
Submission to NDIS Quality and Safeguards Scheme 

1) Introduction 

 

The Chinese Australian Services Society (CASS) Limited welcomes the proposed 

NDIS quality and safeguarding framework to replace existing state-based 

arrangements. We support the objectives of the framework which aim to enable clients 

to have greater choice and control over their supports and allow them to take 

reasonable risks to achieve their goals. However, as a service provider from culturally 

and linguistically diverse background (CALD), we feel that the proposed NDIS 

Quality and Safeguarding Framework may have overlooked the special needs of 

people with disability from CALD background, Hence, we lodge this submission to 

express our views on the proposed framework. We believe that incorporating the 

considerations raised in this submission into the proposed framework will assist the 

NDIS scheme to improve service outcomes for consumers from CALD background. 

 

2) About CASS 

 

CASS was founded in 1981. Its main service objective is to provide a wide range of 

welfare services to the community, assisting migrants to settle and integrate into the 

Australian society. CASS provides a comprehensive range of community services and 

activities, including disability services, residential aged care, home and community 

aged care, vocational training, health and settlement, volunteering service, family and 

children’s services. Our services currently cover Inner West, South Eastern, South 

Western and Northern Region of Sydney as well as Wollongong. CASS serves the 

Chinese, Korean, Indonesian, Vietnamese and other CALD communities as well as 

the Australians. More than 2,000 families access our services and activities weekly.  

 

3) Our experience in working with people with a disability  

 

CASS disability services currently operate two group homes and day programs for 

people with intellectual disability. Our day programs include Community 

Participation, Life Choices and Active Ageing program which cover the people with 

disability aged from 18 to 65. Apart from accommodation and day programs, we are 

also one of the Supported Living Fund service providers and approved to provide 

Flexible Respite. All of our disability services target people with disability from 

CALD background.  

 

Since CASS is one of the leading CALD community organisations in NSW, a lot of 



CALD background clients, especially the Chinese, are familiar with our services. In 

addition to providing the funded Disability Services, CASS also handles numerous 

enquiries and brief casework services for the people with a disability and their family 

members in the community every year. We also have contractual arrangements with 

other organizations to provide direct care worker to their disability services. 

 

4) Our response to the proposed NDIS Quality and Safeguarding 

Framework 

 

Having worked closely with the CALD communities for thirty years, we are 

particularly concerned about the effect of Government policies on service recipients 

from CALD background. We are glad to see that the proposed NDIS Quality and 

Safeguarding framework stresses on real choice of clients and considers the service 

quality from relatively holistic approach. We support the overall rationale and purpose 

of this NDIS Quality and Safeguarding framework. Yet, we would like to raise the 

following points in relation to this framework. We hope that the Government will take 

into consideration the views expressed in this submission. 

 

 Provide information in community language to break language barrier 

 

For people with disability from CALD background, language and cultural barriers are 

the key obstacles stopping them from accessing services that are suitable to their need. 

According to the 2011 census information, nearly 4% of the NSW population do not 

speak English well or not at all.  However, most of the information provided for 

NDIS, such as the information flyers or pamphlets, is in English only. Members in the 

CALD community encounter a lot of difficulties to understand the information. For 

people with disability in the CALD community, they experience additional or extra 

difficulties/hardship because their cognitive constraints would further aggravate the 

problem of barriers in language. As a result, they isolate themselves or even refuse the 

assistance from people other than their families. 

 

We suggest that a key measure to “break” language barriers is to provide information 

in community languages, especially the top ten community languages in NSW.  We 

further suggest that after printing the materials in community languages, there should 

be wide promotional campaigns to let people in the CALD community aware of the 

information in their languages.  Major CALD community organisations such as 

CASS can play a role in this kind of promotional endeavours. 

 



 Provide culturally and linguistically appropriate services 

 

We suggest that the capability in providing culturally and linguistically appropriate 

services can be set as one of the features of the NDIS Quality and Safeguard 

Framework. When a person from CALD community approaches NDIA or other 

referral body from the government requesting culturally and linguistically appropriate 

services, information indicating the capability of an orgnisation in providing such 

services, such as their number of staff who speak the same language, or the history of 

the organisation in delivering CALD-specific services, should be provided to the 

person in assisting them to make an informed decision. A rating system based on the 

above-mentioned information may be considered as a tool to assist people from 

CALD community. 

 

 Empower client to make an informed choice  

 

According to our experiences, persons from the CALD community currently face a lot 

of difficulties in getting information on the choices that are available to them due to 

language barrier.  There is very limited information available in community 

languages. We have come across clients receiving services under the self-managed 

model. In reality, they are unable to manage their funding and services because they 

do not know what services are available, where they can find services, and what 

services are suitable/important to them.    

 

Moreover, many people are unable to comprehend the system of NDIS, and how 

different community services, private services and governmental departments work 

together to provide a full range of choices to them.  We have great concerns on how 

information can be provided to the CALD community in the new system and what the 

Government will do to empower their right to access correct information. A lot of 

block funded clients may even do not know how and when they will be granted 

individualized funding.  

  

Hence, we support the proposal that NDIA should play a role in building the capacity 

of individuals by funding or delivering training courses and mentoring programs in 

the consultation paper (p.16). We suggest that such training course can include 

budgeting skills and case management skills, information sessions on NDIS, the 

principle of person- centred services and the rights and responsibilities of service 

recipients under NDIS. 

 



 Support organizations from CALD background to enter the market  

 

The person-centred plan aims to give the person with disability and their carers choice 

and control.  However, the present situation is that the supply side of the market is 

dominated by several big players, and the interests of special need groups, such as the 

CALD clients are overlooked.  If there is no action taken by the Government to 

improve the situation, we do not think that culturally and linguistically appropriate 

services can be provided to the community as a choice, and the end result is still that 

clients are forced to choose services that they do not approve or not meeting their 

individual needs. As existing CALD community organisations have good 

understanding of the needs of the CALD communities and also have good rapport 

with the CALD clients, they should be utilised to provide culturally appropriate 

disability services for the CALD communities. Some assistance that the Government 

can consider providing to CALD community service providers are special grant 

assistances, or a mentoring system which encourages existing service providers to 

assist the CALD community organisations to set up services. 

 

 Remove the constraints for existing service providers  

 

One of the key considerations in choosing the options for registration of NDIS 

providers in the consultation paper lies in how to maximize the choices for consumer 

while ensuring the service providers are safe and competent (p.30-32).  

 

One possible option in resolving this dilemma is to require existing service providers 

to undergo third party verification. Once organisations have gone through third party 

verification, they should have more flexibility to expand their services. For example, 

when a service provider is approved to provide group home service, they should have 

autonomy to expand their services to other areas, such as respite services. Periodic 

third party verification is a very good way to monitor the service quality of existing 

service providers.  

 

For new service provider, we suggest that government should set up high 

requirements before a new provider is approved be eligible to provide disability 

services. Applicants must demonstrate that they have strong governance committed to 

provide quality services, and their key personnel has the knowledge, skills and 

experience to deliver disability services. 

 

 Set up a platform for service providers to release information and for clients to 



seek information 

 

We have often received feedbacks from clients who comment that they are being 

kicked around like a football by different government departments or service 

providers when they are desperately in need of help. To locate an appropriate service 

can feel like a Sisyphean task for them. The chaos in the service referral system and 

lack of coordination between service providers are real obstacles for people with 

disability in the CALD community, who do not have good English skills to 

communicate and ‘handle’ with so many persons on complicated issues. 

 

People with disability are more vulnerable than other people in the society.  As 

mentioned, there are a lot of barriers that hinder their access to information and 

services.  The chaos in service referral and service access are especially great 

obstacles for people with disability in the CALD community.  As such, people need 

a one stop shop service - a single place where they can access to the information they 

need, and get in touch with the right organisation and person in order to receive 

appropriate services. We suggest NDIA to set up a platform for service providers to 

release information and for clients to seek information 

 

Conclusion 

We strongly and respectfully urge the NDIS Quality and Safeguard to consider the 

hardship faced by people with disability in the CALD community, and take positive 

action based on the suggestions we have made in this submission.  We are more than 

happy to have further discussion with NDIA on the viewpoints and suggestions that 

we have made. 

 

 


