
 

  

 

About us 

 
 

1. What is Possability’s experience with disability support services in Victoria? 
 
We have extensive experience supporting over 900 people in supported accommodation, bespoke 
accommodation services, respite, in home supports as well as work, training and development services. 
In Victoria we currently run accommodation services for the Traffic Accident Commission and have 
received extremely positive feedback following transition of these services from clients, families and 
staff. Positive feedback related to a number of areas, including involving residents in service planning 
and design, supporting decision making and increasing involvement in social and leisure activities while 
maintaining high standard in provision of personal support. 
 
2. Where will your offices be? 
 
We now have our corporate head-office open at 242 Hampshire Rd, Sunshine. We will also have local 
offices in Bendigo and Ararat/Stawell. 
 
3. Can Possability help with the National Disability Insurance Scheme (NDIS)? 
 
Possability is highly experienced in the NDIS and is looking forward to being able to share this expertise 
with new residents and families. With this experience, we will be able to support residents and families 
through the process of becoming NDIS participants and developing plans that are representative of 
individual choices and needs.   
  
4. What is going to change immediately after the transfer? 
 
In line with our commitments that were shared in our roadshow presentations; we are committed to 
changing as little as necessary.  
 
We are working through changes to how we provide services and how we manage the transfer of 
employees, to ensure continuity of services. This includes things like, how we roster and pay employees 
and how we manage client funds. Most of the change associated with these things will have minimal 
impact on how residents are cared for and how employees do their jobs. A lot of work is being done in 
the background to ensure the needs of residents will continue to be met and not disrupted by the 
transfer.  
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5. What will the first day after the transfer look like? 
 
The first day of transfer will look much like the day before!  
 
There will be some new information for employees and potentially some new faces to meet from our 
Victorian Management Team. This includes the Service Planners who will be working to update 
individual support plans, prepare supporting information for consideration at annual NDIS plan reviews 
and support all residents in achieving their goals.  
 
6. What can we expect to change in the longer term? 
 
Long-term changes are embedded in how we work with residents, their families and their Support 
Professionals to achieve the best possible outcomes for each individual. Any changes will reflect 
resident and family wishes and might include a greater focus on social activities or greater input into how 
services are run. 
 
This journey is about learning together and co-designing outcomes; we will build long-term plans in 
partnership with you.  
 
 

Staffing 

 

7. Can we choose our own Support Coordinator? 
 

You are entitled to choose your own Support Coordinator. 
 

8. Last year, Possability held forums with DHHS staff – how did they go? 
 
We had good attendance by employees at the forums. Staff who attended participated fully in the forums 
and reported back to us that they found the information and forums useful. A key theme that was clear 
from the feedback is that, on the whole, employees transferring to Possability are excited for the future. 
 
9. How will you ensure we have staff with the right expertise? 
 
As an organisation, we are committed to training and development, with the purpose of creating 
meaningful long term careers for all our Support Professionals. Our Practice Framework provides a best-
practice guide for Possability staff to align their knowledge, skills and values.  The staff you know and 
work with now will be transferring to work with us and we are committed to their ongoing engagement, 
training and development. 
 
10. How do you recruit and ensure quality skilled staff? 
 
We are committed to selecting and engaging people who are aligned to our purpose and values.  We 
always select fit over expertise because experience has taught us that finding people aligned to our 
values is the critical first step. We then engage these employees in comprehensive skill and 
development programs which they can relate to, because they already embrace our values.  
 
11. Will there be roster flexibility to respond to sudden events that come up? 
 
Yes. 
 
  



 

 3 

 

12. What is Possability’s approach to minimising casual or unfamiliar agency staff and ensuring 
there is a consistent and trained casual pool? 

 
We have a defined casual conversion program within our organisation that we run each quarter to 
identify casuals working a regular and consistent pattern of days and hours. We then offer those 
employees conversion to permanent roles. Furthermore, we encourage casual employees to apply for 
permanent opportunities as they arise by limiting our recruitment activities to internal candidates in the 
first instance, only looking externally if we cannot fill the role.   
 
13. In my group home there is a staff member called a ‘key worker’ who makes sure my family 

member’s plans are up to date, appointments are booked etc. Will you have a similar 
system? 

 
As part of the transfer we are committed to supporting the already agreed approach around this and all 
other areas related to employees.  We have identified that the agreed approach in Government is not 
unlike our approach at Possability. We will have systems in place to ensure all critical appointments and 
activities are maintained and responsibilities fairly allocated. 
 
14. Do you have on-call, after hours support staff for weekends and after hours? If so, how does 

this work? 
 
We recognise that services operate 24 hours a day, 365 days a year and that residents and staff require 
support to address unexpected events. Possability currently has an experienced Service Manager on 
duty during waking hours and available during sleeping hours. We recognise that after hours support will 
be a requirement for transferring services and we will work with Operations Managers to understand and 
have arrangements in place to continue to meet this requirement. 
 
 

Housing 

 

15. Will we need a new NDIS Service Agreement/ Residential Statement for the Supported 
Independent Living (SIL) service? 
 

Our planners will work with each resident to ensure that all required documents are completed as 
required to ensure continuity of NDIS funding for accommodation. We have a service agreement with 
every client, whether they receive NDIS funding or funding from another source, to ensure we know what 
the person needs and expects from services. 
 
16. How is SIL funding decided? 

 
SIL funding is allocated through the NDIS. Possability has been delivering SIL through the NDIS for over 
five years. Drawing on this experience, our planners will work with residents, families and staff to prepare 
for NDIS planning meetings with detailed background information and co-designed goals, to secure 
adequate resources to achieve identified goals and meet the person’s needs. 
 
17. Will residents still be able to do the things they enjoy and go to places they want to visit? 
 
Residents’ recreational activity and outing preferences are documented in their support plans which form 
a part of our service agreement with them. This means we are obligated to ensure activities continue and 
in many agreements there will be set expectations for increases in activity in accordance with NDIS 
goals. We are required to report and show evidence each year of how we have provided the necessary 
supports to meet these agreements. 
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18. Who do we speak to if my family member is unhappy in their house? 
 
Residents and families will have multiple options for raising concerns, including talking to house 
supervisors and operations managers and raising concerns at resident meetings facilitated by someone 
with no involvement in day to day service provision. Residents can also attend and raise issues at 
consumer forums which report directly to the board and families can attend family forums where you can 
speak with members of the senior management team. Possability has policies to raise grievances and 
make formal complaints, issues are documented and outcomes monitored for continuous improvement. 
 
19. Can residents move house if they want to? 
 
Yes, we will support residents who wish to move by supporting them in trialling new options and ensuring 
handover of all information relating to their support. 
 
20. How will resident vacancies be managed? How will you assess the compatibility of 

residents? Will you fill all vacancies in houses even if this has the potential to cause issues? 
 

We manage vacancies in partnership with Specialist Disability Accommodation (SDA) providers and in 
line with the new NDIS requirements and DHHS Vacancy Management process.  This includes ensuring 
a standardised approach such as declaring and advertising the vacancy, then assessing the applications 
based on likely compatibility. We will support decision making by arranging meetings and visits so that 
applicants have an opportunity to meet the people living at the house before a final offer is made and 
communicated.  
 
 
21. How will board and lodging work, for example, how will you collect housekeeping money? 
 

Board and lodging will work much as it does now. Rent will be paid to the landlord, and bills and 
groceries will be paid for through a household account. There will be a trust fund as there is now 
managed by Australian Unity for residents, nominees and trustees to make regular payments. 
 
 

Costs and funding 

 

22. How will you support my family member to manage the money they need day to day e.g. 
personal spending money? 
 

Each resident will continue to have an annually reviewed financial plan that outlines their priorities in 
spending. For residents who have allocated amounts for personal spending, the level of support required 
to assist them in this area will be described and will vary for each individual. If a resident requires active 
participation from support professionals then a record of expenditure with receipts will be kept and 
audited regularly. 
 
23. Do you charge extra for excursions? 
 
People will continue to access transport in line with their current usage. Additional extensive travel may 
require a resident contribution, for example, if a person wishes to use a house vehicle to travel interstate. 
People usually pay for their own activities. Where possible we use options such as a companion card, to 
minimise additional costs. Where staff incurring costs is unavoidable, for example supporting someone 
on holiday, we will discuss this with you and negotiate a fair contribution to these costs during the 
planning phase. 
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24. Will the Resident Trust Fund through Australian Unity still exist? 
 
Yes, we have developed an agreement with Australian Unity for them to continue providing this service. 
 
 
25. What is your ability to have emergency contingencies e.g. if a resident needs to suddenly 

stay home due to illness for several weeks?  
 
In an emergency, Possability provides necessary supports while communicating with the person’s 
Supporter Coordinator or NDIS Planner about how to meet these unplanned needs until a review of 
funding allocation can be undertaken by NDIA. 
 
 

Including families 

 

26. Will residents and their families get a say in how the houses are run? 
 

There are many opportunities for participants and families to contribute to how they wish their house to 
be run including talking to House Supervisors and Operations Managers and raising concerns at resident 
meetings facilitated by someone with no involvement in day to day service provision. Participants can 
also attend and raise issues at consumer forums which report directly to the board and for families can 
attend family forums where you can speak with members of the senior management team. Possability 
has policies for raising grievances and making formal complaints, issues are documented and outcomes 
monitored for continuous improvement, we also encourage and support participants to be involved in 
staff selection. 
 
 

27. How do you communicate with families? 
 

At an individual level we negotiate a communication plan with families that is documented in each 
person’s individual support plan, and provided to families where they are the person’s nominee for 
approval and sign off. This guides employees as to how, when and what information families would like 
to receive. This varies for each person based on their needs and their family’s preferences. 
 

28. How can we be confident that you will deliver quality services? 
 

Possability monitors the quality of service provision through internal auditing and external auditing and 
external accreditation processes. A key driver of quality services is our Practice Framework which 
describes our goals in terms of quality evidence based services and is supported by training, 
development and practice coaching. This will ensure Possability meets the requirements of the 
government’s performance and monitoring regime for transferred services. More information is available 
on the Possability website: www.possability.com.au  
 
29. How can we contact you with our questions? 
 
We have an email and phone number set-up specifically for the Victorian transfer, they are: 
welcome@possability.com.au and 1300 067 067.  
 

  

http://www.possability.com.au/
mailto:welcome@possability.com.au
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Supporting people with complex needs 

 

30. Will you ensure services are tailored to individual needs? 
 
Each person will have an individual support plan and other required specialist information will be 
identified and incorporated into this individual support plan. This plan is approved by the person or their 
nominee. 
 
31. How will you make sure complex needs are supported properly? 
 
The support plan documents support needs and the support strategies that each person requires. Where 
these supports are complex in nature, staff training may be required by specialist health care providers. 
These sessions may also be videoed for staff to refresh their knowledge or to induct new staff. We use a 
comprehensive induction process to orientate people to a new work place and individual client needs. 
 
32. How will you cater to dietary needs? 
 
These needs are outlined in each person’s support plan. Where dietary needs are complex we work with 
dieticians and residents to develop a menu plan that accommodates dietary requirements. At times this 
may require additional staff training and provision of multiple meals. Residents may also wish to consider 
purchasing some prepared meals from a specialist provider and funding towards this can be requested 
under the NDIS. 
 
33. How will you support residents if they have no family to access advocacy? 
 
Possability supports people to access advocacy and will maintain existing arrangements as well as 
referring for additional support as needs arise. Resident meetings and consumer forums will also 
promote regular contact with advocacy services. 
 
34. What happens to those residents over the age of 65? 
 
The Commonwealth Government funds continuation of supports for people over 65 with a disability. 
Where a person’s support needs increase due to ageing, Possability will work with providers such as 
community nursing, allied health and palliative care to provide supports to residents and upskill and 
support staff. Possability believes that most people are happiest in their own home and will seek 
wherever possible to continue supporting people to live their life in their own home. 
 

Quality control 

 

35. What systems are in place to ensure that residents are safe and quality services are 
delivered? 

 

Possability is committed to ethical, respectful and safe practices that meet industry standards and fulfil 
legislative requirements. We have a unit within our organisation dedicated to Quality Assurance which 
ensures the delivery of our Quality Management System (QMS). Our QMS manages policies, 
procedures, continuous improvement and the fulfilment of industry standards. As an organisation we are 
accredited under the following industry standards: Attendance Care Industry Standard and Safeguarding 
Children and Young People.  
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36. Who will be checking that quality services are delivered every day? How often will managers 
visit houses? 

 
House Supervisors and Operations Managers are responsible for day to day service delivery and their 
attendance at houses will continue. We will also have practice engagement consultants visiting houses 
regularly to provide coaching, support and feedback to house supervisors and operations managers. 
They will report directly through to the General Manager and are independent from day to day 
operations. 
 

37. Who do I speak to if we are unhappy about the way you are running a house? 
 

Possability has a Feedback and Complaints process that we follow to ensure all instances of feedback 
and complaints are appropriately and fairly managed. If you are unhappy about the way a house is 
running, the first person you should speak to is the House Supervisor. If the problem cannot be resolved 
at this level, you can speak to the Operations Manager or any of the Possability Management Team.  
 

38. Will you fix existing issues, such as poor staff performance? 
 
We have a strong record of ensuring that the delivery of services and the behaviour of any person 
engaging with residents meets our values and expectations through our policies and legislative 
requirements. Any issues that exist today will continue to be managed by Possability and a process of 
understanding those issues prior to transfer is within our plan with DHHS. Matters like staff performance 
will be addressed in accordance with the joint performance management process with the DHHS and 
employee representatives.  
 
 

39. Who is accountable for the safety of clients after the transfer? 
 

Possability, its employees and all parties involved in the delivery of services and interaction with clients 
have a responsibility to ensure the safety of clients at all times. Our training, policies and procedures 
reflect our commitment to resident safety on a day to day basis.  
 

40. How do you manage investigations? 
 

We take all incidents seriously. We have an internal incident management framework that outlines our 
approach to investigations when an incident or issues occur. The nature and severity of an incident 
guides our response.  
 

41. How will you build a relationship with other services that residents use e.g. day programs? 
 

We will seek to build collaborative partnerships with other providers. We will do this by getting to know 
their leadership teams offering collegial support such as access to training we deliver in regional areas 
and sharing specialist knowledge and resources when we both provide services to the same participant; 
encouraging direct support and leadership staff to share information that enhances continuity and quality 
of supports to participants (when we have consent to do so) and building on existing collaboration. 
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Transport 

 

42. Will residents get the same access to transport as they do now? 
 
As part of Possability’s contract with government we will maintain existing transport arrangements. 
 
43. What transport arrangements for each group home will be in place? 
 
Arrangements will continue as they are unless there are opportunities for improvement that can be 
negotiated, for example allocating additional vehicles. 
 
44. Our house has access to government cars on the weekend. Will this continue? 
 
Possability has signed a contract with government to maintain this level of access and will consider a 
range of options to provide access to vehicles on weekends. 

 

 


