
Self Directed Support

“It ain’t what you do, it’s the way that you do it, 
that’s what gets results”



Who is Melba

• Mix of traditional and individualized support 
models

• Hosting individualized supports since 2000

• Accredited with the Council on Quality and 
Leadership for Quality Measures 2005.

• Medium sized organization ($9M turnover)

• Not Rich!!



Who Is Melba

• Seven Community Residential Units
• Two day services
• Carer Respite service
• 25 Individualized Support Arrangements 

(ISA’s).
• Hosted Arrangements

– Two Family Governed projects (LDL, OxO)
– One Service User Governed project (Nightlife)
– One sector resource project (PLA)



Individual Support Arrangements

• Melba currently supports 25 people in ISA’s

• A range of support needs from people who just want 
us to help with the administration through to intensive 
case management.

• For the majority, Melba holds the funds, but we also 
have arrangements where the person supported holds 
the funds.

• Agreements are tailored to meet the requirements of 
the individual and are driven by the desire to :
– Be transparent with how money is managed

– Be clear about the outcomes that are being addressed



Individual Support Packages

• Funding for Individual Support Packages generally 
comes from an application to the Dept Human 
Services. A range of differing funding types have been 
recently merged into one – Individual Support 
Packages.

• This system is currently being reviewed but generally, 
people undergo some type of Planning Facilitation 
prior to getting funding – currently restricted as to who 
can provide this.

• Melba has people with ISP’s with funding amounts 
from less than $10,000 to more than $250,000.



What Makes a Good Arrangement

• Factors affecting good arrangements

– Shared Values and Vision 

– Positive approach (wanting it to work)

– Knowing the boundaries (putting it in writing)

– One size does not fit all (flexibility)

– Communication (ability to discuss what’s 
working/what’s not).



How do we develop ISA’s?

1. Initial Discussions with Individual / Family / Department of 
Human Services / Service Provider 

2. Meet the individual and family and discuss what they are 
looking for,  options available, past efforts, available funds

3. Secure the individual’s funding

4. Plan with the individual and their significant others

5. Develop an Individual budget 

6. Deliver necessary supports



During the initial conversation we try to gauge:

• What the person is looking for?

• What has been tried before?

• The person’s support needs (strengths, 

motivations, communication etc)

• Their informal support network

• Their level of funding



Meet the individual and family

•What the person is looking for and what they have tried;

– Support needs

– Briefly touch on long and short term goals

– What has been tried

– How their informal support network fits into the person life

•At this stage we will discuss some options about what we offer 
and what may suit them such as;

– Self / family  coordinated support

– Service coordinated support

– Family Governed Project



Self or family  coordinated supports
The individual or their family / advocate chooses to 

take on primary responsibility for; 

–The coordination of their ISA as a whole

–The support and management of staff (including regular 

feedback, guidance and monitoring)

–Be responsible for the planning of and development of their 

support arrangement including strategies as to what / how 

things will happen on a daily basis, and how longer term goals 

may be achieved.



Self or family  coordinated supports Cont.

The individual or their family / advocate chooses to 

take on primary responsibility for; 

–Developing and implementing their arrangement in line with 

Melba’s values, principles and policies and procedures. 

–In consultation with Melba will ensure that their 

requirements of support staff comply with the terms and 

conditions of the relevant Award, Certified Agreement or 

Individual Contract to which staff are employed 

–Comply with other relevant workplace related legislation.



• The individual or their family / advocate 
chooses that Melba take on primary 
responsibility for the day to day development 
and running of the arrangement (in 
consultation with the individual, their family 
and /or significant others)

Service coordinatedsupports



Service coordinatedsupports Cont.

Their reasoning behind this may include:

– A lack of formal and informal support networks including      

family and friends

– Aging parents 

– The coordination of support is too demanding / complex

– Lack of expertise 

– Past experience



Family Governed Project
– Technically a Melba project

– Semi-autonomous project

– Project overseen and guided by Governance 
Group made up of family members

– Co-ordinator, reporting to the GG to oversee the 
day to day operations of the project

– A clear and agreed vision for the project

– Mutual support & sharing of stories, knowledge 
and experience

– Sharing of staff to help with continuity

– All supports individualised



Service Agreement
We developed an agreement that;

• Explains what is expected of each party (service and person 
supported)

• Covers reporting and funding obligations

• Explains the arrangement options (self coordinated vs. service 
coordinated) and costs of each

• Covers the relationship expected between both parties

• Details the grievance procedure 

• Contains our ‘Vision and Mission’ and ‘Guiding Principles’

• Is signed by both the service and person supported or 
significant other



Disability Services Individual Support Package Guidelines

Funding can only be used to achieve the goals identified in the 
person’s plan; 

Outcomes may include:

•being able to live as independently as possible

•being able to move to independent living

•continuing to live within a family environment

•to support the caring relationships with family or informal 

carers

•maximising opportunities for social networks, and community 

access and participation

•to develop skills and capacity to live their preferred lifestyle



4. Plan with the individual and their significant 
others

• Plan with the person

• Involve the people that the person supported wants there

• Also involve people who have a good, positive relationships with 

the person

• Use the principles and methods of PCP

• May be long or short planning

• Develop clear goals and strategies to achieve them

• Develop an action plan

• Present finished plan in a format suitable for the person



5. Develop an Individual Budget
• An individual budget should be derived from the PCP 

– A budget may have already been set and authorised by the DHS or other 
service provider

• Research available options linked to goals and the potential 
costs
– Must align with current funding guidelines / principles

• Be sure to consider all factors;
– Admin costs
– Staff support
– Activity / Program costs
– Fuel / transport costs
– Equipment costs
– Unforeseen expenses

• Present budget to individual and their significant others



The Melba Approach

• Moves beyond an “attendant care” approach 
and encourages looking at non-disability 
supports, both paid and unpaid.

• Rather than quoting a Price, it looks at the 
costs and clearly allocates between 
“overheads” and “direct costs”.

– This allows people to determine how much they 
want Melba to do and how much they want to do 
themselves.



The Challenges

• Individualized Funding is challenging for 
organizations used to receiving funding in 
block grants:

– Greater administration costs to track and account 
for dollars. (not assisted by “clunky” remittance 
advices from the funder).

– Cashflow implications.

– $ for innovation?



The Challenges

• Funding for Day Services is changing from 
“block grant” to “portable attached” – a 
challenge for a service with funding levels 
traditionally involving “group based” activity.



Is being a paying customer enough?



Funding is only part of the equation

• While purchasing power provides significant 
opportunities for people with disabilities, far more 
important is the need to build

• NEW TYPES OF RELATIONSHIPS
– based on negotiation,

– based on cooperation

– based on innovation

• This presents new challenges for all players



Challenges for Government

• Try and create a market that stimulates innovation. 
We can achieve innovation by encouraging 
– variation (different approaches to meeting identified 

needs)

– interaction between parties at a variety of levels.

– Identification and selection of successful strategies.

• To foster a practice of cooperation, not competition 
between agents. O’Brien call this “Try and Tell”. To 
get a balance between accountability and flexibility.



Challenges for Government

• To work with the whole community to expand 
opportunities for participation and inclusion 
by people with disabilities

• To stimulate clients/families to make choices 
beyond traditional service options.

• To provide the resources which support real 
choices/self determination



Challenges for Service Providers

• To move to a business model of operation 
which takes into account:
– Marketing to attract clients

– Understanding the cost drivers/overheads of the 
business

– To move beyond acting simply as a single provider 
to creating partnerships and to being innovative 
and flexible enough to meet the changing needs 
and costs of our paying customers.



Is being a paying customer enough?



Challenges for Clients/Families

• To move from consumer to agent so that they 
can

– initiate action (“do”) 

– undertake negotiation (“deal”)

– Make choices about what they want (“decide”)

– Consumers use things up, but agents make things 
happen.



Is being a paying customer enough?



Assistance we have received

• Have received a number of one off grants 
from DHS to facilitate a changed approach. Eg, 
have receive funding :
– to support a review of our costings to ensure we 

remain viable.

– To reorientate our day services.

– To support our staff in developing person centred
approaches.

– To facilitate the people we support in developing 
self advocacy skills.


