
Access and Inclusion Policy

Purpose
This policy sets out Educational Case Management Pty Ltd’s commitment to protecting and promoting 
client rights and clarifying client responsibilities, with a specific focus on access, equity, inclusion, 
participation, dignity, and culturally safe service delivery. It is designed to support best practice service 
delivery and align with relevant National Disability Insurance Scheme (NDIS) audit expectations and ISO-
aligned quality principles including client focus, accessibility, continuous improvement, risk management, 
and equitable service provision.

Policy Statement
Educational Case Management Pty Ltd is committed to providing services that are safe, inclusive, respectful, 
accessible, and responsive to the diverse needs of all participants, clients, families, carers, advocates, and 
representatives.
We recognise that every person has the right to:
•	  access services fairly and without discrimination
•	  be treated with dignity, courtesy, and respect
•	  receive services that are inclusive and responsive to their individual needs
•	  make informed choices and decisions about their supports
•	  communicate in ways that meet their needs
•	  participate fully in assessment, planning, review, and service delivery
•	  raise concerns, provide feedback, or make complaints without fear of adverse consequences
•	  have their privacy, confidentiality, culture, identity, beliefs, and personal circumstances respected
•	  receive services that promote independence, safety, belonging, and community inclusion

Scope
This policy applies to all:
•	  employees
•	  contractors
•	  students
•	  volunteers
•	  consultants
•	  management
•	  participants / clients
•	  families, carers, guardians, nominees, and advocates where relevant
This policy applies across all service settings including in-person, telehealth, community-based, 
educational, home, clinic, and outreach services.



Principles of Access and Inclusion
Educational Case Management Pty Ltd will ensure that access and inclusion are embedded across service 
design, intake, communication, assessment, planning, delivery, review, and continuous improvement.

1. Access and Non-Discrimination
We will:
•	 provide services in a manner that is fair, transparent, and free from unlawful discrimination
•	  support equitable access to services regardless of disability, age, gender, sexuality, language, literacy level, 

cultural identity, religion, socioeconomic circumstance, or family structure
•	  make reasonable adjustments to reduce barriers to access and participation
•	  ensure intake and engagement processes are clear, respectful, and responsive to individual need
•	  not deny access to services on the basis of disability-related support needs where those needs can be 

reasonably accommodated safely and appropriately

2. Inclusion and Participation
We will:
•	 actively support each client’s right to participate in decisions affecting their life and services
•	 involve clients in goal setting, planning, review, and evaluation of supports
•	 recognise the role of families, carers, guardians, and advocates where consent is provided or lawful 

authority exists
•	 promote social and community inclusion, independence, and meaningful participation
•	 use strengths-based, person-centred, and trauma-informed approaches wherever appropriate

3. Communication Access
We will:
•	 provide information in a way that is accessible, respectful, and easy to understand
•	 adapt communication methods to suit individual needs, including verbal, written, visual, supported, or 

assistive communication
•	  allow clients to use interpreters, translators, advocates, support persons, communication aids, and 

alternative or augmentative communication systems where needed
•	 check understanding rather than assume understanding
•	  ensure key information about rights, services, risks, fees, consent, privacy, complaints, and 

responsibilities is communicated clearly

4. Cultural Safety and Diversity
We will:
•	 respect and value diversity in all forms
•	 provide services in ways that are culturally safe, inclusive, and responsive
•	 recognise and respect Aboriginal and Torres Strait Islander peoples, cultures, and communities
•	 respect cultural, linguistic, religious, gender, sexual, and family diversity
•	 seek to identify and address systemic or practical barriers that may affect equitable outcomes
•	 support the use of culturally appropriate communication and support arrangements where possible

5. Safe and Inclusive Environments
We will:
•	 maintain environments that are welcoming, respectful, and free from bullying, harassment, victimisation, 

abuse, neglect, and exploitation
•	 promote child-safe and person-safe practices where relevant
•	 support access to physical environments and service processes to the extent reasonably practicable
•	 identify and respond to risks that may affect a client’s safe participation in services
•	 uphold dignity of risk while balancing duty of care, informed decision-making, and risk management 

obligations



6. Choice, Control, and Supported Decision-Making
We will:
•	 uphold the client’s right to exercise choice and control
•	 support informed consent and supported decision-making
•	 provide information about options, risks, benefits, boundaries, and service limitations
•	 respect the client’s preferences and decisions wherever possible
•	 work collaboratively when substitute decision-makers, guardians, or nominees are involved, while still 

recognising the rights, voice, and preferences of the client

Client Rights
All clients have the right to:
•	 be treated with dignity, respect, and professionalism
•	 access services without unfair discrimination
•	 receive information in a form they can understand
•	 be involved in decisions about their supports and goals
•	 be heard and listened to
•	 have their communication preferences respected
•	 have their culture, values, identity, and personal circumstances respected
•	 privacy, confidentiality, and secure handling of personal information
•	 consent to or decline services, subject to service capacity and legal requirements
•	 involve an advocate, support person, family member, or representative
•	 receive safe, competent, and quality services
•	 provide feedback and make complaints without retribution
•	 be informed of policies relevant to their participation in services
•	 expect continuous improvement in service quality and inclusion practices

Client Responsibilities
To support effective, safe, and respectful service delivery, clients are expected to:
•	 treat staff and others with respect and courtesy
•	 provide accurate information relevant to service delivery, safety, and support needs
•	 participate in agreed service processes as able
•	 advise us of changes to contact details, circumstances, goals, risks, or relevant support needs
•	 communicate if they need information presented differently or require additional supports for access
•	 respect appointment, cancellation, and payment requirements where applicable
•	 contribute to a safe service environment
•	 raise concerns early where possible so issues can be resolved constructively

Where a client has barriers to fulfilling these responsibilities, Educational Case Management Pty Ltd will 
work collaboratively and reasonably to support participation and access.

Organisational Responsibilities
Educational Case Management Pty Ltd will:
•	 embed client rights, access, and inclusion into governance, service delivery, and quality systems
•	 provide staff with guidance, supervision, and training relevant to access, inclusion, rights, and respectful 

practice
•	 identify barriers to service access and implement reasonable and proportionate responses
•	 maintain systems for feedback, complaints, incidents, risk management, and continuous improvement
•	 monitor service practices to ensure fairness, consistency, and responsivenes
•	 document and review reasonable adjustments and access needs where relevant
•	 support clients to understand this policy and related service information
•	 use audit, review, feedback, and improvement processes to strengthen inclusive practice over time



Access and Inclusion Strategies
To demonstrate practical implementation, Educational Case Management Pty Ltd may use strategies such as:
•	 accessible intake and referral processes
•	 flexible appointment options including phone, telehealth, clinic, school, home, or community-based 

engagement where appropriate
•	 support persons, advocates, interpreters, and communication partners
•	 simplified written information and verbal explanation of key policies
•	 visual supports, plain language, or adapted formats where available
•	 consideration of sensory, mobility, behavioural, communication, and cultural access needs
•	 environmental adjustments where reasonably practicable
•	 documented review of service barriers, risks, and improvement opportunities

Feedback, Complaints, and Advocacy
Clients have the right to provide feedback, raise concerns, or make complaints about any aspect of service 
delivery, access, inclusion, safety, or treatment.
Educational Case Management Pty Ltd will:
•	 make feedback and complaints processes accessible and easy to understand
•	 respond respectfully, fairly, and in a timely way
•	 ensure clients are not disadvantaged for raising concerns
•	 inform clients of external complaint or advocacy options where appropriate
•	 use feedback and complaints as part of continuous improvement
Clients may use an advocate, support person, family member, or representative during any feedback or 
complaint process.

Privacy, Confidentiality, and Information Use
Educational Case Management Pty Ltd will manage personal and health information in accordance with 
applicable privacy, consent, and confidentiality requirements.
Clients have the right to:
•	 understand how their information is collected, used, stored, and shared
•	 request access to their information in accordance with legal and operational requirements
•	 expect confidentiality to be maintained except where disclosure is required or authorised by law, consent, 

or serious risk considerations

Workforce Expectations
All workers are expected to:
•	 uphold client rights in day-to-day practice
•	 demonstrate inclusive, respectful, and non-discriminatory behaviour
•	 identify and escalate barriers to access, safety, or participation
•	 implement reasonable adjustments within their role and escalate where additional support is needed
•	 communicate clearly and respectfully
•	 document relevant access needs, risks, decisions, and actions appropriately
•	 participate in training, supervision, and quality improvement activities relevant to this policy

Monitoring and Continuous Improvement
Educational Case Management Pty Ltd will monitor implementation of this policy through:
•	 client feedback and satisfaction data
•	 complaints and incident trends
•	 audit findings
•	 staff supervision and performance processes
•	 policy and procedure reviews
•	 access and inclusion improvement actions
•	 risk assessments and service reviews
Findings will be used to strengthen service accessibility, inclusion, safety, and quality.



Related Standards and Reference Points
This policy is intended to support alignment with:
•	 NDIS Practice Standards, including rights, participation and inclusion, governance, service access, and 

responsive support delivery
•	 NDIS Code of Conduct principles
•	 human rights, dignity, and non-discrimination principles
•	 ISO-aligned quality management concepts including client focus, risk-based thinking, documented 

systems, competence, evaluation, and continual improvement

Definitions
Access means the ability for a person to seek, understand, commence, and continue using services in a fair 
and practical way.

Inclusion means active participation, belonging, and equitable opportunity for all people, including those 
with disability and diverse backgrounds.

Reasonable adjustment means a practical change made to reduce barriers and support equal access and 
participation.

Supported decision-making means assisting a person to understand options, communicate preferences, and 
make decisions to the greatest extent possible.


