board has been clear that any future close relations with other organisations will need to be supported by strengthened income streams. Demand for services always exceeds resources, and hence the necessity to identify core services and to prioritise service delivery.
The Chair, on behalf of the CRC, requested that when service planning or review is undertaken the CRC be informed and involved early in the process, to ensure the inclusion of a client perspective and to avoid unnecessary duplication of effort.

6 Six monthly report on complaints.

Michael Simpson (General Manager, Policy and Advocacy) presented a 6 month summary of complaints made under Vision Austrralia’s complaints and suggestions for improvement policy. 
27 complaints had been made in the period from October to March, and most had been resolved promptly. He observed that there was a clear relationship between the speed with which complaints were resolved and the level of satisfaction of the complainants. The Policy and Advocacy department has commenced a roll out of staff awareness training with regard to the complaints policy, and the process itself has been simplified with the addition of an online form for lodgement of complaints.

7 Funding for DeafBlind services in NSW.

The CRC raised questions about the funding of services for DeafBlind clients in NSW and the limited availability of services to this group. There were particular concerns about meeting the communication needs of DeafBlind clients, and about the requirement for staff to identify specific sources of funding for these services.

8 Employment services.

A number of questions were raised in relation to employment services. In particular, there was a query regarding possible effects of the decentralisation of employment services in Sydney, and about whether DEWR funding guidelines imposed constraints on services which could be offered in areas such as underemployment and the provision of information on job advertisements.
9 Sport and recreation committee.

Members of this committee reported that they had met on 2 occasions since the last CRC meeting. One meeting had been with Janie Power (Regional Manager, Client Services), who had been working on a design paper for recreation services. The committee was substantially in agreement with the approach which had been taken, and would provide further input as requested by Janie Power. Ernie Drew has been appointed as the convenor for the committee. The committee’s observation was that recreation services are more developed in Victoria, and that there is a need to develop this area in NSW and Queensland.
10 Priorities for indigenous portfolio.
Some of the ideas being considered include:

· exploring possible relationships with Redfern and Fitzroy Aboriginal Medical Centres
· building a relationship between Vision Australia and Karma TV and radio

· looking at Vision Australia information with a view to making it more accessible to Aboriginal people

11 Fire safety concerns at Geelong office.

Following concerns raised at the February meeting, a meeting had been arranged between the site manager, CRC representative, and facilities manager to discuss these concerns. Following this meeting, a fire safety consultant conducted an audit of the building, worked with the site manager on evacuation procedures, and completed a report which will be forwarded to the CRC.

12 Extension of CRC terms from one to two years.
Following an amendment to the Client and Consumer Advisory Charter approved by the Board in November last year, the terms of membership of elected CRC members will be extended from one to two years. 

In making the transition from one to two year terms, the CRC agreed that in 2008 each Regional Client Committee will elect 2 members to the CRC, one for a one year term and one for a two year term. The member polling the highest number of votes would be elected for the two year term.

13 Votes of thanks.

The CRC recorded its thanks to Val Simpson for his contributions to the development of the client consultative framework and his representation of clients in Geelong; and to Brandon Ah tong Periera for his support of client representatives and his work on development of a policy on support for client representatives.

14 i-access committee.

The Chair of the committee reported that it had recently filled positions for representatives of DeafBlind clients, indigenous clients, and tertiary students. The committee also began to create links with Regional client Committees, which had been well received.
CRC members discussed concerns relating to the lack of Braille labelling on compact disks, and the difficulty experienced by clients in learning how to operate Bookports. It was agreed that there was a need for better instructional materials, and also suggested that a network of Bookport users might be a useful resource.

15 Talking bar code scanner.

The CRC discussed the talking bar code scanner which has recently become available in Australia as a result of the efforts of a not for profit organisation, Visual Independence, supported by Vision Australia. Vision Australia and some other service providers have demonstration units. A suggestion had been put forward by a Regional Client Committee that Vision Australia approach major supermarket chains about acquiring units for loan by customers. The CRC requested a demonstration of the unit at a future meeting.
16 Client Services award.

The CRC noted that it is responsible for putting forward nominations for this award, and formed a small subcommittee to receive potential nominations. The selection panel for this award consists of the board chair, CRC Chair, and the CEO.
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