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supporting independence and growth within the home and community




POLICY & PROCEDURES MANUAL

Mission Statement

Promoting independence and quality of life through respite, personal care,
and social inclusion.

Vision

Contribute to the ACT Community by working in tandem with individuals
and their families.
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Section 1 – INTRODUCTION

1.1 What is Tandem and what does it do?

Tandem Respite Inc. (Tandem) is a non government community organisation, incorporated in the ACT and with PBI status. Tandem is funded by Home and Community Care (HACC), Disability ACT and ACT Mental Health to provide support at home or within the community to frail elderly people, children, young people and adults with a disability, people living with mental illness, and their families and carers.

Tandem’s programs provide ongoing and flexible respite, personal care, social and other support when and where individuals and families need it most. Individuals and families can choose to have support based in their own home or in the community at any time of the day, or any day of the week. Each service user’s needs are assessed by Tandem’s coordinators with consideration being given to the availability of resources and suitable support workers.

Support is provided by skilled and trained support workers who are matched with the needs of the individuals and families requiring support, and according to the Support Workers’ qualifications, experience, skills and availability.

The cost of support for clients is assessed on stated income. Financial contributions are used to enhance recurrent government funding to provide increased support to as many eligible families in the ACT as possible.

Tandem is located at:

Blaxland Centre

25 Blaxland Crescent GRIFFITH ACT 2603

Office Hours: 8.30am – 5.00pm weekdays

Postal Address:

PO Box 3510, MANUKA ACT 2603

Telephone: (02) 6287 2870 or (02) 6288 0955 Facsimile: (02) 6287 2680 or (02) 6288 0996

Email:
admin@tandem.org.au 

Website: www.tandem.org.au 

After Hours & Emergency Support Adult Program - 0411 480 597

Children and Young People’s Program - 0413 459 183
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Tandem’s Programs

Tandem works within the frameworks of Social Role Valorisation and Strengths Based practice, ensuring that all service delivery and planning and organisational direction is developed and conducted with a person centred focus. Respect for the individual is inherent in the concepts of both frameworks. The acknowledgement and valuing of difference is echoed by service provision that enables people to participate in the community within which they live.

SRV aims to create and support socially valued roles for people, holding that an individual is more able to access and enjoy a life with meaningful and rewarding activities, if they have roles that are likely to be accepted and well regarded.

SRV maintains that:

· Individuals’ social image will benefit from their having valued social roles

· segregation due to difference reduces opportunities for fulfilment and enjoyment

· we all have a responsibility to think about – and act on- those things that will increase belonging and acceptance

· acceptance results from having ordinary everyday roles

· roles (rather than activities) provide real engagement and meaning

Enhancing the perceived value of the social roles of a person or class is called Social Role Valorization, and doing so is role-valorizing. There are two broad strategies for pursuing this goal for (devalued) people: (a) enhancement of people's social image in the eyes of others, and (b) enhancement of their competencies.

Strengths based practice borrows from a rich history of social work practice to provide a person centred, respectful and valuing approach to working with people. A strengths framework assumes that:

· all people have strengths and abilities

· People are empowered through choice and voice

· People can change

· Change and growth comes from strengths

· People are not defined by their challenges

· Challenges can prevent the recognition of strengths

Children/Young People’s Program - provides ongoing and regular respite and social support to support and strengthen families of children/young people aged 0 - 20 years with a moderate, severe or profound intellectual or physical disability, or complex medical needs. For this program a flexible and individualised model of support is provided to encourage positive and age appropriate outcomes for children and young people to achieve short and long term goals, as well as providing the much needed respite required by and for families.

Young People’s Living Skills Support Services supports young people with a disability who are leaving school and may not be able to participate in employment, to access transitional support and community services.
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AFFIRM Program - is a flexible and intensive family support model that provides holistic support to children, young people aged 7 – 20 years and their families to assist in developing skills and strategies to prevent family breakdown.

Recreational Activities Program – provides support through funding opportunities for children and young people with a disability, and their siblings, to participate in leisure and social activities

Tandem House – programs are currently being developed

Adult Disability Program - provides regular in-home and community based support to adults with a moderate to profound intellectual or physical disability in the form of respite, personal care and in-home support. Support provided benefits carers by giving them a break from their demanding role and assists individuals by providing social and recreational activities, assisting them to attend regular activities, support with personal needs and helping them with daily living activities.

Adult Mental Health Program - provides flexible support to people living with a mental illness and their carer, both in their own home and community. This service aims to reduce social isolation, provide motivation and companionship, and assist with planning, organising and activities of daily living to increase independence for individuals in their journey of recovery.

LeisureLink Program - is volunteer based and provides flexible support and companionship to people with a disability, frail aged or living with mental illness, and who are socially isolated. Support is in the home or within the community and considers interests of individuals when matching volunteers.

Frail Elderly Program - provides assistance to frail elderly people at home and in the community to support them to remain living independently in their own homes for as long as possible. This can involve assisting with activities associated with daily living and giving carers a break while providing social and recreational activities or companionship to the person they care for.

Living Skills Program - provides respite, social support and personal care for people who are frail aged, have a disability or chronic medical condition, to assist with increasing their functional abilities and enable independence.

Client Holiday Scheme - provides support through funding opportunities for Tandem clients to enjoy a short holiday outside of the ACT

Brokerage program - allows other service providers and individuals to purchase additional respite, personal care and social support services directly from Tandem on full cost recovery.

1.3 Why We Have Policies and Procedures

Policies and procedures are part of the framework within which organisations operate.

Tandem’s Policy & Procedures Manual (PPM) provides Tandem’s Coordinators, administrators, support workers, individual clients and families with a practical guide within which to work to ensure that support services are provided to clients and families in a friendly and professional manner. The PPM has been developed with a focus on the safety and protection of clients, employees and the organisation as a whole and endorsed by Tandem’s Board of Management.
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Due to the changing nature of services and the organisation, the PPM is a living document and is largely based on existing policies and procedures previously used by FaBRiC and Respite Care ACT. This manual is an evolving “work in progress” as knowledge and standards change. When a new/updated Policy is authorised by the Board, the new pages will be distributed accordingly.

Development of policies and procedures are the joint responsibility of the Board and staff in consultation with people who use the service. A Master Document Register denotes the currency and revision status of each policy and procedure. A forms list is also available to identify items required for these procedures.

A Risk Management working model, required by the ACT Government, is part of these policies. Risks are identified, assessed and analysed and then strategies and procedures are put in place to mitigate the risks.

Policy & Procedures Manuals for the AFFIRM and LeisureLink programs have been developed as addendums to Tandem’s Policy & Procedures Manual. Both manuals are to be used in conjunction with each other, except where the AFFIRM or LeisureLink programs differ in their service delivery from other services offered by Tandem.

1.4 How Tandem Operates

Overall responsibility for the strategic direction and management of Tandem rests with the Board of Management, elected annually by financial members of the Association.

The Rules (constitution) of Tandem require that at least three of the twelve Board members come from clients and/or families who are eligible to use Tandem’s services. Board members are elected for three year terms. All Board members are volunteers.

The day-to-day operational management of the organisation is the responsibility of the Chief Executive Officer (CEO) who supervises and works with the Operations Manager (responsible for all service delivery) and the Service Support team. The CEO reports to Tandem’s Board against the goals, objectives, strategies and performance indicators outlined in the strategic plan, as well as legal and contractual requirements as stipulated by funding bodies.

Filing and retention of all client files is for 7 years for adult clients or for a period of 7 years after the client turns 18 years of age.

Funding

Funding for Tandem’s programs comes from a variety of areas including:

Children and Young People’s Program Areas

· Children and Young Peoples Program: Home and Community Care (HACC)

· AFFIRM: Disability ACT (DACT)

· Young People’s Living Skills Support Services: Disability ACT (DACT)

· Recreational Activities Program: Sponsorship and Grants

· Tandem House

Adults’ Program Areas

· Adults with a Disability: Disability ACT (DACT)

· Adult Living Skills Program: HACC

· Mental Health: Mental Health ACT

Tandem Respite Inc
9
PPM Original July 2009

Revised January 2012
• Frail Aged Support Services: HACC

· LeisureLink: HACC

· Client Holiday Scheme: Sponsorship and Grants

· Tandem House

Each funding body has a set of Standards complied with by organisations receiving funding.

Tandem’s programs comply with the following Standards:

· HACC Standards

· Disability ACT Standards

· ACT Health Standards

· National Volunteering Standards

· Child Protection Standards

Additional funds are provided from membership contributions, donations and fee for service payments where Tandem provides service purchased by other organisations.

1.4.1
Client Representation and Feedback

Policy

Consumer, client and/or carer representation is required on Tandem’s Board of Management. In addition, feedback is welcomed and sought regularly from clients and/or carers on all areas of service delivery.

Responsibility

Board of Management and Chief Executive Officer

Procedures

The following processes will be addressed:

· All clients and carers are advised of the opportunity to become members of Tandem and seek
appointment to the Board of Management in accordance with the Rules of the organisation.

· All applications for membership and profiles for elections will be dealt with according to the requirements of the Constitution.

Strategic & Business Planning

· Through the Board of Management clients and carers have representation in this process.

· The Board of Management and Chief Executive Officer will, where appropriate, consult with clients and carers on matters relating to service delivery.

· Feedback on strategic directions, service delivery and other operational matters may also be sought through various mediums including the newsletter i.e. seeking opinion on draft issues.

Client/Carer Feedback

· Feedback is welcomed and sought through various mediums including the newsletter reminding clients, carers and staff of their right to report issues and provide suggestions.

· Surveys will be undertaken via independent assessment at least every two years.

· Incident Reports will be analysed for issues which require preventative action.

· Feedback will also be collated from client and carer reviews of service delivery.

Further Actions
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· Review Strategic Plan implementation schedule.

· Respond to carer feedback.

Forms/Documents

· Strategic Planning

· Incident Register

1.4.2
Promoting Tandem’s Services to Clients

Policy

Tandem maintains a Marketing Plan that addresses strategies for advising current and potential clients and staff of existing and additional services.

Responsibility

Chief Executive Officer

Procedures

Tandem undertakes a number of activities including:

· Distribution of a brochure(s), outlining the types of services provided.

· Advising other service providers by letter, brochure and/or notification to the HACC network meeting and other provider outlets of the services Tandem provides.

· Providing information on new services or variation of services in the regular newsletter, web site, memos and other correspondence to all clients, service providers and other interested parties.

· Providing brochures to all assessment/referral centres, service providers and other interested parties.

· Providing information to ACT Health for multi lingual HACC brochures.

· Providing information for inclusion on web sites as appropriate.

· Advising all service partners of new services when they become available.

· Advising interpreter and advocacy services of Tandem’s services.

· Addressing meetings for special interest groups outlining the services available.

· Addressing public meetings on issues relating to services.

· Maintaining membership of / having input into groups including CALD, Child &Youth Mental Health, Mental Health, Disability and Frail and Elderly.

Further Actions

· Track source of information about Tandem and record on referral form.

· Track referrals from other organisations to Tandem.

· Focus future promotional efforts in the most efficient and effective strategies identified by the results.

Forms/Reports

· Newsletter

· Brochure

· Promotional material

· Referral form
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1.5 Principles of Service Provision

1. Tandem promotes and protects the rights of children, young people and adults with disabilities, frail elderly people, people living with mental illness, their families and other primary carers of these groups of clients. It does this through the provision of high quality services that focus on the individual needs of clients and their families and which is supported by strong administrative and continuous quality improvement processes.

2. Tandem provides flexible services to children, young people and adults with disabilities, frail elderly people, people living with mental illness, their families and other primary carers of these groups of clients, to enable them to be supported within their community and enhance their quality of life.

3. Tandem acknowledges the right of every person to be treated with dignity and respect, as an individual. Services are provided on the basis of need regardless of gender, sexuality, age, cultural or linguistic heritage, religion, financial capacity or type of disability.

4. Tandem is funded to provide services to the identified service user groups on an equitable basis, through transparent and accountable processes that are informed by referral criteria and service capacity.

5. Tandem recognises the ultimate right of every person to self-determination within the law. Tandem works collaboratively with service users and their support networks to ensure that all decisions regarding needs assessment, support planning and service delivery are made jointly. All service users have the ultimate right to accept or refuse services.

6. Tandem respects and maintains the right of all service users, to access their personal information. All information is collected and stored in line with National Privacy Principle guidelines. Clients and carers can access their own personal information, on request.

7. Tandem believes in consultative management and seeks to involve clients on its Board of Management. Client input and participation in policy setting processes is actively sought and welcomed.

8. Tandem welcomes and facilitates client feedback as an opportunity to improve the quality of its services.

1.6 Principles of Employment

1. Tandem is an Equal Opportunity Employer.

2. Tandem is committed to the prevention of illness and injury in the workplace and is committed to ensuring the highest possible standards of safe work practices, and occupational health and safety.

3. Tandem is committed to promoting a consultative and participative workplace culture. Employee participation in decision making processes and policy development processes is actively sought and encouraged.
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4. Tandem values the contribution, skills and knowledge of all employees in the pursuit of service excellence.

5. Tandem respects the rights and confidentiality of all employees. Tandem ensures all employees and volunteers have access to their personal information and that the information is collected and stored in line with National Privacy Principles.

6. Tandem strives to achieve the highest possible standards of service delivery. It is committed to working with all employees to provide performance feedback to help maintain these standards and to give employees every opportunity to improve their performance and to identify their personal development and training needs.

7. Tandem welcomes feedback from employees as an opportunity to improve the quality of its services and workplace conditions.

8. Tandem actively works towards promoting career opportunities for employees.

9. Tandem actively promotes and supports retention of employees.

10. Tandem encourages training and professional development of all employees and actively assists employees to participate in training to improve individual professional endeavours and quality of services.

11. Tandem is committed to fair and equitable workplace conditions for all employees.

12. Tandem has a zero tolerance policy to workplace harassment and bullying.

13. Tandem values all employees and is committed to providing an early and safe return to work for all workers experiencing work related injury or disease.

14. Tandem promotes a supportive, family friendly and flexible workplace, in recognition of the responsibilities and commitments employees have in relation to their families.

15. Tandem is committed to ensuring all employees are informed of the grievance process and are given a fair hearing and opportunity to express their views if they have a grievance with the organisation.
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Section 2 – RIGHTS AND RESPONSIBILITIES 2.1 Board Members and Staff Code of Conduct Policy

Board members and staff are to regard all people with a disability, mental illness or who are frail and aged as equal, valued and contributing members of the community whose rights and responsibilities are the same as those of others in society.

Responsibility

All Board members, staff, carers and clients

Procedures

Board members and staff will:

· Not engage in any conduct that is, or could be construed to be, fraudulent or of a criminal nature.

· Always be frank in their dealings with the officers of the organisation.

· Be frank, honest and thorough in their endeavours.

· Be fair, impartial and equal in dealing with carers, clients, the public, other staff and volunteers.

· Be committed to the continuous improvement of services.

· Be accountable for their actions.

· Strive for innovation in service delivery.

· Perform their duties lawfully, giving instructions with skill, care, honesty and diligence.

· Comply with enactments, regulations, determinations, awards, conditions of employment, policies and procedures in the execution of their duties.

· Deal with all people courteously, honestly, equally, impartially and in a way that is sensitive to their age, cultural and linguistic heritage, ability, gender and sexuality.

· Disclose any conflict of interest immediately it becomes apparent.

· Conduct themselves in a way which enhances Tandem’s image and reputation.

· Respect clients, carers and other staff’s privacy and confidentiality.

Further Actions

· Pursue effective and efficient services.

· Review the Code of Conduct as part of its service planning activities.

· Breaches of this code will be addressed in accordance with terms and conditions of employment.

· Update as service requirements and statutory obligations change.

Forms/Reports

· Tandem policies and procedures

· Support Workers Code of Practice
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2.2 Clients’ Rights Policy

Consumers of Tandem’s services may expect the following:

1. To be treated with respect and dignity and in ways that increase their strengths and lessen their vulnerability to abuse.

2. To receive a flexible, effective, efficient and affordable service, tailored to their individual needs.

3. To have access to services that are non-judgemental and without discrimination of any kind.

4. To have access to information about Tandem, including services offered, policies and procedures, user rights and grievance procedures.

5. To have access to information about any other services which may be of assistance.

6. To be free to choose what services they want from available alternatives.

7. To have self-determination, maintaining control over their own lives, including decision-making and planning regarding respite and other services.

8. To access the assistance of an advocate or interpreter of their choice at any time.

9. To have their privacy and confidentiality respected regarding client records or any personal information.

10. To have, subject to the rights of others, access to their personal records held by Tandem (in line with the National Privacy Principles).

11. To be able to discontinue the service or refuse to have a particular support worker without recrimination.

12. To be free to complain or express grievances about any aspect of Tandem services and operation, and expect to be treated fairly, promptly and without retribution (refer to Grievance Procedures).

13. To be shown sensitivity with regard to the particular needs of people with different cultural, religious and language backgrounds.

14. To have an opportunity to be involved or have representation in the management of the service, and contribute helpful comments or suggestions about service operation.

15. To be advised as soon as possible by Tandem of any changes in support arrangements.

These rights are continually updated as contractual or statutory changes occur. Notification of this is through the newsletter and other forms of correspondence.

2.2.1 Advocacy and Guardianship Policy

Clients and carers have the right to request that their guardian or advocate be present when an assessment and/or review is undertaken, or in any interaction where the presence of the advocate will increase the client’s feeling of confidence and being heard.

Responsibility

Coordinators

Procedure

· Clients are informed by coordinators of their right to have and Advocate at Assessment and Annual Review.

· Details of advocates will be contained on the client/carer’s confidential record.

Tandem Respite Inc
15
PPM Original July 2009

Revised January 2012
 Tandem requires that advocates have written consent from the client and/or carer to act on their behalf, and that a copy of the consent is on the client’s file. Verbal authorities indicating date and time should be recorded on client/carer’s file.

 Tandem will inform the advocate or legal guardian of any client/carer meeting unless advised otherwise by the client and/or carer.

 The client and/or carer may request other parties to be present at the assessment/review of their service arrangements. Tandem will accommodate these requests as appropriate.

 Any documentation/minutes resulting from these meetings should also be copied to the advocate/guardian (with the client’s permission) as well as the client and/or carer

 It is important that the client and/or carer is aware of their right to seek external advice, support and advocacy when discussing their situation.

Further Actions

 Availability of advocacy services reminder in newsletter at least annually.  Update advocates list annually or as information is received.

Forms/Reports

 Support Plan

2.3 Clients’ Responsibilities

Policy

Tandem asks clients to observe the following responsibilities:

1. To treat Tandem staff with the same respect and dignity accorded themselves.

2. To provide Tandem with all information necessary to achieve a suitable support arrangement.

3. To work together with the Coordinator to formulate a Support Plan which suits the needs of the service user as far as possible, in a useful and equitable manner.

4. To agree to an assessed hourly fee for service and to meet the expenses incurred on recreational outings as agreed in advance with the Coordinator and Support Worker and as outlined in the support plan.

5. To own the outcomes of any decisions they participate in, including Support Plans.

6. To communicate clearly with their Coordinator and voice any concerns or grievances.

7. To negotiate with the Coordinator if changes to support arrangements are required.

8. To be considerate of the arrangements agreed upon with the Support Worker, in particular the duration and frequency of sessions.

9. To ensure that Tandem is provided with current emergency contact information.

10. To ensure that Support Workers know where the primary carer or secondary carer will be during the support period.

11. To inform Support Workers of any common infectious illnesses that the client or a family member may have eg. measles, chicken pox, diarrhoea, head lice, conjunctivitis.

12. To honour written agreements made in partnership with Tandem.

13. To ensure their home is a safe and healthy place for Tandem staff to work and to allow Tandem coordination staff into their home to conduct a Workplace Safety assessment annually or on an as needs basis.

14. To advise Tandem of changes in support requirements.

15. To consider participating, as a consumer representative, in the management of Tandem.

These responsibilities are continually updated as contractual or statutory changes occur. Changes will be noted in the newsletter and other forms of correspondence.
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2.4 Grievances and Complaints

Policy

Tandem maintains the right of all staff and clients to make a complaint or grievance and for that complaint or grievance to be addressed in a professional unbiased manner.

Tandem’s duty of care stipulates that any safety breaches (self, colleagues or organisational) or criminal offences will be reported to police and/or appropriate authorities, as required by Law.

A grievance may relate to any aspect of service provision or employment terms and conditions, and should always be made known in writing or any other appropriate accessible format as soon as practicable after any problem arises. Grievances and information resulting from the handling of any grievance will be treated confidentially.

Anyone making a complaint or wishing to discuss a grievance has the right to be accompanied by an advocate/industrial officer, or interpreter of their own choice at all times.

Tandem will establish and maintain a Grievance Committee comprising of a Convenor, Deputy Convenor and one other member for the purpose of dealing with unresolved grievances regarding Tandem’s administration and service provision. All members of this Committee will be Board of Management members and not Tandem staff.

In the first instance, complainants are encouraged to contact their senior officer (Coordinator, Senior Coordinator, Manager, Operations Manager, Chief Executive Officer) or Chief Executive Officer to discuss their concern. If the complainant is not satisfied with the outcome of this action, they may then approach the Grievance Committee in writing (in cases where this is not possible, assistance will be provided to the complainant to facilitate the action).

Every grievance will be acknowledged in writing within seven days and examined within 14 days. The result will be advised to all relevant parties within seven days after completion of examination into the grievance.

The principles of natural justice will be observed throughout the grievance process ie staff members have the right to be informed about the nature and content of any grievance about them, have the right to be heard and have the right to an unbiased decision maker before a decision is taken about them.

Responsibility

Board of Management, CEO, all staff, Carers, Clients

Procedures

A confidential record will be made on the Grievance and Complaint Form and retained on file with a copy in the client/carer file.

Carers/ Clients

 If the complaint cannot satisfactorily be resolved through discussion with the Coordinator, Senior Coordinator or Operations Manager, it should then be referred to the Chief Executive Officer.
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• If the Chief Executive Officer is unable to resolve the complaint it is then classified as a grievance and the Chief Executive Officer informs the complainant of grievance procedures and refers the matter to the Grievance Committee.

· Making a complaint will not affect the current/future service received by the complainant.

Employees

· Grievances will be referred to the Chief Executive Officer who will inform the employee of grievance procedures.

· If the Chief Executive Officer is unable to resolve the grievance it is to be referred to the Grievance Committee.

General Public

· A Grievance/Complaints form will be completed and lodged with the Chief Executive Officer.

· The Chief Executive Officer will attempt to resolve the issue. If this cannot be achieved, the issue will be referred to the Board of Management.

Alleged Criminal Acts and Other Breaches

· In cases of an alleged criminal act, the matter is to be referred in the first instance to the Chief Executive Officer who will, as soon as practicable, notify the police.

· Tandem’s duty of care stipulates that any safety breaches (self, colleagues or organisational) or criminal offences will be reported to police and/or appropriate authorities, as required by Law.

Procedures For the Grievance Committee

All decisions and discussions of the Grievance Committee will be documented. The general process will be:

· Record in Complaints Register

· Interview and obtain a report from all parties concerned

· Obtain a report from the Chief Executive Officer

· Assess the grievance

· Recommend action

· Indicate to staff and carers other avenues of redress

· Advise all parties of the decision

· Ensure the recommendations are actioned.

Other options

Carers and staff may, for reasons of privacy, choose to have their grievance heard directly by the Grievance Committee, rather than speaking to staff members.

They may also approach external mechanisms and advocacy services or another service provider to obtain advice relating to their situation if this is appropriate including the Human Rights Commission on Tel (02) 6205 2222, fax (02) 6207 1034 or email human.rights@act.gov.au 

Telephone numbers of external complaints and grievance mechanisms and resources are advised on the office notice board, including the Health Complaints Commission.

Important: It is the Chief Executive Officer’s (and delegates) responsibility to monitor the work environment and identify and rectify situations or practices which may lead to a complaint or grievance.
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Further Actions

· The Convenor of the Grievance Committee is responsible for the maintenance and safe keeping of records of investigations, Committee hearings and findings relating to grievances including letters to both parties confirming agreed actions

· The Grievance Committee will report to the Board of Management if it feels that policy amendments may be necessary or appropriate to assist in dealing with future matters

· Any grievance, including an unresolved grievance, may be forwarded to the office of Home and

Community Care (HACC), in accordance with HACC Complaints Policy or the Human Rights

Commission at:

Tel: 6205 2222

Fax: 6207 1034

E-mail: human.rights@act.gov.au or http://www.hrc.act.gov.au/index.php 

Address: 5th Floor, 1 Moore Street, Canberra City

· Disability ACT requires its funded service providers to promote the Community Services Directorate’s Compliments and Complaints Procedures to service users. The Community Services Directorate’s Compliments and Complaints Procedures can be found at http://www.dhcs.act.gov.au/home/complaintsandadvocacy 

The page can be listened to at http://app.readspeaker.com/cgi‑
bin/rsent?customerid=5488&lang=enau&audiofilename=dhcs.mp3&readid=mainContent&url=http://w ww.dhcs.act.gov.au/home/complaintsandadvocacy 

· The Disability Services Commissioner Mary Durkin http://www.hrc.act.gov.au/disability/ is mandated to consider complaints regarding the provision of services for people with disability and / or for their carers.

The Commissioner's role is also to promote:

· improvements in the provision of services for people with disability and their carers

· the rights of users of services for people with disability and their carers

· an awareness of the rights and responsibilities of users and providers of disability services.

Forms/Documents

· Grievance Form

· Standard letter acknowledging receipt

· Complaints Register.

2.5 Access and Equity

Policy

Tandem’s allocation of resources to clients and carers will be in accordance with the principles of access and equity and the use of a Needs Assessment Matrix, which is used to assess the level of relative need.

Responsibility

Chief Executive Officer and Coordinators

Procedures
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The following areas are to be considered by staff when assessing need:

Access:

Services are available on the basis of relative need. Assessment of need is free of any form of discrimination irrespective of a person’s language, culture, race, gender, sexuality, disability, political beliefs or religion.

Equity:

Services are provided on the basis of relative need with priority given to those assessed as most at risk.

Communication

Eligible clients and carers are informed about services offered by Tandem, the assessment process and how hours are allocated in line with need. The organisation consults with its clients and carers regularly about the adequacy, design and standard of services and reviews Support Plans at regular intervals.

Responsiveness

Services are sensitive to the needs and requirements of eligible clients and carers from diverse backgrounds, and responsive as far as practicable in addressing individual circumstances including linguistic and cultural requirements.

Effectiveness

Services are ‘client outcomes oriented’ and focus on meeting the needs of eligible clients from all backgrounds, wherever resources allow.

Efficiency

Available public resources are optimised through a client-responsive approach to service delivery.

Further Actions

· Review client/carer complaints and service non-conformances to establish whether the procedure is applied correctly.

· Put in place action plans to address deficiencies.

· Monitor success of new arrangements.

Forms/Reports

· Tandem’s Policies and Procedures Manual

2.6 Professional Boundaries

Policy

Tandem will ensure clear professional boundaries are observed in the provision of support services. This serves to protect both clients and staff and set clear expectations within the client/ support worker context.

Responsibility All staff

Professional boundaries define acceptable behaviour within workplace relationships and define the difference between professional and helping, and non-professional and personal roles, within a support service relationship.

Tandem Respite Inc
20
PPM Original July 2009

Revised January 2012
Tandem staff will act in a respectful and person centred way that acknowledges and protects the vulnerability and dignity of service users.

Service users are required to respect professional boundaries and privacy of support workers.

Professional boundaries:

· Define the appropriate tone of service provision, between detachment and over-engagement

· Create and maintain a safe working environment for client and worker

· Promote integrity and separateness for client and worker

· Reinforce that support sessions are to focus on outcomes for the client

· Encourage discussion and clarification of the purpose, intent, expectations and limitations of the support service

· Acknowledge the inherent power imbalance within service interactions and seek to address it

A breach of professional boundaries will be managed within the appropriate workplace context in the first instance ie. with a senior coordinator or manager. This applies to breaches by client or staff.

The process will be escalated to the Operations Manager and/ or Chief Executive Officer if necessary.

Further Actions

· Ongoing staff training

· Changing support staff where appropriate

2.6.1 Support Workers Exiting Support with Clients – Sensitivity to Client’s Needs

Policy

When Support Workers cease providing support to an individual or family they will participate in a planned transition from the client/ family where possible. New support will be arranged to ensure least disruption and anxiety to the client and family, within resource constraints.

Responsibility

Coordinators and Support Workers.

Procedures

The following steps will be undertaken:

· Support Worker will inform Coordinators as soon as possible of their intention to cease support to a client

· Support Worker will provide feedback to the Coordinator which may assist the Coordinator in matching a new support worker to the client’s needs. Where practicable, the exiting Support Worker will participate in buddy–up sessions with the new Support Worker to minimise disruption of service to the client.

· In consultation with the Coordinator, clients and families, strategies will be developed to implement appropriate closure to facilitate ease of process and minimise disruption and distress;

· Where appropriate, feedback from exiting Support Workers will be tabled at Coordinators’ Meetings with actions formulated as necessary.
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• Coordinators will discuss future support arrangements with clients and families, including updating the Support Plan, Service Agreement and the type of Support Worker preferred.

Further Actions

· Coordinator will source a Support Worker who meets requirements of the client and family.

· Coordinator will introduce the Support Worker to client and/or family.

· Coordinator will organise a buddy up session with an existing or previous Support Worker and any training, as required and where possible. Where this is not possible the Clinical Advisor or Coordinator will provide some in-session training to effect a smooth transition for both client and Support Worker

· Coordinator will monitor the new support arrangement with both the client/ family and Support Worker.

· Clients and workers may access the Tandem grievance procedure if dissatisfied with the outcome of this process.

Forms/Documents

· Support/Personal Development Plan.

· Questionnaire.

2.6.2 Gift Giving

Policy

Tandem acknowledges that clients and/or their family may, on occasion, wish to give a staff member a gift.

Responsibility

Coordinators, Support Workers and Administration Manager

Procedures

Tandem staff are required to disclose to the organisation, any gifts with a purchase value of over $20.00

that have been given to them in the course of their duties, by a client or the client’s relatives.

Tandem staff are not permitted to:

· accept gifts of money (cash, cheques or a bequest from clients or from a client’s family).

· borrow money from clients or a client’s family or extended family

· seek or accept payment of any kind for services that are provided by Tandem

Further Actions

A gifts register of gifts with a purchase value of more than $20.00 will be maintained by the Administration Manager.

SECTION 3 – PRIVACY AND CONFIDENTIALITY 3.1 Client, Carer and Staff Information
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Policy

Tandem maintains strict confidentiality at all times regarding client, carer and staff information.

All discussions relating to personal and confidential issues will be recorded, named, dated and filed in the appropriate file. All hard copy confidential information is stored in a locked and secure cabinet. All information held electronically is securely maintained, with passwords and security codes used to identify all users and their access.

Clients, carers and staff may have access to their own personal file and information, and can do so by liaising with their Coordinator, Senior Coordinator, Manager, Operations Manager or Chief Executive Officer.

No client, carer or staff records, will be passed to another agency, department or other third party without written consent from the relevant client, carer or staff member.

Responsibility

Chief Executive Officer, Operations Manager, Managers, Senior Coordinators, Coordinators and Administration. Operations Manager will ensure currency of this policy.

Procedures

· All documentation is to be dated, signed and filed on the relevant file as soon as is practicable.

· All confidential conversations with clients, carers or Support Workers should be carried out in a private and respectful manner. Notes from client meetings should be made available for clients to view.

· Electronic data is to be saved to the organisation’s server to ensure secure and regular back-up. Back-up/external storage units are to be taken off premises each day.

· Database access will be ordered with regard to need for access.

· The Chief Executive Officer / Operations Manager/ Administration Manager is to be consulted to determine access levels prior to access being granted to new staff members.

Further Actions

Clients/carers will sign an Information Release / Informed Consent form (included as part of the initial assessment process) when signing the client agreement. Clients/carers are advised that they may withdraw their consent in writing at any time. The Information Release will specify how the information may be used.

Forms/Documents

· Client Files

· Information Release Authority and request.

· Document copy records.

· Assessment form

3.2
Access to Client Files

3.2.1
Access to Personal Information
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Policy

Clients and carers, or their authorised representative/s may access their file and/or personal information, in accordance with Freedom of Information legislation.

Responsibility

Chief Executive Officer, Operations Manager. Operations Manager will ensure currency of this policy.

Procedures

· Clients and carers, or their authorised representative/s, if wanting access to their personal files, are required to request access in writing. Assistance can be provided to facilitate this process.

· Written requests to access client files are to be sent to the Chief Executive Officer or the Operations Manager for authorisation.

· Where the person requesting access to personal information is not the client they will be required

to provide evidence that they have the appropriate authority to do so. Evidence of appropriate

authority can include, but is not limited to:

- Written or verbal informed consent from the client

- Current Guardianship Order

- Current Power of Attorney

- Enduring Power of Attorney

- Documents from Public Advocate’s Office

- Documents from Centrelink

- Parenting orders from the Family Law Court

- Other documents from the Family Law Court, Federal Magistrate, Children’s Courts,

other Government agencies or statutory bodies, or other documents as deemed

appropriate by the Chief Executive Officer and/or the Operations Manager.

· Where the client is an adult who was in the Children and Young Persons Program, the person making the request will be required to show evidence that they have an Enduring Power of Attorney or a Guardianship Order in place or similar evidence that establishes their ongoing authority to access the client’s file.

· Tandem will not accept proof of parenthood only, as authority to access an adult client’s file.

· Information will be made available within 5 working days on receipt of the request.

· Any copies of the original documentation are to be clearly marked as a copy, and a dated and signed record kept on the original file, of which documents were copied.

· Tandem management reserves the right to refuse access to the files if there are grounds for restrictions due to legal proceedings.

· In the event of a request for this information by a Court or other appropriate entity, Tandem will abide by any legal obligation as required.

· People requesting access to information will be permitted access to information pertaining directly to them ONLY. All other information will be disguised/blanked to maintain confidentiality.

Tandem has a responsibility to record only factual and objective information on client files, consistent with the Privacy Act 1988 and its amendments.

Forms/Reports

· Client files

· Accounts

· Database

Tandem Respite Inc
24
PPM Original July 2009

Revised January 2012
3.2.2
Amendments to Client Files

Policy

Tandem recognises that from time to time a client may disagree with information that has been recorded in their file by Tandem staff. Tandem will only amend information on a client’s file where evidence is produced that substantiates claims regarding the integrity of information on a client’s file.

Should a client not be able to provide satisfactory evidence of this, Tandem will provide the opportunity for the client to submit a disclaimer and/or counter document that details the concerns the client has with information on their file. The disclaimer and/or counter document will then be stored on the client’s file.

Responsibility

Coordinators, Senior Coordinators, Operations Manager (latter will ensure currency of this policy).

Procedure

When a Coordinator is contacted by a client/family/carer who wishes to have their file amended, the Coordinator will:

· Inform the client/family/carer of the process for amending files, including that evidence substantiating the request will be required by Tandem, before an amendment will be made to a Client File

· Gather information from the client regarding what file content the client/family/carer disagrees with, as well as how the client/family/carer requests that the information be amended

· Discuss the client’s concerns with their Senior Coordinator.

The Senior Coordinator will:

· Assess the information provided by the Coordinator and in consultation with the Operations Manager, determine whether or not the evidence provided is sufficient for an amendment to be made to the Client File
· Ensure the requested changes are made to the Client File and inform the client of the successful outcome of their request or

· Inform the client/family/carer that Tandem does not accept that (1) there is sufficient evidence to amend the Client File (2) the integrity of the Client File will be maintained if the amendments are made

· Explain the reason for denial of the request to amend the Client File

· Inform the client that they are able to submit a disclaimer stating what they disagree with, why they disagree with the information on their file and any other information they feel is relevant to the matter

· Assist (where needed) the client to ensure that their disclaimer is signed and dated, and then filed in the Client File.

NB. Tandem will provide assistance in writing a disclaimer at the client’s/family’s/carer’s request or provide information on how to refer to an advocate to provide support to the client, if preferred by the client/family/carer.

Forms/Reports

· Client File

3.3 Data Collection
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Policy

All programs will record information about the client and carers demographics and client levels of ability in relation to activities of daily living. Collection of data for Minimum Data Sets (MDS) and other data collections are in accordance with contract requirements. Data is then transmitted in non-identifying format to the relevant funding bodies.

Responsibility

Coordinators, Administration

Procedures

· Ensure that clients and carers are provided with a MDS Consent of Release form (included in the initial assessment) for signature. Those who nominate not to be included in MDS data collection processes are to be flagged on the database system and their details excluded from MDS reports.

· Make sure that all program attendance hours of service or service provision records are complete and allocated to the correct individual.

· That all occasions of service accurately record the activity in terms consistent with contractual obligations and outputs/outcomes.

· All staff are responsible for ensuring that occasions of unmet /undermet need (due to a lack of resources), are recorded by Tandem whether or not referral to other services is made.

Further Actions

· Information is entered into the client database

· The Chief Executive Officer provides amalgamated data to funding bodies as required by contract schedules

· No client or carer data is to be provided to third parties without written permission of the client/carer

· Data is used to establish occasions of unmet and undermet need, or specific groups which are not being reached by current services and plan to address those deficiencies where possible, given funding and service constraints.

Forms/Reports

· Hours and Service reports

· Incident Report

· Time sheets

· Assessment Form

SECTION 4 – PROTECTING VULNERABLE PERSONS 4.1 Protecting Children and Young People

Policy

Tandem is committed to protecting the health, safety and well being of all children and young people who come into contact with the organization, and accepts responsibility for reporting suspected child abuse in accordance with the Children and Young People Act 2008 (ACT). The Act stipulates how to
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report concerns about child abuse and neglect to Care and Protection Services (Office for Children, Youth and Family Support), and allows for both voluntary and mandatory reporting of child abuse.

· The Act (s 356) identifies certain professional groups as mandated reporters and requires them to
report all suspected and actual incidents of harm or risk of harm, to children and young people

· Tandem workers are not mandated to report child abuse, however employees of Tandem have a duty of care to follow procedures in any case of known or suspected child abuse, whether sexual, physical or emotional abuses, or neglect.

· Some of Tandem’s staff may be mandated reporters in another area of their work life ie it is not uncommon for teachers or nursing staff / students to also engage in support work with agencies like Tandem. Whilst working in the role of a support worker for Tandem (which is dissimilar to their everyday/ other professional role), such individuals observe Tandem’s duty of care rather than the mandated reporting of their everyday/ other professional role

· Definitions of both voluntary and mandated reporters are at Appendix A.

Defining Child Abuse

Child abuse is a term used to describe different types of maltreatment inflicted on a child or young person. It includes non-accidental physical injury, neglect, emotional abuse, psychological harm or sexual abuse. See Appendix B

Section 151B of the Children and Young People‘s Act identifies when a child or young person is at risk as “a child or young person is at risk of abuse or neglect if, on the balance of probabilities, there is a significant risk of the child or young person being abuse or neglected”.

The Act defines a child as a person under 12 years of age and a young person as a person who is 12 years or older, but not yet an adult.

Reporting Child Abuse

A reasonable suspicion may be formed by witnessing abuse, observing child’s physical condition or behaviours, disclosure from a child or young person or being told by someone else.

Hearsay is sufficient to form reasonable suspicion and a reporter does not need to prove that abuse has occurred. The reporter should not attempt to interview the child regarding details of the abuse or suspected abuse.

The welfare of the child overrides confidentiality provisions. The identity of individuals who make child protection reports to Care & Protection Services is protected under the Children and Young People Act 2008 (ACT).

Responsibility All employees

Procedures

When to report:

Reports must be made as soon as practicable after the suspicion arises. For mandated reporters, this is law. All concerns must be discussed with the Senior Coordinator and/or the Operations Manager before a report is made
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Under section 159 of the Act however (at Appendix A) if a reporter reasonably believes that a report has already been made to Care and Protection about the same child or young person, and is about the same abuse or injury, a report does not need to be made.

If the Support Worker suspects or observes an indication of abuse or neglect the Support Worker should:

· Discuss the situation with the relevant Coordinator, or if after hours, call the Tandem on-call number

· Document the situation using the Incident Reporting system. Organisational response

· The Coordinator will ensure that information from support workers is documented and that the situation is monitored to see if there is a pattern of injuries, behaviour or conversation, which could indicate abuse or neglect

· The Coordinator must inform the Senior Coordinator, Operations Manager or Chief Executive Officer who will make a decision on whether to report to Care and Protection.

· Care and Protection may be contacted for advice and consultation on the particular situation. No identifying information will be shared without approval from the Senior Coordinator, Operations Manager or Chief Executive Officer.

· Where a decision to report has been made, the Chief Executive Officer, Operations Manager or Senior Coordinator will make the report to Care and Protection.

· Where a child or young person is at imminent risk of harm, the Senior Coordinator, Operations Manager or Chief Executive Officer will make a report to Care and Protection in the first instance. If the coordinator on call is contacted out of hours about imminent risk of harm to a child or young person and assesses the situation to be immediately threatening to that child or young person (based on the information they receive) , the coordinator will ring the police. The coordinator will then immediately inform the Chief Executive Officer, Operations Manager and Senior Coordinator of the action taken.

What is needed in a report to Care & Protection Services?

The reporter must give as much of the following information as possible. The provision of this information to the Care & Protection Services is not a breach of privacy, confidentiality, or professional ethics. Information likely to be useful is:

· Name and date of birth of the child/ren or young person(s);

· Home address of the child/ren or young person(s);

· Current whereabouts of the child/ren or young person(s);

· Name of parents/guardians, aliases and contact details;

· Name of known siblings;

· Nature of abuse & neglect;

· When and where the alleged abuse/neglect has occurred;

· Details about when and how you became aware of the information;

· Name of others who may have witnessed the abuse or neglect;

· Details of any disclosure made to you;

· Description of any injuries seen;

· Description of the behaviour of the child/ren or young person(s);

· Attitude of the carers of the child/ren or young person(s) to the injury/ incident;

· Known supports to the child, young person and/or family.

How to make a report
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Concerns regarding the safety of children are discussed with an intake worker at Care & Protection Services. The intake worker will provide support and advice, and will assess the matter.

· Police

For urgent immediate assistance call 000

· Care & Protection Services Centralised Intake Service Phone 1300 556 728 or Fax 6205 0641

· General Public Line (For voluntary reporters) 1300 556 729

All file notes are to be stored in the client’s file as per Tandem’s policy and confidentiality provisions. This includes information to/ from Care and Protection Services.

Ensure all records are legible, names, signed and dated. Report exactly what was heard and seen.

Check that documentation includes the following:

· Situation that initially prompted concerns;

· The process followed in seeking advice and in contacting Care & Protection Services;

· The name of the person(s) spoken to at Care & Protection Services;

· The information provided to Care & Protection Services;

· All decisions made by Tandem staff and rationale for them;

· All advice given and received;

· A summary of all face to face, email and telephone discussions

Protected and Sensitive Information, and information Exchange

Information provided to a staff member in relation to a child or young person, by Care & Protection Services, is protected information. The staff member then becomes an information holder under section 405 of the Act. It is an offence under the Act to recklessly divulge protected information.

Sensitive information is information contained in a mandatory or voluntary child abuse report, information contained in a child protection appraisal, interstate child abuse information or family group conference information. This information can be divulged in circumstances that are exceptions to the Act under the requirements of other laws, or with the consent of the person to whom the information is related.

This means that staff may consult with other health care professionals involved in the diagnosis, care or treatment of a child or young person, for the purpose of improving or maintaining the child or young person’s health in relation to a particular episode of care. In this context, the term “episode of care” is intended to prevent any more information than is necessary to a particular situation being shared.

Informing Families of the Intention to Report

This is a decision to be made in consultation with Chief Executive Officer, Operations Manager, or senior coordinator.

It is important to consider whether telling a parent or carer about making a report places the child or young person at further risk of abuse or neglect. If this is the case, a decision on how to report will be made in consideration of on the need to protect the child or young person from the possibility of experiencing further abuse, intimidation or threats.
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Senior staff will also consider appropriate actions if there are potential safety issues for staff.

Debriefing Staff

Dealing with child abuse can be complex, stressful and traumatic and may trigger personal issues for workers. Following their involvement in child protection matters, staff should seek debriefing opportunities through their coordinator, senior coordinator or Operations Manager.

Training for Staff

Education and training opportunities on child abuse and working with vulnerable people will be made available to staff through learning and community education, Department of Disability, Housing and Community Services and ACT Health.

Further Actions

Support Worker Care and Protection Concerns

If a complaint is lodged with Tandem concerning alleged abuse of a child/young person by a Support Worker, the Chief Executive Officer will conduct a preliminary investigation into the incident by discussing the issue with relevant parties. If the investigation shows reasonable grounds for suspecting that abuse has occurred, the Chief Executive Officer may decide to suspend the Support Worker pending a full investigation. There are two options:

1. Suspensions may be only with regard to care of the family involved in the alleged incident; or

2. Complete suspension of any work with families

Suspension does not mean that Tandem has prejudged the incident or situation, rather that Tandem has an obligation to regard the safety of its care recipients as its first priority. Tandem acknowledges that some allegations may be vexatious or malicious.

A full investigation by the Chief Executive Officer into the alleged incident may require consultation with Care & Protection and necessitate a formal report being made to Care and Protection.

If such an investigation is indicated, the Board is to be informed of the case, while the people involved must remain anonymous.

4.2 Protecting Vulnerable Adults

Policy

Tandem is committed to protecting the health, safety and well-being of all people who come into contact with the organisation. Tandem ensures that all staff will respond appropriately to suspected abuse and neglect of vulnerable adults. All Tandem staff are required to have a clear understanding of their responsibilities in the process of identifying and responding to abuse of older people in the community.

Procedures

· All Tandem staff will be equipped with the necessary skills to enable them to recognise potentially abusive and/ or neglectful situations in regard to vulnerable adults

· Tandem staff will report suspected or confirmed incidences of abuse to their immediate supervisor

· Incidents of suspected or confirmed abuse will be documented and acted upon.

Further Actions
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• Culturally appropriate information and support on Elder Abuse will be provided to Aboriginal and Torres Strait Islander service users as well as CALD service users.

· Other Agencies from which Tandem brokers services are advised of this policy and asked to comply when providing service to Tandem clients.

SECTION 5 – BECOMING A CLIENT

5.1
Eligibility

Policy

Eligibility criteria are determined by the Board based on contractual agreements with funding bodies.

People are eligible to use Tandem services if they:

· live in the ACT;

· are living in partially supported or flexible styles of accommodation

· are not residing in nursing homes, hostels, or 24 hour supported accommodation; and

· meet the following criteria:

o Frail Aged Support Services: A frail older person

o Adult Disability Support Services: A person over the age of 18 with a moderate to

profound disability.

o Mental Health Support Services: A person with a diagnosed mental illness and who has a

clinical manager.

o LeisureLink Volunteer Program: A person over the age of 18 with a moderate to profound

disability, a person living with a mental illness or a frail older person

o Living Skills Program: A person over the age of 18 with a moderate to profound disability or

chronic condition or a frail older person

o Living Skills Support Service: young person with a disability who is a school leaver and who may not be able to participate in employment. Young people are identified and referred by Disability ACT

o Children and Young People’s Disability Support Services: A child or young person up to the age of 20 with a moderate to profound disability.

o AFFIRM Program: A child between the ages of 7 and 20 with a moderate to profound disability and high and complex needs where the family is at risk of breakdown.

Tandem may also provide service through other means such as:

o Brokerage

o Individual Support Packages

o Self funding

NB: People receiving compensation packages are not eligible for HACC block funded services, however

they are able to purchase services directly through the Brokerage Program at full cost recovery.

Responsibility

Operations Manager, Senior Coordinators and Coordinators

Procedures
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• Potential service user and/or Service Provider (on behalf of the service user) contact Tandem to make a referral.

· Tandem Coordinator will seek information from the referrer to establish eligibility, in line with referral criteria, seeking details from the potential carer on the level of need of the person concerned, their place of residence and any other factors which may have precipitated their need for respite.

· Evidence from a medical and/or allied health professional that supports the diagnosis or disability is required to establish eligibility.

· Once eligibility is established, all referrals are presented at weekly team meetings to determine priority in line with availability of Tandem’s resources.

· Referrals may be placed on a wait list until resources allow for service to be provided, based on priority of need.

· On allocation of resources to a referral, a coordinator will contact the referrer to arrange a meeting to conduct initial and ongoing assessments.

Further Actions

With the permission of the referrer a referral may be made to another suitable agency for support, particularly if services are unavailable at Tandem.

Forms/Documents

· Needs Assessment Matrix

· Assessment form (includes Client Service Agreement)

· Fees Agreement

· Support Plan

5.1.1 Determining Unmet Need and Undermet Need

Policy

Tandem will attempt to respond to requests for support where referral criteria are met. Tandem acknowledges that not all requests for services can be met, due to resource constraints.

Tandem has a contractual obligation to record unmet and undermet need.

Unmet need is where eligibility has been established and where Tandem is unable to provide service at that time due to resource constraints. Undermet need is where Tandem is unable to meet the full allocation of hours assessed as needed, due to resource constraints.

Responsibility

Chief Executive Officer, Operations Manager, Senior Coordinators and Coordinators

Procedures

· When a request is received for service which cannot be met - and eligibility is established - details of the request are noted on an Unmet Needs Register.

· Where a current service user’s full allocation of hours is unable to be met due to staffing resource issues, details of the undermet need is recorded on an Undermet Needs Register and discussed at weekly team meetings. The service user’s session details (no identifying information) are added to the Unfilled Sessions list, which is posted on the website and circulated to Support Workers as a means of addressing the deficit
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• Where possible the Coordinator is to provide information regarding similar services to the referrer/ service user, to assist them in linking with other supports

Further Actions

· Advise client and carer if resources become available.

Forms/Reports

· Unmet Needs Register (UNR)

5.2 Intake and Assessment

Policy

Acceptance of referrals will be on the basis of eligibility criteria.

Referrals to Tandem may be made by family or community members, government and non-government organisations or the person requiring service.

All referrals to Tandem will be responded to within 14 days of receipt of referral. Referring agents will receive notification of the outcome of their referral to Tandem where the client has given consent for this information to be shared.

Responsibility

Senior Coordinators, Coordinators

Procedures

· Assess eligibility, need and resource availability.

· Prioritise referrals.

· Where support cannot be provided immediately: see Process for Unmet need

Forms/Documents

· Needs Assessment Matrix

5.3
Prioritising Need

Policy

All allocations will be made on the basis of the resources available and the support needs of current and potential clients.

Responsibility

Senior Coordinators, Coordinators

Procedure

Prioritising need starts with the assessment process and takes into consideration the following:

· The client’s level of disability and level of support needed;

· The clients and families’ needs.

Priority Access and assessment
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Higher priority is given to requests where the survival of the household is considered to be at immediate risk and takes into consideration the following:

· whether the clients and carers relationships with other family members or other services are able to assist the client and carer to manage or decrease the current problem;

· whether Tandem has the resources available to meet the assessed need;

· the assessed relative need of others waiting for service;

Resources are allocated in consideration of the relative needs of newly referred potential clients and current clients who are receiving service and/or waiting for service. Adjustments to service levels may occur due to changes in relative need and the availability of resources i.e. support may be increased or decreased.

5.4 Waiting for support

Policy

A waiting list will be maintained when demand for services exceeds supply.

Responsibility

Senior Coordinators, Coordinators

Procedures

The waiting list will provide names of individuals and carers who have met the eligibility criteria as determined by the Needs Assessment Matrix, but are unable to access services due to limited available resources. These individuals will be prioritised and given services as soon as available support hours or additional funding becomes available.

When a Waiting List is in operation:

· Potential clients are advised that their details are placed on a waiting list which is prioritised on a needs basis. Potential clients will also be provided with information other appropriate agencies

· The waiting list is reviewed at the weekly coordinators’ meeting

· Coordinators inform individuals and carers of their placement on the waiting list and encourage them to contact Tandem if their situation changes.

Prioritisation on the waiting list is as follows:

Very high priority: there is an acute risk of family breakdown and/or residential placement, the person has high support needs; and little or no support is available;

High priority: there is a risk of family breakdown and/or residential placement; the person has high support needs; and little or no support is available;

Medium priority: there is some risk of breakdown of family or support network if the current situation is prolonged; and limited support is available;

Low priority: the current support is adequate but the situation is likely to change.

Further Actions

Referrals to other agencies.

Forms/Reports
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• Needs Assessment Matrix

5.5 Assessment

Policy

A needs assessment is conducted by a Coordinator in conjunction with the client and/or their family/ carer to determine their eligibility for respite and support. The assessment is conducted (preferably) in the client home or in a venue of their choice.

A needs assessment:

· Utilises a social and functional framework to measure the impact of a person’s disability on their functioning and quality of life;

· Ensures equity of access to Tandem resources, by assessing the client’s needs relative to those of other eligible individuals/families;

· Determines the type and amount of support to be provided following consideration of the assessment criteria. If more than one person in a family is in need of support services, the assessment would be conducted as for two clients.

· Hours of support are allocated following discussion of need at the weekly coordinators’ meeting

The assessment process will include:

1. Discussion between the Coordinator, carer and/or client to assess all relevant information;

2. Information about other services provided by Tandem and other agencies, including referral to other agencies if appropriate;

The client/ carer’s ability or inability to pay for respite from Tandem, is not a relevant factor in determining support needs.

Procedures

· During assessment the coordinator will give the client and/or family a Client Information pack, working through all documentation with them.

· All assessments are reviewed at the weekly coordinators’ meeting with hours being allocated to clients on a needs basis

· When hours cannot be allocated due to resource constraints the referral is placed on the wait list.

Unsuccessful Applications

When an applicant is ineligible for assistance, they are advised by letter.

Further Actions

· Annual review/reassessment of needs including service utilisation

· Update of client/carer details as necessary to reflect new/changed goals/ strategies and outcomes.

Forms/Documents

· Needs Assessment Matrix

· Assessment form (includes Client Service Agreement)

· Medical Treatment Plan (MTP)

· OH&S house check

· Client information kit
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• Income declaration

· Fees Agreement

· Support Plan

5.6 Allocation of hours

Policy

Service is allocated on the basis of relative need and available resources.

Responsibility Coordinators

Procedures

· Hours are allocated based on the outcome of the needs assessment and with consideration of available resources.

· These hours are then used to formulate a Support Plan which is agreed to by client and carer (where applicable).

Forms/Documents

· Needs Assessment Matrix

5.7 Client Review

Policy

All individuals and families will have their services reviewed at least annually. The client, carer and/or Tandem may request a review at any time.

Responsibility

Senior Coordinators, Coordinators

Procedures

Prior to review, the Coordinator will:

· Explain the review process to the client and/or carer, including who the coordinator will seek information from.

· Review the effectiveness and appropriateness of service delivery in line with the client and/or carer’s expressed goals, identifying any changed needs.

· Information gathered through the review process is presented at the weekly coordinators’ meeting at which a determination is made in regard to any variation in service delivery

· Any variation to service delivery will be reflected in an amended Support Plan and Service Agreement as agreed. All parties are to be informed of changes.

· The client database will be updated with current information and will be used as a prompt for the timing of future reviews.

Forms/Reports

· Assessment Form

· Support Plan

· Service Agreement

· Needs Assessment Matrix
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• Medical Treatment Plan (MTP)

· Peg Feed Chart

· Income declaration

· OH&S house check

SECTION 6 - SERVICE DELIVERY

6.1
Support

Policy

Tandem provides respite, personal, social and other support in line with the organisation’s vision and mission, which are underpinned by social role valorisation and strengths based practice.

6.1.1 Types of Support

Tandem provides four types of support in the client's or carer’s home and in the community. Hours of service are allocated to clients in one or more programs depending on need and available resources. Each service type may include elements of each of the four types of support ie. personal care may be provided to clients during a respite care session.

1. Respite is provided in the home or within the community to give the carer a break and the client some meaningful, beneficial outcome as identified in the agreed support plan. Ways this can be achieved are: o support and assistance with daily living skills and activities including transport, shopping and exercise;

o participation in the community (eg recreation, education)

o Companionship, skill building and mentoring for the client at home, or in the community o Assisting with therapy programs such as behaviour management, speech, and hydrotherapy o If needed, respite may include some personal care and assisting with mobility (lifting and transferring)

o Development of life skills such as using public transport, tying shoe laces, meal preparation

2. Personal Care is attending to the physical needs of people who have a disability, are frail and aged or otherwise unable to manage some activities of daily living (ADLs). ADLs are tasks required to be done every day to maintain quality of living and independence. This may include bathing, dressing, grooming, toileting and personal hygiene.

3. In-home Support benefits the client by enhancing their skills and abilities as identified in the agreed support plan, with the support worker modelling and providing assistance with household tasks, meal preparation and personal daily living skills.

Where needed, in-home support may include some personal care and assisting with mobility (lifting and transferring).

4. Social Support benefits the client by reducing social isolation through social and recreational opportunities. Social Support also allows for the client to develop social skills within the community.

6.1.2 Support Allocation
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Policy

When demand exceeds available resources, a ceiling on support allocations may be imposed.

Procedures

· Support is allocated on a four-weekly (period) basis to allow close monitoring of the budget. There are 13 periods each financial year

· Allocations may be increased for one or more periods, following discussion at coordinators’ meeting and subsequent authorisation by Senior Coordinators and Operations Manager. Hours cannot be banked from one period to another without the authorisation of Senior Coordinators and Operations Manager

· Support will be reviewed at the end of each 4 week period at the coordinators meeting. Depending on usage, additional hours may be allocated to current and new clients based on priority of need or reduced where need has declined

· Clients and carers not using the service for three periods or more must advise Tandem whether they wish to continue using the service, so that allocated hours can be distributed to other individuals and families. If current clients and carers are requesting a break from service due to holidays or sickness, their hours will be retained for a period of three months or for a period determined by Tandem.

Responsibility

Chief Executive Officer, Board

Forms/Documents

· Database - Hours usage reports

6.1.3 Support Plans

Policy

Support Plans will be developed jointly between clients, carers and coordinators to meet the needs of the individual and/or family through developing and maintaining individual skills and competencies that have beneficial outcomes. Support Plans will be reviewed at least annually or as required, to assess client need, respite for carers and other changing needs.

Responsibility Coordinators

Procedures

Upon negotiation of a Support Plan the Coordinator initiates the matching process of finding a suitable Support Worker for the individual or family taking into consideration:

· All information gathered;

· The type of support requested and the frequency and times when it is needed;

· The skills, experience and personality of the Support Workers;

· The geographical proximity of the client and Support Workers;

· The cultural background of both the client and the support worker and any associated issues.

The Coordinator contacts a suitable Support Worker and provides a brief description of the client and their situation. If the Support Worker accepts the session, the Coordinator then provides more comprehensive details and arranges an introduction to client and carer.
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Where appropriate, another Support Worker with similar skills may also be briefed on the individual or family’s requirements as a back-up, or where there is a need for more than one Support Worker supporting the client or carer at a time. It is good workplace practice with benefits for both client/ family and support worker to have more than one support worker familiar with (and able to provide support to) complex sessions. This also has benefits of alleviating worker fatigue and providing seamless support when one worker is unavailable.

Further Actions

· Introduction of the Support Worker to the client and/or carer

· Orientation and/or training of the Support Worker (if appropriate)

· Management of the Support Plan

Forms/Documents

· Client File

· Support Plan

· Service Agreement

6.1.3.1Authorisation of Support Plans

Policy

All Support plans are to be arranged through the relevant Coordinator. Tandem reserves the right not to pay a support worker for a session which has not been authorised by the coordinator.

Unauthorised sessions may not be covered by insurance.

Responsibility Support Workers

6.1.4 Management of Support Plans

Policy

Support Plans will be managed by Coordinators to ensure Support Workers and clients and/or carers are moving towards goals to be achieved. Support Plans are reviewed on a 12 monthly basis or earlier if requested by the individual and/or family, or deemed necessary by the Coordinator.

Responsibility Coordinators

Procedures

Once a Support Plan has begun, it is the Coordinator’s responsibility to monitor each individual or family and ensure that adequate support is maintained for the client and /or carer and Support Worker.

· Introduction: When a new Support Worker is to start working with a client, the Coordinator will arrange an introductory meeting between the Support Worker and the client and/or carer. During this meeting the details of the Support Plan (including a Medical Treatment Plan (MTP) or Epilepsy Plan where applicable), are discussed. A copy of the support plan is signed and
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retained by all parties to ensure they have a clear understanding of, and commitment to, the support to be provided.

· Orientation Visit: Where deemed necessary an orientation visit will be arranged by the Coordinator so that a Support Worker can spend time with the client at home while the parents/carers or experienced Support Worker is present.

· Training: Where necessary, a training session doubling up with an existing Support Worker, (or training by the Clinical Advisor or Coordinator) will be arranged by the Coordinator to ensure the Support Worker has the knowledge and skills to provide the support required.

· Monitoring and Support: The Coordinator will contact the individual or family and the Support Worker following the first session of support to establish if the support worked well for all concerned. Any concerns will be addressed and any changes made as soon as is practicable.

Note: In some circumstances, frequent monitoring (even daily) is required depending upon the individual or family circumstances and the complexity of the services being provided.

Further Actions

When a Support Plan finishes or fails to provide the agreed level of assistance, several options may be followed including:

· Arranging alternative care by linking the individual or family with another Support Worker;

· Follow up any concerns of the client, individual, family or Support Worker and then seeking to resolve any outstanding issues by visiting the individual or family and/or meeting with the Support Worker to:

o clarify Tandem’s policies and the Support Worker’s role and responsibilities, as well as the individual or family’s expectations;

o establish if a different type of Support Plan may be more appropriate and suitable to the individual and/or family and Tandem;

o offer support and, if necessary arrange for professional counselling; o offer negotiation, conflict resolution and/or grievance procedures;

o cease support at the request of the individual or family. Cancellation of support by the

individual or family should be clearly documented on the database, including the family’s/

client’s reasons for this decision.

o

Forms/Documents:

· Support Plan

· OHS Hazard Report

6.1.5 Client Review

Policy

All individuals and families will have their services reviewed at least annually. The client, carer and/or Tandem may call for a review at any time.

Responsibility

Operations Manager, Senior Coordinators and Coordinators

Procedure

Prior to review, the Coordinator will assess previous six periods and current service provision, and any other outstanding matters. The Coordinator will then:

· Contact the client and/or carer and explain the review process.
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• Seek feedback from the Support Worker/s regarding the existing Support Plan and where appropriate what changes could be implemented.

· Make an appointment for a face-to-face meeting with the client and/or carer and where appropriate an advocate.

· Update Needs Assessment Matrix

During and after the review the Coordinator will:

· In conjunction with the client and/or carer review service in regard to client needs and goals. Amend and develop new goals for service provision and support plan.

· Discuss the time for next client review.

· Determine whether the client/carer requires any change to current service levels and how this will be resourced. Changes in the allocation of hours are based on relative need as determined by the Needs Assessment Matrix.

· Advise client/carer of new service details in writing, and, where applicable arrange introduction meeting of support workers as appropriate.

· Confirm client/carer acceptance by letter.

· Advise Administration of any changes to the Client Service agreement.

Further Actions

· Update Support Plan to reflect new/changed goals, strategies, and outcomes.

· Check new arrangements with Support Worker.

· Update carer records to reflect new service configuration.

· Update and maintain Database

Forms/Reports

· Review Form

· Tandem File Note

· Assessment Form (includes Client Service Agreement and Support Plan)

· Database

· Needs Assessment Matrix

· Medical Treatment Plan

· OH&S House Check

6.1.6 Siblings

Policy

Siblings of the client may be included in Support Plans, however the client will remain as the primary focus when determining the Support Plan

Tandem does not provide support for siblings alone unless the reason for the support is clearly related to the child/young person with a disability.

Tandem support for siblings can only be provided in the family home.

Responsibility

Coordinators, Senior Coordinator, Operations Manager
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Procedure

When the carer requests support only for the siblings of the client:

· The Coordinator in conjunction with the carers will consider all other avenues of childcare

· The request will be considered by the Senior Coordinator or Operations Manager in the context of the reason for support being clearly related to and beneficial for, the client

· Development of any support plan will have the primary focus on the client at all times.

Further Actions

· Coordinator to monitor the effect of siblings on the service provided to the client.

· Situation to be reviewed after three months.

Forms/Documents

· Client file

6.1.7 Number of Children

Policy

Where support is required for four or more children in one session, Tandem will give consideration to how this support can be provided. One Support Worker will not provide support for more than four children/young people at any one time.

Tandem may agree to provide support to children other than the identified client, with the proviso that the client remains as primary focus when determining the Support Plan.

Children/young people from more than one family may be included in a support session if it is considered beneficial and appropriate for the client receiving service. Parents of all participants must give informed consent to this prior to the session occurring

Responsibility

Coordinators, Senior Coordinator and Operations Manager

Procedure

The relevant support plan will consider the impact on the client, of including a number of children in the session, specifically:

· disabilities and needs of the client;

· experience and skills of the Support Worker (s);

· size, layout and safety aspects of the home where the session is to be conducted;

· age and abilities of the other children;

· level of supervision required of other siblings.

If children/young people from more than one family are to be included in a support session, the Coordinator must:

· consider compatibility of the participants

· ensure the families’ understanding of the proposed support session
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Further Actions

· Coordinator monitors situation and reviews after three months.

Forms/Documents

· OHS Hazard Assessment

· Need Assessment Matrix

6.1.8 Parent and Child, Where Both are Clients of Tandem

Policy

Tandem can provide respite and support services to both a parent and their child. Policies regarding other parameters of support apply.

Responsibility

Coordinators, Senior Coordinators

Procedures

Relative need is reviewed and support plans established as per usual procedures

Forms/Documents

· see Assessment

6.1.9 Cancellation of Service

Policy

Support Workers will be paid one hour for sessions cancelled by the client/carer, within three hours of when the regular session was to commence. Travel allowance will also be paid (where applicable) if the Support Worker is on the way, or at the carer’s/client's home, where the session was to take place.

Where clients and /or carers cancel a session with less than one hour’s notice, they may be debited for the full length of the session.

Procedure

· Coordinators are to discuss the cancellation of sessions with the client and /or carer, in reference to Client Responsibilities

· On advice received from Coordinators, the Operations Manager or Chief Executive Officer will determine if clients/carers will be debited one hour of care and confirm the reason in writing.

· Where there is repeated cancellation of sessions, coordinators are to raise the matter with the Senior Coordinator

Further Actions

Review support arrangements where necessary.

Forms

· Standard letters
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6.1.10 When a Client Misses a Support Session

Policy

Tandem recognises that some Tandem clients are isolated and that there may be long periods of time when the client is not in contact with other people. Where a client does not present for a scheduled support session Tandem has a responsibility to ensure that the client’s absence is not due to misadventure.

Responsibility

Support Worker, Coordinator

Procedure

When a client does not appear to be home for a scheduled support session, the following procedures are to be followed:

· The Support Worker will contact their Coordinator to see if the client had advised that they will not be requiring the care session

· The Coordinator will attempt to contact the client by phone

· If unable to contact the client the Coordinator will attempt to contact the client’s emergency contacts as recorded in the Tandem database

· Where the client’s emergency contacts cannot be reached the coordinator will make enquiries with Hospitals in the area to ascertain if there is knowledge of the client

· If the client’s whereabouts cannot be ascertained the coordinator will inform the Senior Coordinator who will consider contacting emergency services to enter the home if necessary

· The coordinator will continue to seek out the clients’ emergency contacts until they have been reached and the whereabouts of the client can be confirmed.

Further Actions

· Where a client has been assessed to be at risk of falls or injury due their disability or frailty, the coordinator will include in their support plan actions to be followed if/when they do not appear to be at home for a scheduled session. These actions may include: o The use of a coded key safe

o A spare key being held at the Tandem office

o A follow- up referral to an organisation that provides monitoring services

6.1.10.1Release of Client Information in an Emergency Situation

Policy

Tandem gives the highest priority to keeping the confidentiality of client information. Where an emergency situation requires the release of information before consent can be gained from the client Tandem staff will first get approval from the CEO and/or the Operations Manager.

Tandem will only release information to police, medical authorities or other such authorities as required due to the nature of the emergency. Under no circumstances will information be released to the general public.

The release of information will be done in such a way to ensure that only information that is urgently required is provided.
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Responsibility All Staff

Procedure

· Where a staff member is requested to release information regarding a client they will inform their coordinator of the request, including details of who has made the request and for what reason.

· Coordinators will brief the CEO and/or the operations Manager who will consider the information and direct the staff member as to what information can be released or not to release information.

Further Actions

· Where a clients information has been released the CEO and/or the Operations Manager will inform the client, in writing, as soon as is practicable of the information that was released, the reason it was released and to whom it was released.

· If a request for information was denied the CEO and/or the Operations Manager will inform the client that a request was made and refused.

6.1.11 Conflict Resolution Policy

Tandem will assist clients, families and /or carers to resolve conflict with Support Workers. Tandem will also assist support workers to resolve conflict with clients, families and /or carers.

Responsibility

Coordinators, Senior Coordinator, Operations Manager Procedure

A conflict resolution process will be initiated whenever conflict arises between clients, families and /or carers and the support worker.

Additionally, a conflict resolution process may be initiated by a coordinator when they become aware of tension and /or conflict existing between clients, families and /or carers and support worker.

The conflict resolution process involves:

· Interview and obtain a report from all parties concerned.

· Assess the grievance.

· Recommend action

· Advise all parties of the decision.

· Ensure the recommendations are actioned

· Indicate to staff and carers other avenues of redress.

· Record in Complaints Register.

· referral to an advocacy service;

· contact details for Complaints Commissioner;

· refer the person to their Case Manager (if they have one) for resolution of the problem; and

· referral to an interpreter service if needed, to assist the process
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Proceedings and outcomes of meetings will be documented and retained on site, along with any other documentation outlining agreed actions.

Further Actions

· Review Support Plan

· Consider changing Support Worker to a more suitable match.

Forms/Reports

· Incident Report

6.1.12 Public Holidays

Policy

Service will not be affected for those clients/carers whose regular support falls on a public holiday, unless there is a brokering agency involved and an alternative agreement has been made. Tandem will not provide occasional support on a public holiday except in the case of an emergency.

Responsibility Coordinators

Further Actions

· Check Occasional Support Register

· Review client file

Forms/Documents

· Occasional Support Register

6.1.13 Exiting Service

Policy

When a client and/or carer indicate they no longer require service from Tandem, they will be asked to participate in an exit interview.

Responsibility Coordinators

Procedure

The following steps will be undertaken:

· coordinators to arrange a meeting with client and/or carer to conduct an exit interview

· The outcome of the exit interview will be discussed and necessary actions addressed at Coordinators’ Meeting.

· In consultation with the Coordinator and client and/or carer, strategies will be developed to implement appropriate closure for the Support Worker

· Coordinator will discuss alternative support options with client and/or carer, where appropriate.
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 Further Actions
Coordinator will match the Support Worker with other clients/carers, in line with their availability, skills, expertise and experience.

· Finalise administrative processes, including written confirmation of cessation of support

· Database and hard copy client and/or carer details are archived

Forms/Documents

· Standard letters.

· Exit questionnaire.

6.1.14 Lost Persons

Policy

Tandem will take all necessary actions to locate any client who becomes lost during a session, whether from their home or when out in the community, as quickly and efficiently as possible. 

Procedures

· In the event a client becomes lost, the support worker is to carry out a thorough search of the immediate vicinity. Where the person has wandered from a session in their home, this is to include the house and yard 
· If the client is not found within five minutes, the support worker is to call Tandem’s office or After Hours on-call number (depending on time of session), to inform their coordinator or another coordinator of the situation and details

· If the support worker has in their care another client or sibling of the lost client, the support worker is to ensure that the second client or sibling remains with them during the search

· When the person is lost when on a community outing, the support worker is to go to centre management or other management authority eg security, park rangers, to report the missing client (giving their full description including any known medical conditions) and seek assistance. If this is not able to occur then the coordinator is to liaise with management authorities, security etc and notify of incident location and client details including any known medical conditions
· The Coordinator is to maintain contact every 10 minutes with the support worker until the client is found

· The coordinator is to contact the parent or carer if the client is not found within 10 minutes, informing them of location where client was last seen and the steps that have been taken to find the client
· If the client is found before parents are contacted and the client is not distressed, the session may continue, at the discretion of the support worker and the coordinator
· If the client is located after the parents have been contacted, the session may continue at the support worker’s and parents’ discretion. The support worker must call the coordinator to inform them that client has been found and whether the session will or won’t continue
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· The Coordinator is to call the Police if the client is not found within 30 minutes since last sight and contact the Chief Executive Officer or Operations Manager or Senior Coordinator to inform of situation. If not already informed of the situation, the Senior Coordinator is to contact the Chief Executive Officer or Operations Manager
· If the search for the client continues past the cessation time of the session, the support worker is to stay in the location until notified otherwise by the Coordinator or Tandem management. The Coordinator is to cancel or rearrange any conflicting sessions for that support worker, if/as necessary 

· Where the support worker must leave the vicinity of the search at the end of the session, the Tandem Coordinator or management must organise a Tandem representative to attend the location and continue assisting with the search for the client

· An incident report form must be completed by the support worker and submitted to Tandem within 24 hours of this incident 

Responsibilities 
Support worker 

Coordinator 

Senior Coordinator 

Forms

Incident Report form

6.1.15 Death of, or Serious Injury to, a Client

Policy

Tandem is aware that some of its clients are socially isolated and that Support Sessions are sometimes one of the few social contacts that the client has on a regular basis. Tandem staff who support a person who is socially isolated are briefed on the possibility of their being the first person to become aware of the death or serious injury to that client.

Tandem staff will treat the death of, or serious injury to, a client with dignity and respect.. Procedures

· If, when visiting a home to provide support, Tandem staff find that a client and/or their carer appears to be deceased, they will call emergency services, then notify their coordinator who will notify the person’s emergency contacts and /or family members, the Senior Coordinator, Operations Manager and Chief Executive Officer.

· Tandem staff will stay at the client’s premises until directed by a coordinator or appropriate authority that they are able to leave

· Before leaving the premises, Tandem staff will ensure the person’s property is secured in accordance with family/ emergency contact requests

· Where a serious injury to a client has occurred, staff will call emergency services and perform first aid if required

· As soon as is practicable the Support Worker will contact their Coordinator, or on-call if out of hours, advising them of the situation
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· The Support worker will not leave the client until directed to by their client or appropriate authority

Further Actions

Tandem Staff who are involved with the deceased or injured client will be encouraged to utilise the employee Assistance Program (EAP) for debriefing and /or counselling.

Legislation

Coroners Act 1997 (ACT)

Further Action

Tandem staff involved with the deceased or injured client will be encouraged to utilise the Employee Assistance Program (EAP) for debriefing and/or counselling.

Client records to be amended on the database, by Finance

6.2 Money Handling 6.2.1 Daily Living Policy

i. Support workers/volunteers will not handle/use bank/key/credit cards on behalf of clients at any time. This includes keying pin numbers into EFTPOS machines and/or other venues where money can be withdrawn from clients’ accounts.

ii. Where the client has capacity to make decisions, or has an appointed representative (ie. guardian, next of kin, Public Trustee, advocate or similar) who can make decisions on their behalf, a support plan agreed by all parties and authorised by a Senior Coordinator or the Operations Manager can incorporate support workers/volunteers handling a limited amount of cash or cheques on behalf of the client to assist them in daily living expenses.

Important: Exceptions can be made to this policy only if money handling is part of the Living Skills program and is reflected in the agreed Support Plan

6.2.2
Out of Pocket Expenses

Policy

i) Clients and families are required to pay for any admission fees, petrol costs or other fees or costs incurred by both the client and support worker/volunteer during an outing as part of a support plan agreed by all parties. This does not include food and drink or other personal requirements for support workers/volunteers.

ii) If it becomes apparent that financial constraints are limiting the implementation of a support plan, the coordinators will assist their client to find an alternative solution which meets the expressed needs.

Responsibility

Coordinators, Senior Coordinators and Operations Manager
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Procedure

· As part of the assessment/review process, coordinators will establish if clients are unable to handle/use money, or have limited ability in handling money

· Coordinators will advise clients that support workers/volunteers are not able to handle clients’ bank/key/credit cards, but may handle cheques or cash for clients if authorised by the Senior Coordinator or Operations Manager, where there is an agreed support plan

· Authorisation will only be given if the client has capacity to make decisions, or has a Guardian, Next of Kin, Public Trustee, Advocate or similar who can make decision on behalf of the client.

· Coordinators will assist those clients who are unable to handle or use money without support, to

find alternative solutions including:

o Setting up store accounts

o Implementing Centapay (automatic deduction of bills from Centrelink payments)

o Access to Internet banking and shopping

o Referral to the Public Trustee

 o Introduce a Limited Access Card (available with some banks) 
 o Liaise with family or other supports to organise cash.

Further Actions

· Annual review, or as required, of support plan in consultation with the client and carer/ Guardian, Next of Kin, Public Trustee, Advocate or similar

Forms & Documents

· Support Plan

· Cash Advance/Reimbursement Form

6.3
Transportation of Clients

Policy

Support Workers are to take all due care when transporting a client in a car or other type of vehicle, making every effort to ensure their safety.

Clients/carers are to reimburse Support Workers for transportation which occurs in the Support Worker’s vehicle, when part of an agreed Support Plan.

Responsibility

Coordinators and Support Workers

Procedure

· All staff are required to provide a copy of their Drivers Licence, vehicle registration and insurance papers to Tandem (1) on employment and (2) on renewal of each

· Support Workers must have their cars registered in the ACT or NSW according to their current place of residence and legal requirements. Support workers’ vehicles must have Comprehensive or Third Party Property Insurance

· Support Workers must provide the above documentation prior to engaging in client sessions

· The Support Plan must state where in the vehicle the client is to be seated when being transported by Support Workers, for optimum safety and comfort of both the client and Support Worker.
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Children

· When transporting children as part of a session, approved child seats or seat belts must be used.

· Families are responsible for providing suitable car seats (including booster seats), if they are to be used

· Any concerns or potential risks regarding the fitting of the seat for the child are to be discussed with the parent/carer, Coordinator and Clinical Advisor/ Workplace Safety Manager, with a referral to the treating Occupational Therapist for review, where necessary

· Support Workers are to use their vehicle’s childproof locks wherever possible to minimise the danger of a car door being opened whilst the car is in motion

· Where a seat belt lock is necessary, Tandem requires written authority from the client’s treating Occupational Therapist to authorise its use.

Adults

 Correct bolts and anchorage points including a tether strap for larger posture support seats must

be properly attached to cars, appropriately adjusted and viewed by the Clinical Advisor/ Workplace Safety Manager

 Support Workers are responsible for seeing that all clients are appropriately seated in the vehicle and wearing seat belts according to legal provisions.

Further Actions

 Tandem to check Support Workers licence and insurance details at least annually

 Support Workers are to maintain their vehicle used for support sessions, in a clean and mechanically sound manner and ensure the vehicle is registered and insured.

Forms/Documents

 Copies of licence and insurance/registration documents.

6.4 Housework and Household Assistance

Policy

Tandem does not provide a regular or heavy housework service however assistance with light housework

may be provided where it is directly related to the goals outlined in a support plan. Examples of this can

include:

 Assisting the client to develop independent living skills that include housework;

 Meal preparation and clean up

 Changing the bed clothes where the client has been incontinent;

Definitions of housework and household assistance

Regular or Heavy housework – cleaning bathrooms, toilets, vacuuming, mopping, spring cleaning Light housework - dusting, washing dishes, hanging out and taking in laundry, wiping benches, ironing (outer garments only)

Responsibility

Coordinators, Senior Coordinators
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Procedure

Where a client is unable to clean their own homes and is not already receiving a support service, the coordinator may liaise with the client’s case manager to make a referral to a relevant organisation, or make that referral themselves on behalf of the client, with their consent.

Further Actions

 Review and development of Support Plan Forms/Documents

 Client file information  Support plan

6.5
Cultural Sensitivity and Awareness

Policy:

Tandem is committed to providing services to Aboriginal and Torres Strait Islander clients/carers and will partner with appropriate agencies to achieve this.

Tandem provides access for all staff to appropriate training, to ensure they are sensitive to the needs of Aboriginal and Torres Strait Islander clients/carers.

Responsibility:

Training Manager, Senior Coordinators, Operations Manager

Procedure

To meet its obligations, management will:

· Provide training to staff on information relating to client groups with Aboriginal and Torres Strait Islander specific requirements including at induction and re-induction.

· Ensure all staff are aware of Aboriginal and Torres Strait Islander clients requirements and mechanisms for referring potential and current clients/carers to support groups and appropriate service providers.

· Maintain database of Support Workers from Aboriginal and Torres Strait Islander backgrounds to assist in matching with clients.

Further Actions

· Administration will update information from Aboriginal and Torres Strait Islander support organisations about service availability

· Where appropriate, individual training for support workers will be provided to assist them to meet the needs of clients and/or carers with an Aboriginal and Torres Strait Islander background
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6.5.2 Clients with Culturally & Linguistically Diverse (CALD) Background

Policy

Tandem has a commitment to providing services to culturally and linguistically diverse clients and/ or carers and will partner with appropriate organisations to achieve this.
Tandem will enable access for all staff to appropriate training, to ensure they are sensitive to the needs of clients and/ or carers with a CALD background.

Responsibility

Training Manager, Senior Coordinators, Operations Manager

Procedure

To meet its obligations, management will:

· Provide training to staff on information relating to client groups with CALD specific requirements including at induction and re-induction.

· Ensure all staff are aware of CALD clients requirements and mechanisms for referring potential and current clients/carers to interpreters, support groups and appropriate service providers.

· Maintain database of Support Workers from CALD backgrounds to assist in matching with clients.

Further Actions

· Administration will update information from CALD support organisations about service availability.

· Maintain current contact details for interpreter services

· Where appropriate, individual training for support workers will be provided to assist them to meet the needs of clients and/or carers with a CALD background

6.5.3 Using Interpreters

Policy

Tandem will assist in accessing interpreter services for all carers who require assistance with the interpretation of the organisation’s services, documents and brochures.

Responsibility Coordinators

Procedure

· Coordinators/ other Tandem staff will check with the client if they would like an interpreter to be present when required to assist the client and/or carer to facilitate their understanding of Tandem processes and service delivery

· Coordinators/ other Tandem staff will liaise with the appropriate cultural body to organise and provide an interpreter to support the client and/ or carer
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6.6 Dementia

Policy

When providing service to a person with dementia, Tandem will liaise with other services that assist people with dementia. Tandem recognises that the individual with dementia may be the client or the carer.

Responsibility

Coordinators and Senior Coordinators.

Procedure

The following process will be addressed:

· Coordinators will consider the impact of dementia (whether it be the client or carer who has dementia), when negotiating the support plan.

· Tandem will provide access to training on understanding and working with people with dementia for coordinators and support workers.

Forms/Documents

· Support Plan

· Client individual or family file record.

6.7 Fees

Tandem’s services are principally funded through the Home and Community Care (HACC) Program which promotes the collection of a client contribution or fee for service. Contributions from families/ clients/ carers play a critical role in ensuring Tandem’s capacity to continue providing services that meet the needs of clients and families, through their augmentation of Government funding.

Tandem’s Fees Policy is intended to provide a fair and equitable approach to co-contributions from families and clients. Tandem’s is committed to keeping clients and families co-contributions to a minimum and to this end the Fees policy is reviewed Tandem’s Board of Management on an annual basis.

6.7.1
Fees Policy Principles

The underlying principles of Tandem’s Fees Policy are:

· Inability to pay cannot be used as a basis for refusing service to a person who is assessed as requiring a basic level of assistance. However unwillingness to pay may result in services being reduced or withdrawn

· Income alone is not the sole criteria when determining fees. The costs incurred by the family or client because of their disability will be taken into consideration and may result in the client or family having their fees set at a lower level than their income alone would otherwise suggest

· Fees are to be charged in accordance with the scale of fees as approved from time to time by the Board of Management

· Clients and families will be charged the full cost of service where they are receiving (or have received) compensation payments intended to cover the cost of care

· Clients and families with similar levels of income, additional costs and service usage patterns should be charged equivalent fees

· Fees charged will not exceed the actual cost of service provision
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· All information supplied in relation to a person’s capacity to pay will be treated confidentially. Tandem reserves the right to withdraw service should this information be found to be incomplete or false, and after the appropriate appeal process has been completed

· All clients assessed as having capacity to pay are charged at least the minimum fee.

6.7.2
Relationship of Fees Level to Income

6.7.2.1
Children & Young Persons’ Program

Where the client is a dependant, Tandem charges a fee for its service based on an assessment of total gross income derived by all members of the household in which the child/young person receiving the service resides. The underlying principle for use of total household income is that income gained by any member of the household is considered to benefit the whole family, at least to the extent that it widens the range of available options for family activities, including respite. Total family income is also particularly relevant when considering respite, as it is the family who benefits from the service provided, not only the child/young person receiving the care.

When a client becomes independant (ie. the young person starts to receive their own income) fees charged will be based on the income of the client only.

6.7.2.2
Adults’ Programs

Fees charged will be based on the income of the client only.

6.7.3
Fees Schedule

There are seven income bands which are used for setting fee levels for clients and families. (Note: this fee schedule is effective from 2 October 2010)

	
	INCOME BAND $
	FEE/HOUR $
	CAP –

PER 4 WEEK PERIOD (free after 40 hours) $

	Level 1
	<$17,499
	$1.50
	$60.00

	Level 2
	$17,500 - $30,000
	$2.00
	$80.00

	Level 3
	$30,001 - $45,000
	$3.00
	$120.00

	Level 4
	$45,001 - $55,000
	$4.00
	$160.00

	Level 5
	$55,001 - $69,999
	$5.50
	$220.00

	Level 6
	$70,000 - $79,999 or No Declaration
	$7.00
	$280.00

	Level 7
	$80,000 >

or No Declaration
	$9.00
	$360.00


For the purposes of this policy, one hour of services is defined as:

· one hour of support provided to one child/young person with a disability, by one or more Support Workers, or

· one hour of support provided at the same time to two or more children/young persons with disabilities by the one Support Worker.
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The Tandem Board of Management will review the scale of fees at least annually to ensure that the income amounts quoted continue to reflect current ACT statistical data and to ensure that the percentages used allow its overall fee collection obligations to be met.

6.7.4
Usage Levels and Fees Cap

Tandem recognises that individual family and client situations are affected by different disabilities, income levels, emerging situations and other factors. Tandem does not generally offer a weekly or monthly fees cap. A fees cap will be set for clients and families with high support needs and using 40 hours or more over a four week period. Families and clients, who consider they have a need for a maximum figure to be set for their weekly or monthly fees, have the right to apply to the Board of Management for a fees cap. Each individual situation will be considered on its merits.

6.7.5
Fees Collection

Fees are levied according to records of support provided in data collected by the Daelibs logging system or entered on time sheets by Support Workers and countersigned by the client or family. Time sheets are quality checked by the Coordinators to validate charges and ensure service delivery is consistent with agreed support plans.

Tandem will issue an account 4 weekly detailing the charges for the previous 4 weeks, the quantity and where necessary, the type of service. These accounts are due and payable within 14 days of being levied.

Tandem has several payment methods in place for the convenience of families and clients who have a payment due. These methods are:

· Direct Debit

· Electronic Funds Transfer (EFT)

· BPay

· Cheques mailed to the office

· Cash payment made at the office

6.7.6
Fees Assessment Review

The client contribution (fee) will be assessed at time of commencing service and will be reviewed at least annually. The outcome of the income assessment may indicate a fee that is considered by a client to be inconsistent with their ability to pay. Customers may request a review of their fees either immediately after an initial assessment or at any time their service requirements, or financial situation changes.

Clients and families may be represented by an advocate to negotiate on their behalf, or they may approach Tandem directly. Tandem will assist with referring clients or families to advocacy agencies on request.

During the annual review of the Income Declaration for Fee Determination provided by the client, Tandem undertakes to ensure that the correct income level has been established. This may include seeking additional information from the client or family and validating the stated income and deductions claim.
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Tandem ensures that the client or family understands that an advocate may attend at any fees discussion and will assist in referring the client or family to an advocacy agency.

Tandem will where indicated, discuss with clients how their service requirements and financial circumstances have varied and how they may claim reduced fees.

If this process does not bring about agreement the client may appeal directly to the Board of Management. The following documentation must be provided to the Board of Management for fee determination:

· Income Declaration for Fee Determination.

· Verification of Income (Section 2) and additional expenditure (Section 3)

· Supporting documentation on the need to reduce the fee

· Coordinators original assessment of the client’s needs

· Details of respite/ support provided and the requirements of the client (is the care providing basic support or contributing to an enhanced lifestyle)

· Representation from advocate/customer.

The Board of Management will consider the information and provide a fee determination within 45 days of the appeal.

Provided the information submitted by the client has been verified as correct, Tandem will continue to provide services during the Appeal process on the understanding the outstanding fees will be paid upon the Board’s determination of a fee.

6.7.7
Grievance Procedures

Should the client or family be dissatisfied with the outcome of their Appeal to the Board of Management, their attention will be drawn to Tandems Grievance Procedures and their right to approach the Human Rights Commissioner (2.4 - Grievances and Complaints).

6.7.8
Reduction in Service Hours

Tandem reserves the right to reduce service to address the non-payment of fees. Before taking this action Tandem will inform the client or family in writing that the hours of service they receive are going to be reduced and allow them time to either address the debt or negotiate a repayment plan that does no impact on the service hours that they are allocated.

Action to address non-payment of fees will be brought about by a change in service quantity to the client or family through a reduction in allocation of five hours per month for every $50 the client owes past 30 days from invoice i.e. if a person has an allocation of 40 hours per month they will have service reduced by five hours for every $50 they owe for more than 30 days. If the client or family makes a lump sum payment of $100 they will return to their original allocations.
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The reassessment process will review the Schedule every six months at which time a new fees agreement may be negotiated depending upon the client’s or family’s situation. Tandem is not in the first instance denying service, just the quantity which is a normal assessment/reassessment task where people’s needs are prioritised before allocation of available hours.

Clients or families who disagree with the amount they owe will be informed of Tandem’s Grievance Procedures (including the requirement to lodge a complaint in writing) and advised of their right to lodge a complaint with the Human Rights Commission. Service will not be reduced until the grievance has been satisfactorily dealt with.

6.8
Purchasing Service for Clients

Policy

Where Tandem is unable to meet support requirements, service may be purchased from other service providers. Consideration will be given to the level of needs of the client and available resources. The service provider must be listed on the Purchasing Service List to ensure that quality and consistency of service provision is maintained.

Responsibility

Senior Coordinators and Operations Manager

Procedure

· Coordinator to discuss with the Senior Coordinator the level of need of clients. Discuss service arrangements with purchasing/brokering agency and confirm with client.

· Services purchased/brokered by Tandem from community organisations, private businesses and/or households will operate within the Tandem Service Delivery policies and procedures.

· Purchase orders must be completed prior to the commencement of service and include the signatures of both Tandem and brokered agency representatives

· Tomnis to be updated.

Forms/Documents

· Purchasing Order

· Support Plan

· Purchasing Service List
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6.9
Clients Living in Residential Care

Policy

Tandem does not provide services to people who are permanently residing in nursing homes, hostels or 24 hour supported accommodation. Clients living in partially supported housing may receive Tandem services if the eligibility criteria are met and resources are available.

Responsibility

Coordinators, Senior Coordinators, Operations Manager

Further Actions

Where eligibility criteria have been met, negotiations are to take place with client, house management and other relevant individuals (eg family members) re client’s other commitments and supports, to ensure Tandem support is complementary to that already in place.

6.10 Clients Living in Shared Care Arrangements

Policy

Tandem may provide service to current clients while they are attending residential respite when agreed upon by all parties and resources are available.

Responsibility Coordinators

Procedure

· Identify needs and negotiate service arrangements with client and other service provider.

· Ensure the Support Plan is updated to reflect changes to service delivery.

Forms/Documents

· Support Plan

6.11 Non Use, Suspension, Deferral and/or Conclusion of Service

6.11.1
Non Use of Service

Policy

If an individual or family does not use their service for three months or more, service form Tandem may be suspended initially and subsequently cease. All attempts will be made to contact clients prior to a decision being made to cease service.

Consideration of each case will be made by the Senior Coordinator or the Operations Manager in conjunction with coordinators, clients and/or carers. Any decisions will be confirmed in writing.
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Responsibility

Operations Manager, Senior Coordinators and Coordinators

Procedure

Where client and/ or carers do not advise Tandem that they no longer require services Tandem Coordinators will:

· Advise the client and/or carer in writing of Tandems non usage of service policy when service has not been used for a period of three or more months,

· Advise clients of how to resume service if required

· Where the client has a debt with Tandem the debt must be addressed before service will be reinstated.

· Advise clients that Tandem services will be suspended if the client and/or carer do not require resumption of services.

· A reduction in allocation may be made if a client has consistently not used their allocated hours for three months. Any reduction will be confirmed in writing.

Further Actions

Where support is no longer required Tandem Coordinators should arrange for:

· A letter to be sent to the individual or family outlining the cessation of support;

· the removal of the client and/or carer from the live database records when all fees owed to Tandem have been finalised

· The clients file to be archived.

Forms/Documents

· Standard letters

· Hours Used Report

6.11.2
Deferral of Service at Client Request

Policy

Where a client and/or carer will not require service for a period of time Tandem will defer the service and endeavour to resume service (with regard to resource constraints and length of time of deferral) when required by the client and/or carer.

Responsibility

Senior Coordinators and Coordinators

Procedure

Where individuals and families advise Tandem of a need to defer service Tandem Coordinators will:

· Discuss the situation with the Senior Coordinator or Operations Manager to establish if the allocation can be maintained for future use;

· Inform the family that a review will be conducted before service resumes;

· Document the service deferral on file and advise the administration staff of the need to flag the individual or family to be contacted at a future date;

· Advise the relevant Support Worker/s of the deferral of service.
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• When the family advise that wish to resume service the coordinator will meet with them to review the current situation and develop a new Support Plan

6.11.3
Suspension of Service

Policy

Tandem may, from time to time, exercise a considered decision to suspend the provision of service to clients who are in breach of any, some or all aspects of Client Responsibilities, Occupational and Health requirements or financial relationship obligations.

Responsibility

Operations Manager, Senior Coordinators and Coordinators

Procedure

Where a client is in continued breach of any area of Client Responsibility, Occupational Health and Safety requirements or financial relationship/client contribution obligations in their interactions and relationships with Tandem service provision, the approach will always be to attempt to resolve the situation in a respectful way for all concerned and in line with Tandem’s obligations and requirements.

· The Coordinator will inform their Senior Coordinator in the first instance of concerns about the client’s breach(es) of policy and obligation

· The Senior Coordinator will contact the client to invite them to discuss any relevant issues and/or contributing factors that may assist in moving toward resolution of the issue(s)

· Where the client is not willing to enter into discussions about the matter(s) the Senior Coordinator, Operations Manager and/ or CEO will meet to determine a further course of action which may include suspension of service

· The client will be informed of this process prior to its starting and as it proceeds. The client will be provided with information on their right (and process) to appeal a decision of service suspension.

6.11.4
Conclusion of Service at Client Request

Policy

Tandem acknowledges that, as the needs of people receiving service change from time to time they may no longer require the service previously provided by the organisation.

Responsibility

Coordinators and Senior Coordinators

Procedure

Where a client has stated they no longer requires a service provided by Tandem, the coordinator will contact the client to:

· Ascertain the date of the last session required and inform Finance and Administration of same

· Liaise with the client, parent or carer (where applicable) to conduct an end of service evaluation

· Liaise with the support worker to ensure they are aware of cessation of service

Further Actions

Where support is no longer required Tandem Coordinators should arrange for:

· A letter to be sent to the individual or family outlining the conclusion of support
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• Complete all paperwork and database notes

· Pass the file to Finance and Administration for processing and filing

Forms/Documents

· Standard letters

· Client evaluation

6.12
Turning 20 years of Age and Transition/Internal Referral

Policy

Tandem transitions young people 20 and over who are currently receiving service in the C&YP program, into the Adult program. Where this is not required by the client and/or carer, Tandem will exit the client form the C&YP program.

Clients who are young people over the age of 20, who meet the eligibility criteria of the Adults Program and are waiting to transition, will remain with Tandem’s Children & Young People’s program until the transition occurs.

Responsibility

Coordinators, Senior Coordinator and Operations Manager

Procedure

When the Young Person turns 18 their Coordinator will discuss future support needs and options with them and their family including:

· In conjunction with the client and/or carer, reviewing the current support plan to assess goals, targets and strategies and creating a transition plan

· In conjunction with the client and/or carer, developing a transition plan through referrals into other Tandem programs and/or other agencies’ programs

· Review the NAM and allocate hours

· Ascertain if the current Support Worker is willing to continue providing support

· Organise an introductory meeting between the client, parent and/or carer and the relevant coordinator from the Adults’ program

· Ensure all paperwork is up to date before file handover to coordinator, Adults’ Program

Forms/Documents

· Transition Plan form

· Transition Review form
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Section 7 – SAFE WORK PRACTICES AND OH&S

(Please note: the titles Workplace Safety Manager and OH&S Manager are used interchangeably throughout and denote the same role)

7.1 The Need for Safe Work Practices Policy

Tandem seeks to provide a safe working environment and practices both employees and clients in accordance with the ACT Work Safety Act 2008, and recognised health and safety standards.

Tandem endeavours to work with families and clients to minimise risk in environments over which Tandem has limited control.

An OH&S Committee is maintained and includes representation by office employees, Support Workers, Senior Management, families and the Board. The Committee meets regularly to review and recommend changes to policies and procedures based on analysis of Hazard and Incident Reports and other factors relating to OH&S.

7.2 Hazards and Incidents Policy

Tandem is committed to ensuring high standards of occupational health and safety. Legislation requires Tandem to keep records of all accidents, incidents and dangerous occurrences. Thus, all incidents involving clients, carers and staff are to be recorded and responded to, and agreed rectification strategies are to be checked upon completion.

7.2.1 Hazards Policy

A hazard is any circumstance which could lead to or cause injury in the workplace, or any possible danger or risk within the workplace which could be harmful to health or result in injury. All hazards relating to clients, carers and staff are to be identified, recorded and responded to with agreed rectification strategies checked upon completion.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers

Procedure

· Hazards are to be reported by phone, fax or in person to the relevant Tandem Coordinator if related to client support or the Clinical Advisor/ Workplace Safety Manager if it is within the Tandem offices.

· All hazards are then recorded in writing on Tandem’s OH&S Hazard Report form and delivered to the Tandem office.

· All hazard reports are submitted to the Tandem OH&S Committee by the Clinical Advisor/ Workplace Safety Manager and recorded on Tandem’s Hazard Report register.

· The potential hazard should be addressed immediately or as soon as practicable by the appropriate Coordinator in consultation with the reporting Support Worker and client/family.
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Forms/Documents

· Hazard Report

7.2.2 Incidents

Policy

An incident is any circumstance which has lead to or caused injury in the workplace, or any danger or risk within the workplace which has been harmful to health or has resulted in injury. All incidents relating to clients, carers and staff are to be recorded and responded to with agreed rectification strategies.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers

Procedure

· Incidents that occur in the workplace must be reported within 48 hours of the incident.

· Incidents are reported by phone, fax or in person to the OHS Manager or relevant Coordinator. After hours incidents to be reported to the relevant On Call Coordinator.

· All incidents are then recorded in writing on Tandem’s OH&S Incident Report form and delivered to the Tandem office.

· All incidents are reported as required by Tandems Insurance requirements and relevant legislation & standards.

· All Incidents are recorded on Tandems Incident/ Accident & Hazard Register.

· All incident reports are submitted to the Tandem OH&S Committee by the Senior Coordinator or Clinical Advisor/ Workplace Safety Manager.

· The incident will be addressed immediately or as soon as practicable by the appropriate Coordinator in consultation with the reporting Support Worker and client/family.

Forms/Documents

· Incident Report

7.3 Risk Assessment

Policy

Tandem recognises that situations may arise where a specific risk assessment may need to be conducted at the discretion of the Coordinator, in conjunction with the Senior Coordinator and/or OHS Manager.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Support Workers, Coordinators

Procedure

· Where necessary a risk assessment may be conducted to ensure safety procedures are met in specific situations.

· Should this not be the case, suggestions may be made to modify or alter the situation, or alternative options provided.
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Further Actions

· Continued monitoring at the discretion of the relevant Coordinator.

Forms/Documents

· Risk Assessment

· Manual Handling Risk Assessment

· Swimming Risk Assessment

· Hazard Report

· Incident Report

7.3.1 OH&S House Check

Policy

Tandem recognises that Support Workers’ workplace is a client’s/ family’s home. It is necessary to ensure this environment is safe for both clients and Support Workers and to do this an OHS House check must be conducted before support can be provided initially and at least annually thereafter.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Senior Coordinator, Coordinator

Procedure

All clients are required to have an OH&S House Check completed for the support location by a Coordinator prior to service commencing.

The House Check is to be repeated on a 12 monthly basis or as deemed necessary

Any risks identified will require the agreed action to be completed prior to the commencement or resumption of support.

Further Actions

· OH&S House Checks are to be updated every 12 months by the Coordinator.

Forms/Documents

· OH&S House Check Form

· Hazard Report Form

· Incident Report Form

7.4 Medications and Other Medical Treatments

Policy

Tandem recognises the importance of clients receiving the correct medication to manage medical conditions. In order to ensure this occurs, a Medical Treatment Plan must be implemented prior to any medications being given. Prescribed medication and other medical treatments may only be administered by Support Workers in accordance with the Support Plan and if a formal Medical Treatment Plan has been developed and agreed by the Carer, treating Medical Practitioner, Coordinator and Support Worker.

Tandem will ensure that all Support Workers employed are suitably trained to provide the type and level of support required in each situation.
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Responsibility

All employees and families

Procedure

· Formal instructions for the administration of prescribed medications and other medical treatments will be developed and agreed to by the carer or client, Coordinator, the treating medical practitioner and Support Worker and recorded on the Medical Treatment Plan and in accordance with the Support Plan.

· All prescribed medication must be dispensed by the pharmacy (in a Webster pack or similar), or by the parent/carer of the client with each dosage measure clearly defined.

· Where medications are not provided in pre-measured dispensing doses, the Support Worker will not administer the medication to the client.

Clients requiring specialised medication administration in accordance with a Medical Treatment Plan will have Support Workers individually trained to ensure correct procedures are followed. The Coordinator and/ or Clinical Advsier will accompany a new Support Worker to the home on the first visit to facilitate the support and ensure that the correct training has been undertaken. Where practicable, a new Support Worker will be buddied up with an existing Support Worker to ensure continuity of care.

All medication administration is to be recorded on the Medication Administration Form, to be signed by both the parent/carer and Support Worker after each session. The Medication Administration Form is to be submitted weekly to the Tandem office, by the Support Worker.

If a medical incident occurs, the Support Worker is required to treat this in accordance with the Medical Treatment Plan, and report the incident to the relevant Coordinator or OH&S Manager as soon as practicable. A medical incident can include, but is not limited to, an allergic reaction, asthma management or epilepsy management.

Non-prescribed medications such as, but not limited to, paracetamol or cough mixture must not be administered at any time by the Support Worker. Under no circumstances are Support Workers to administer medications by injection. Support Workers should contact the Coordinator should there be any doubt about the administration of medication.

Further Actions

· Coordinators are required to update the Medical Treatment Plan when reviewing Support Plans on at least an annual basis to ensure medication and medical treatment requirements are up to date.

Forms/Documents

· Medical Treatment Plan

· Medication Administration Form

· Record of Medical Incident Form
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7.4.1 Technology Dependent clients

Policy

Tandem ensures that all Support Workers employed are suitably trained and/or qualified to provide the type and level of support required by each client. Tandem will provide suitable training for all Support Workers working with technology dependent clients.

Clients dependent upon technology may only be supported by Support Workers in accordance with the Support Plan and if a Medical Treatment Plan has been developed and agreed upon by the carer, client (if applicable), treating Medical Practitioner, Clinical Advisor/ Workplace Safety Manager, Coordinator and Support Worker.

Responsibility

Families/Carers, Support Workers, Coordinators, Clinical Advisor/ Workplace Safety Manager

Procedure

· Formal instructions for the support of the client dependent upon technology will be developed and

agreed upon by the following parties:

o Carer

o Client (where applicable)

o Treating Medical Practitioner

o Clinical Advisor/ Workplace Safety Manager, Coordinator and Support Worker

· Formal instruction must be on a medical treatment plan and also on the client’s Support Plan

· Support Workers should contact the Coordinator regarding any doubts about their responsibilities outlined in the Medical Treatment Plan

· Clients requiring specialised support will have Support Workers individually trained to ensure correct procedures are followed

· Coordinators will accompany new Support Workers to the home on the first visit to facilitate the support and ensure the correct training has been undertaken

· Where practicable, a new Support Worker will be buddied up with an existing Support Worker to ensure continuity of procedures.

Further Actions

· Coordinators to update Medical Treatment Plans when reviewing Support Plans.

Forms/Documents

· Support Plan

· Medical Treatment Plan

· Epilepsy Treatment Plan

· Asthma Treatment Plan

7.5 Control of Infectious & Communicable Conditions

Policy

Tandem has a legal and ethical responsibility to provide both employees and clients with adequate protection against infection hazards as far as is reasonable and practicable to do so. Through induction and ongoing training, all workers will receive appropriate education regarding the control of infectious and communicable diseases.
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Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients, Carers and Families

Procedure

Health Status of Support Workers

Good general health provides some defence against infection. All staff and clients of the organisation are encouraged to take advantage of immunisation as applicable. This particularly applies where Support Workers are in contact with clients who are immuno-suppressed.

Notification of Illness

Tandem requires that Support Workers, clients and family members of clients inform Tandem of any infectious diseases or conditions affecting them.

Notification of Exposure to Infection

Support Workers must report all cases of actual or possible exposure to infection immediately to their Tandem Coordinator. Other relevant parties may be notified and further action taken as appropriate.

Where a Support Worker has reason to believe that a client or carer has an infectious disease which has not been declared to Tandem, the worker must report the matter to their Coordinator immediately.

Exclusion Periods

Periods of exclusion due to infectious conditions apply to all members of the household in accordance with the ACT Department of Health’s Public Health Regulations 1999 (see Attachment D). Support Workers will not be able to provide support for families until the period of exclusion expires. In any other cases where the condition is not listed the Support Worker, at their own discretion, can refuse to provide support until the household is free of infection.

Personal Protective Equipment (PPE)

Protective gloves, aprons, over boots and masks necessary for safe work practices are provided by Tandem for all Support Workers. Supplies are available from the Tandem office.

Hand washing

The main measure in preventing the spread of infection is hand washing (see Attachment). Hands should be washed before and after each session with a client, especially when participating in meal preparation or assistance with eating. Gloves should be worn for any of the following procedures:

· Showering

· Toileting

· Bowel care regimens

· Emptying drainage bags

· Contact with wounds

· Handling objects/clothes stained with body substances

Transmission of Infection

Infections can be transmitted in three main ways:

1. Contact – with blood, body fluids or body substances. Transmission will only occur by body fluid to body fluid contact, such as support workers with broken or damage skin on their hands.

2. Airborne bacteria – such as coughs or sneezes. Bacteria may be breathed in or settle and be transmitted by touch.
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3. Ingestion – the swallowing of contaminated food or drink.

Cleaning

Ensure blood or body substance spills are cleaned using the following procedure:

· Wear gloves

· If practicable, rinse area with water

· Use disposable cloths or paper

· Clean the area with detergent or a cleaning agent containing disinfectant, mixed according to instructions on the label

· Where a mop has been used, ensure it is cleaned, rinsed and hung outside to dry

· If blood has been splashed, rinse eyes and face with running water for several minutes and seek medical advice as soon as possible

· Soak any bloody clothes or non-disposable implements for 5-10 minutes in cold water and detergent, then wash as per usual

· Dispose of gloves in a safe manner, preferable wrapped in two plastic bags, tied, and place in an external rubbish bin

Confidentiality in relation to Communicable Conditions

All Tandem policies on Confidentiality and Privacy apply, including the requirement of consent of the infected person to inform those staff who are to provide direct care to that person.

Non-Discrimination

Tandem will not discriminate against employees, prospective employees, clients or prospective clients or carers on the grounds that they have, or are assumed to have, any communicable conditions.

Further Actions

· Completion of Hazard and/or Incident Report and submit to Coordinators and/or OH&S Manager for review

· Situation to be discussed with parent, client or carer where appropriate.

Forms/Documents

· Hazard Report Form

· Incident Report Form

· OH&S House Check

· Risk Assessment Form

7.5.1 Food Safety

Policy

Food poisoning occurs when food is incorrectly stored, handled or prepared. Tandem recognises Support Workers often assist with meal preparation and assistance with eating when with a client and has a legal and ethical responsibility to provide both employees and clients with adequate protection against illness arising from poor food handling skills. Through Induction and ongoing training, all workers will receive appropriate education regarding the handling of food when assisting a client.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients, Carers and Families
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Procedure

 Hands should be washed before and after each session especially when participating in meal preparation or assistance with eating.

Buying Food

When assisting a client to purchase food during a session:

 Check use by dates and only purchase in date products

 Avoid buying food in packaging that is leaking, dented or swollen

 Select heated and cold food products last

 Store products at client’s house as soon as possible

Preparing Food

When assisting a client with food preparation during a session:

 Ensure both Support Worker and client wash hands prior to food preparation

 Cook poultry until all meat is white, cook red meat until cooked through and juices run clear and

cook white fish until it flakes easily

Storing Food

When returning from shopping or after a meal:

 Separate cooked and raw food products

 Cover all food and food containers before storing

 Ensure food is stored appropriately in either the fridge or freezer

 Remove tinned products from open tins before storing

 Ensure food is not left improperly stored

Forms/Documents  Support Plan

7.5.2 Return to Work

Policy

In order to protect clients, carers and families from transmission of illnesses or the worker’s inability to fully discharge duties, Tandem strictly enforces the return to work policy for Support Workers who have not been working due to illness or injury.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers

Procedure

Exclusion Periods

 Periods of exclusion due to infectious conditions apply to Support Workers in accordance with the ACT Department of Health’s Public Health Regulations 1999 (see Attachment D).

 Support Workers will not be able to provide support for clients until the period of exclusion expires.
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Injuries

· Support Workers with an injury that did not occur during a Tandem session are not permitted to return to work until a Full Medical Clearance is obtained from the treating medical practitioner and presented to the Tandem Office

· If the Support Worker has been injured during a Tandem session, the Support Worker is required to report the incident within 48 hours of the occurrence to the Tandem office, or if after hours, the On-Call Coordinator

· Incidents are to be reported by phone, fax or in person to the relevant Tandem Coordinator and / or OHS Manager

· If a Worker’s Compensation Claim is going to be made, the Support Worker is required to complete the relevant paperwork as soon as possible following the reporting of an injury in consultation with the OHS Manager

· A Workers Compensation Medical Certificate must be provided in support of the Worker’s Compensation claim

· The Support Worker is required to participate in the establishment of a return to work plan following an injury in consultation with a rehabilitation provider

· Failure to participate in an occupational rehabilitation plan may result in the suspension or termination of compensation payments.

Medical Certificates

· When a Support Worker is injured, a Medical Certificate is required. Support Workers are not permitted to return to work until the end of the exclusion period as dated on the medical certificate.

· If the Medical Certificate does not have a return to work date, a Medical Clearance stating the Support Worker is able to return to normal duties with the organisation, is required

· In the case of the Support Worker’s short term inability to work arising from the recurrence of a chronic condition, a medical clearance may not be required. This will be determined by the outcome of discussion between the Senior Coordinator and the Clinical Adviser/ OH&S Manager

· Where a Support Worker is unable to return to their normal duties and asks to undertake alternate duties, the Support Worker will receive a written outline of these duties and be given the appropriate training and supervision to perform these duties, where possible

· A Support Worker’s return to work will be reviewed on a regular basis until they are able to resume the full duties of their work.

Further Actions

· When a Support Worker is off work due to injury, the OH&S Manager may conduct regular follow up telephone calls to ensure the well being of the Support Worker.

Forms/Documents

· Incident Report Form

7.6 Manual Handling Policy

Tandem recognises manual handling to be any activity that involves pushing, pulling, carrying, holding or restraining something. Manual handling is a major cause of injury and may result from:

· Moving clients (eg in and out of bed, chairs, vehicles or showers)

· Lifting and carrying equipment or shopping
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• Repetitive movements

· Lack of space (eg in bathrooms and bedrooms)

· Stooping to low work surfaces (eg beds or floors)

· Extended reaching (eg high cupboards)

Support Workers will only engage in Manual Handling activities with other appropriately trained Tandem Support Workers or appropriately trained workers from another agency and as approved by the Coordinator or Clinical Adviser/ OH&S Manager. Where necessary for safe work practice, Tandem will arrange appropriate consultations with relevant agencies.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

· Manual handling hazards should be identified during the OH&S House Checks, but may also be identified by Support Workers at any time.

· When a potential issue is identified, Support Workers must notify their Coordinator and/ or OHS Manager, as per Hazard Reporting.

Further Actions:

· Coordinators ensure continued monitoring of situation and update Support Worker skills as required.

Forms/Documents:

· OH&S House Check

· Manual Handling Risk Assessment

· Hazard Report

· Incident Report

7.6.1 No Lifting

Policy

Tandem Support Workers are not permitted to lift clients at any time unless the client weighs less than 20 kilograms (approximately 5 years of age). All other client transfers are to be assisted transfers or involve the use of a hoist. Tandem will provide Support Worker training where required.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

· Support Workers will be provided relevant training relevant to Manual Handling and the use of specific equipment.

· If a Support Worker has concerns regarding the transfer of a client, they are to contact their Coordinator and/ or OHS Manager.

· Particular notice is drawn to children approaching the weight limit, Tandem strongly recommends the introduction of hoists or other lifting equipment in consultation with a Occupational Therapist.
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Further Actions

 Continual monitoring of situation by OHS Manager, Coordinator, Support Worker in conjunction with parents/carers of client.

Forms/Documents

 Manual Handling Risk Assessment

7.6.2 Housework and Household Assistance

Policy

Tandem recognises the importance of assisting clients in certain aspects of housework. However, due to staff workplace safety issues, restrictions do apply.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients / Families

Procedure

All aspects of housework are to be included in the Support Plan. Support Workers may assist clients with light All aspects of housework are to be included in the Support Plan. Support Workers may assist clients with light housework only which may include:

 Washing up

 Kitchen clean up

Heavy housework is not permissible, and may include:  Vacuuming

 Moving garbage bins

Further Actions

 Support Workers are to contact the relevant Coordinator if concerns arise.

7.7 Behaviour Management

Policy

Tandem is committed to preventing and/or minimising risk to employees and clients relating to aggressive behaviour. Tandem considers behaviour management to be the teaching and learning of self-control, aiming for the client to learn constructive ways of dealing with situations. Effective behaviour management encourages the client to cooperate, enhances their self-esteem and fosters their ability to interact with others. Tandem encourages the use of positive behaviour management techniques.

Tandem does not consider any form of bullying by a Support Worker towards a client or by a client or family member to a Support Worker to be an acceptable or appropriate response in any situation. Tandem will provide training and support to all relevant staff in relation to anticipating, preventing and managing incidents of aggressive behaviour.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families
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Procedure

Aggressive behaviour in the workplace is defined as any offensive action or physical or verbal behaviour towards an individual’s person or property by another person in the work environment. Aggressive behaviour includes, but is not limited to:

· Physical assault

· Sexual assault

· Verbal threats of physical or sexual assault

· Intimidating body language

· Verbal abuse in person or over the telephone

All incidents of aggressive behaviour are to be reported immediately to the Tandem office, and fully documented on an Incident Report, submitted to the relevant Coordinator or OH&S Manager.

Risk Identification

Tandem will seek to obtain information about potential risk to Support Workers as part of the OH&S risk assessment for all referrals to Tandem. On the first visit to a client, the Coordinator will undertake to identify any risk of potentially aggressive behaviour on the part of the client and/or other family members.

Risk Management

When a risk of aggressive behaviour has been identified, a written behaviour management plan will be developed by the Coordinator in conjunction with the client and/or primary carer and other relevant parties. The plan will include, but is not limited to:

· Detailed identified aggressive behaviour

· Identified triggers for identified behaviour

· Procedures for Support Workers to monitor any observed changes in client behaviour, and for communication about that to the relevant Coordinator

· Identified causal factors in the work environment and work practices contributing to the aggressive behaviour

· Strategies for preventing the aggressive behaviour

· Strategies for response if the aggressive behaviour occurs and/or continues The information contained in the Behaviour Management Plan will form part of the information given to all Support Workers undertaking sessions with that client.

Appropriate Response to Risk and/or Incidents of Aggressive Behaviour

· Emphasis is placed on the prevention of incidents.

· Where a Behaviour Management Plan exists, close adherence to it by the Support Worker will usually be effective in preventing and minimising incidents.

· Where a Behaviour Management Plan is not successful in preventing and minimising incidents, the plan should be reviewed and revised in conjunction with relevant parties.

· In all circumstances of responding to aggressive behaviours, Support Workers should not put themselves at any increased risk at any time.

· Support Workers may choose not to conduct sessions in an environment where they are subjected to aggressive behaviour.

· If an aggressive behaviour incident occurs during a session, Support Workers are to remove themselves from any possibility of physical harm, ensure the client is safe and call the Tandem office during business hours, the On-Call Coordinator after hours and the parent/carer of the client.
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• In order to ensure Duty of Care, the Support Worker is required to remain on the property until the arrival of either parent/carer or other appropriate personnel to assume care of the client

· Where there is imminent danger to any person, the Support Worker must call 000 and report same to their coordinator following the incident. An Incident Report is to be submitted to the Tandem office as soon as possible and no later than 48 hours after the incident occurs

· When an incident of aggression occurs, Support Workers should report the incident to the Tandem office immediately, or On-call if out of business hours. An Incident Report is to be submitted to the Tandem office as soon as possible and no later than 48 hours after the incident occurs. Once an incident occurs, service to the client may be suspended until such time as the safety of Tandem Support Workers can be assured.

· All Support Workers involved in incidents of aggressive behaviour will be offered adequate and appropriate post incident support.

Inappropriate Responses to Risk and/or Incidents of Aggressive Behaviour

It should be remembered that any use of physical force, restraint, deprivation and/or verbal threats often aggravate the situation and level of aggression. Use of any of the following practices is considered unacceptable by Tandem, and may justify dismissal:

· Use of Restraint

o Support Workers are advised that restraining a client, including one who is confused or behaving aggressively, places the Support Worker at risk of prosecution. “Restraint” includes, but is not limited to, locking any person in a room, moving furniture to obstruct that person, and any type of binding, use of manacles or clothing that inhibits the movement of a person.

· Physical Force

o Support Workers are advised they could be prosecuted for assault if they respond to another person’s aggression with any physical force.

· Verbal Threats

o Any use of verbal threats by a Support Worker towards a client is unacceptable and may result in dismissal.

o Any use of verbal threats by clients or family members towards a Support Worker is unacceptable and may result in the suspension of service.

· Deprivation

o Any use of deprivation is not an acceptable response to client aggression.

Further Actions

· All incidents of aggressive behaviour reported to Tandem will be followed up by the relevant Coordinator and the appropriate actions taken.

Forms/Documents

· Behaviour Management Plans

· Incident Reports

7.8 Epilepsy Management

Policy

All clients with Epilepsy must have a Medical Treatment Plan and an accompanying Epilepsy Treatment Plan. Formal instructions for the treatment of seizures will be developed and agreed by the carer or
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client, Coordinator, Clinical Advisor/ Workplace Safety Manager, treating medical practitioner and Support Worker and signed on the Epilepsy Treatment Plan and in accordance with the Support Plan.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Families/Carers

Procedure

Where a client is known to experience epileptic seizures, the Support Worker should follow the Epilepsy Treatment Plan. If an Epilepsy Treatment Plan has not been established, the standard First Aid guidelines should be followed (see Appendix D).

Emergency aid should be called if:

· The seizure lasts longer than three (3) minutes

· The client does not have a history of seizures

· Multiple seizures occur

· The client seems unresponsive or injured

The parent/carer should be contacted immediately and advised to return home. Where emergency aid has been sought, the Tandem office or On-Call Coordinator (if after hours) should be contacted as soon as possible.

For all other types of seizures, the Support Worker should follow the Epilepsy Treatment Plan. If an Epilepsy Treatment Plan has not been established, the standard Epilepsy guidelines should be followed (see Appendix E).

The Support Worker will complete a Medical Incident Form and submit to the Tandem office as soon as possible after the incident occurs.

Further Actions

The Epilepsy Treatment Plan should be reviewed in conjunction with the Support Plan and Medical Treatment Plan on at least an annual basis or when the condition changes.

Forms/Documents

· Medical Treatment Plan

· Epilepsy Treatment Plan

· Support Plan

· Medical Incident Form

7.9 Smoking

Policy

Tandem is committed to ensuring high standards of occupational health and safety. This includes protection of both clients and Support Workers from situations involving cigarette smoking.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure
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• Where one or more of the occupants of a household where support sessions take place smoke, it must be explained that there is to be no smoking in the house whilst a support session is taking place

· If Support Workers and Clients/Families have concerns regarding situations involving smoking they are to contact the relevant Coordinator

7.9.1 Client

Policy

Tandem endeavours to provide Support Workers with safe working environments, taking into account that the support worker’s workplace is the client/family home. Clients are encouraged to consider not smoking whilst the Support Worker is present in their home. Service may be suspended if the client’s smoking is unable to be managed in such a way that ensures the support worker is not subjected to passive smoking.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

· Tandem will not restrict clients/families from smoking in their own home environment. Tandem will however not allow a support session to continue if the client or others present at the time, wish to smoke during support sessions. Clients and workers are reminded that passive smoking is harmful.

Further Actions

· Coordinators to follow up any concerns raised by Support Workers or family/clients.

7.9.2 Support Worker

Policy

Support Workers are not permitted to smoke during sessions with clients. Support sessions are a professional work context and are to be viewed as such, whether the session takes place in the client’s home or in the community.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

· Support Workers are not permitted to smoke during a Tandem session.

· Support Workers are not permitted to take smoking breaks during sessions.

· Support Workers may choose not to work with clients who smoke. This is at the discretion of the Support Worker to make this decision, following discussion with the relevant Coordinator.

7.10 Community Access

Policy

Tandem recognises the importance of clients accessing community services and events. Such participation is encouraged as part of the written Support Plan.
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Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

 When accessing community services and events, care must be taken by the Support Worker and client to behave in an acceptable manner. This protects the Support Worker and client, and retains the reputation and integrity of Tandem.

Forms/Documents  Support Plan

7.10.1 Sun Smart

Policy

Employees who work outside are at risk of skin cancer and related damage to skin and eyes due to exposure to the sun. Clients are also at risk.

Responsibility

Coordinators, Support Workers, Clients and Carers

Procedure

 It is strongly recommended that sessions are not conducted outside during the hours of 10am-2pm (11am-3pm during Daylight Saving)

 If a session is necessary during those hours, Support Workers should ensure they and their client are wearing long sleeved clothing and a hat, have applied sunscreen and remain in the shade when possible

 It is strongly recommended that Support Workers ensure they take water bottles for the client and themselves on support session outings, to aid with hydration.

7.10.2 Swimming and Other Water Based Activities

Policy

As swimming and water activities are often included as part of individual support plans, it is necessary to minimise the risk of incidents occurring that might endanger the safety of the client or the Support Worker. The Clinical Advisor/ Workplace Safety Manager must assess all aspects of support sessions that include a swimming or water based activity.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinator, Support Worker, Client and family

Procedure

 As part of a support plan, support with swimming or water based activity can only be provided at an appropriate public swimming pool. A discussion between the client, their Coordinator and The Clinical Advisor/ Workplace Safety Manager must be had with regard to the client’s needs and safety, including the level of support required in and out of the pool by the client and any special requirements of the client that need to be considered in ensuring their safety

 The Coordinator will match the client with a Support Worker who is a competent swimmer
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 Siblings and other children are not included in swimming or water based activity sessions as

supervision must be one client to a minimum of one Support Worker. Where required, two Support Workers per client may be provided to assist the client with their manual handling needs

 The Support Worker must ensure the public swimming pool has lifeguards on duty at the time of the session

 Support Workers MUST notify the lifeguards if their client has any form of epilepsy or any other health condition that may impact upon the session

 The Support Worker must accompany the client and remain in the water alongside the client at all times

 If the client is attending a structured swimming lesson, the Support Worker must remain in close proximity to the client and must not leave the immediate lesson area

 The client’s general health should be considered prior to each swimming occasion to ensure the swimming activity is appropriate for the client at that time

 Support Workers are NOT under any circumstances to assist clients to swim or engage in any

other water based activity in backyard swimming pools or in any other isolated locations, including, but not exclusive to, lakes, rivers, dams, oceans or ponds

 If the client, carer or Support Worker has any concerns about any current or proposed swimming session, they are to contact their Coordinator or the Clinical Advisor/ Workplace Safety Manager.

7.10.3 Recreational Activities

Policy

Tandem encourages clients and Support Workers to participate in recreational activities as part of the Support Plan.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Clients/Families

Procedure

 Support Workers and clients are reminded that participation in any recreational activity must

abide by the organising party’s guidelines and be documented in the client’s Support Plan.

7.10.4 Transport

Policy

Support Workers are to take all due care when transporting a client in a car, making every effort to ensure their safety. Support workers are to drive in a responsible and safe manner at all times.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Parent/Carers

Procedure

 Support Workers must have their cars registered in the ACT or NSW according to their current place of residence and legal requirements. Support workers’ vehicles must have Comprehensive or Third Party Property Insurance.

 All staff are required to provide a copy of their Drivers Licence, vehicle registration and insurance papers to Tandem (1) on employment and (2) on renewal of each.
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 Support Workers must provide the above documentation prior to engaging in client sessions

Children

 When transporting children as part of a session, approved child seats or seat belts must be used.  Families are responsible for providing suitable car seats (including booster seats), if they are to be used

 Any concerns or potential risks regarding the fit of the seat for the child are to be discussed with the parent/carer, Coordinator and Clinical Advisor/ Workplace Safety Manager, with a referral to the treating Occupational Therapist for review, where necessary.

 Support Workers are to use childproof locks wherever possible to minimise the danger of a car door being opened whilst the car is in motion.

 Where a seat belt lock is necessary, Tandem requires written authority from the client’s treating Occupational Therapist to authorise its use.

Adults

 Correct bolts and anchorage points including a tether strap for larger posture support seats must

be properly attached to cars, appropriately adjusted and viewed by the Clinical Advisor/ Workplace Safety Manager

 Support Workers are responsible for seeing that all clients are appropriately seated in the vehicle and wearing seat belts according to legal provisions.

Further Actions

 Tandem to check Support Worker licence and insurance details annually.

 Support Workers to maintain vehicle in accordance with manufacturer’s instructions.

Forms/Documents

 Copies of Support Worker licence, insurance and registration documents

7.11 Emergencies

Policy

An emergency is a sudden, unplanned or urgent occasion encountered by the employee in the performance of their duty, requiring immediate action within the workplace. Examples may include a medical emergency involving a Tandem client, a personal emergency involving a Tandem Support Worker, or an environmental emergency such as a fire or gas leak.

Responsibility

Clinical Advisor/ Workplace Safety Manager, Coordinators, Support Workers, Families/ Carers

Procedure

All emergencies are to be:

 Reported to the Tandem office immediately, or On-call if out of business hours

 Documented on an Incident Report, to be submitted to the Tandem office as soon as possible and

no later than 48 hours after the incident occurred.
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7.11.1 After-Hours Emergency On Call

Policy

Tandem will maintain two after-hours emergency on-call mobile telephone numbers to ensure Support Workers and Clients/Families can contact a Coordinator at all times.

Responsibility Coordinators

Procedure

Tandem will maintain one after-hours emergency on-call mobile telephone number for the Children’s Program, and one for the Adult’s Program. The telephone numbers are to be used out of office hours only, for situations including, but not exclusive to:

· Session cancellations and changes

· Emergency notification

· Incident notification

The on-call mobile telephone numbers are:

Children & Young People’s Program
0413 459 183

Adults Program
0411 480 597

7.11.2 Medical Emergencies

Policy

A current Senior First Aid qualification is a mandatory requirement for all Tandem Support Workers. All Support Workers should perform First Aid in an emergency situation as appropriate. In event of a medical emergency:

· Administer First Aid where necessary, following universal precautions

· Seek appropriate emergency medical treatment, if necessary

· Contact carer if possible, or notify Tandem Office

· Tandem office to contact carer or emergency contacts

· Ensure supervision of other children in care, where applicable

· Remain with client until medical personnel or carer arrives

Responsibility Support Worker

Procedure

· If the Support Worker considers injuries to be serious and/or life-threatening, an ambulance should be called immediately (000 from fixed lines or 112 from mobile phones)

· The Support Worker should continue emergency first aid as appropriate until help arrives

· The Support Worker should be aware of specific protocols that may be in place for some families

· The Support Worker should contact their Coordinator/ Senior Coordinator/ Workplace Safety Manager, Operations Manager or On Call as soon as possible to advice of Medical Emergency and to complete Incident Report as soon as possible.
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Forms/Documents  Incident Report

7.11.3 Personal Emergencies

Policy

If a Support Worker cannot continue to provide support during a scheduled session due to a personal emergency, sickness or injury, the Support Worker is to be removed from the session as soon as is practicable.

Responsibility

Coordinators, Support Workers

Procedure

 The Support Worker is to contact their coordinator, or if that is not possible, the Senior Coordinator or Operations Manager or if after hours, the On-call Coordinator. The safety of both the client and Support Worker is paramount.

 The Coordinator will arrange either alternative support for the family, or for the carer to return home as soon as possible

 Under no circumstances is the Support Worker to leave until the carer, Coordinator or another Support Worker arrives

 Where applicable, the Support Worker must complete an Incident Report as soon as possible and no later than 48 hours after the incident occurred.

Forms/Documents

 Client file

 Needs Assessment Matrix  Incident Report form

7.11.4 Environmental Emergencies

Policy

If a natural disaster occurs and/or a “State of Emergency” is declared, Tandem will coordinate a support response with regard to the wellbeing of clients and Support Workers.

Responsibility

Support Workers, Clients and families, all office staff

Procedure

The Support Worker should:

 Listen to local media to ascertain the location, severity and other relevant information regarding

the natural disaster

 Contact the Tandem office or On-call Coordinator to seek advice and advise of their current

situation

 Limit sessional recreational activities

 Report any incidents to the Tandem office that may occur as a result of the natural disaster as

soon as possible and no later than 48 hours after the incident occurred.
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Areas on alert:

· Service to clients in these areas may not be provided. If a Support Worker is with the client at the time of the natural disaster then the carer should be contacted and advised to return home immediately

· If the carer is not contactable, then the Support Worker should take the client/s to the nearest evacuation centre and remain with the client/s until the carer, or an alternative person can take responsibility for the client/s. In this instance, details of the client/s whereabouts should be left in an easily visible place in the family home

· Medications and other essential items should be taken to the evacuation centre

· Support Workers living in areas on alert are not expected to attend sessions

· Support Workers are to contact the Tandem office or the On-call Coordinator to advice of their inability to work due to personal circumstances. Areas not on Alert:

· Services to clients can continue if the family does not live in an area on alert, if the Support
Worker does not live in an area on alert and if the Support Worker is willing to do so

· If a Support Worker does not want to work, the Coordinator should advise the family of the cancellation of the session.

Further Actions

· Review Support Plan and resources

· Review Medical Treatment Plan

· Gain agreement on new strategies for safe service

· Report incidents to workers compensation insurer

· Confirm in writing with any necessary conditions

Forms/Documents

· Client file

· Needs Assessment Matrix

· Incident Report form

7.11.4.1 Weather Hazards, Natural Occurrences - Tandem House

Policy

Tandem will monitor potential weather hazards and natural occurrences to ensure that all guests and staff at Tandem House are not exposed to risk arising from such events.

Responsibility

Tandem House Manager or delegate, OH&S Manager, Operations Manager, Senior Coordinators, Support Workers on site

Procedures

· In the event of a natural disaster and where a state of emergency has been declared, all programs at Tandem House will be cancelled until further notice

· All staff, guests and others present will be moved to a safe evacuation point

· Arrangements will be made to ensure the safety of guests, staff and others who may be at Tandem House. This may include parents/carers being required to pick up clients from Tandem House, at short notice and where safe to do so
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· Tandem House Manager will monitor weather reports through contact with the media specifically but not only local radio ABC 666

· Where the risk is fire, the designated fire warden will make and maintain contact with the Lions Youth Haven (LYH) Manager and Emergency Services Personnel and will follow their instructions at all times

· Tandem House Manager will contact clients, families and others scheduled to utilise Tandem House in the following week, to advise that the house is closed until further notice

· Tandem House Manager or delegate will liaise with the OH&S Manager, Operations Manager or a Senior Coordinator to advise of actions taken and seek further advice.

Other Actions

· Keep Driveway clear

· Ensure no-one other than Emergency Services Personnel enter or leave the grounds

· Assign a Fire Warden to each shift and ensure adequate training

· Ensure all staff are trained in evacuation procedures

· Conduct monthly Worksafe House Checks

· Conduct monthly Audits on First Aid Kit

· Conduct bi-annual fire safety equipment inspections in accordance with building/fire plan regulations

Forms/ Documents

· Client file

· Incident Report Form

7.11.4.2 On Site Emergency – Tandem House Policy

Tandem will ensure safe evacuation of all guests, support workers and others to a designated safe point or evacuation centre, in the event of an isolated on-site emergency at or in the vicinity of, Tandem House.

Responsibility

Tandem House Manager or delegate, OH&S Manager, Operations Manager, Senior Coordinators, Support Workers on site

Procedures

· Tandem House Manager or delegate to call 000 in the first instance and report emergency

· Tandem House Manager or delegate will collect client medications and essential items

· Tandem House Manager or delegate will ensure that guests, staff and others make an orderly exit to the designated assembly point (outside Functions Centre, opposite Tandem House).

· Tandem House Manager or delegate will inform OH&S Manager, Operations Manager or a Senior Coordinator to advise of actions taken and seek further advice

· Tandem House Manager or delegate will (when practicable to do so) inform the Lion’s Youth Haven (LYH) Property Manager of emergency and action taken

•
Tandem House Manager or delegate will complete Incident Report Form

Other Actions

· Keep Driveway clear

· Ensure no-one other than Emergency Services Personnel enter or leave the grounds
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• Assign a Fire Warden to each shift and ensure adequate training

· Ensure all staff are trained in evacuation procedures

· Conduct monthly Worksafe House Checks

· Conduct monthly Audits on First Aid Kit

· Conduct bi-annual fire safety equipment inspections in accordance with building/fire plan regulations

Forms/ Documents

· Client file

· Incident Report Form

7.12 Do not Resuscitate (DNR) Orders

Policy

Tandem requires that all support staff have a current Senior First Aid Certificate. Tandem acknowledges that some clients/families maintain Do Not Resuscitate (DNR) Orders, however where a situation arises that requires first aid, Tandem staff will administer first aid until the client is under the care of a medical professional/s.

Tandem will not restrict or deny service to families/clients who maintain DNR Orders, however those families/clients and their attending support workers must be made aware of the DNR Order and reminded that emergency first aid will be administered by support workers, as a first course of action.

Tandem will not match a Support Worker to a client/family where there is a DNR Order in place if the Support Worker indicates that they do not wish to work with families/clients who have a DNR Order in place.

Responsibility

All families and carers, all staff

Procedure

· In cases where a client or family has requested, or is considering, a Do Not Resuscitate (DNR) Order, clients and families must be informed that Tandem employees are all Senior First Aid qualified, and, as such, must provide a First Aid response when required

· Where an incident arises involving the client requiring first aid, the Support Worker will administer first aid until a medical professional is available to take over the care of the person with the DNR

· As soon as practicable the Support Worker will contact their Coordinator (or the On-Call emergency contact) to inform them of the situation

· The Support Worker will advise the medical professional that our records indicate that the family/client has a current DNR Order in place.

Further Actions

· Ensure Coordinators and Support Workers are aware of clients with DNR Orders.

· Ensure that staff who have been required to administer First Aid are de-briefed and offered information on and access to, Tandem’s Employee Assistance Program (EAP).
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Section 8 – Personnel & Employment Relations 
8.1 Day-to-Day Management 8.1.1 Code of Conduct

All staff members of Tandem are expected to observe the highest standards of ethics, integrity and behaviour during the course of their employment with Tandem. The standards expected of staff members include:

· compliance with all Tandem policies, procedures, rules, regulations and contracts;

· compliance with all reasonable and legal instructions of the CEO;

· to be honest and fair in dealings with clients, other staff members, Tandem management and the general public;

· to maintain punctuality;

· to observe health and safety rules;

· to respect Tandem’s ownership of its funds, equipment, supplies, books, records and property;

· to maintain during employment with Tandem, and after the termination of employment, the

confidentiality of any confidential information, records or other materials acquired during the course of employment with Tandem; while employed at Tandem, to not accept any employment with another organisation that is a supplier or competitor of Tandem, or any other employment that is in conflict with your position at Tandem;

· to dress in an appropriate manner and to ensure that appearance is presentable, clean, neat and tidy;

· to not make any unauthorised statements to the media about Tandem’s business (requests for media statements should be referred to your CEO);

· no fighting in the workplace;

· no swearing in the workplace;

· no sexual or other unlawful harassment in the workplace;

· no drugs or alcohol in the workplace.

Breaches of the Code of Conduct will be dealt with in accordance with the Discipline and Termination Policy.

Responsibility

All Staff

8.1.2 Attendance and Absenteeism Policy

Regular attendance is essential to the efficient workflow and productivity of Tandem. In the event of illness or family emergency, staff members should notify their Manager or CEO as soon as practicable, indicating the extent of the anticipated absence. Other types of leave should only be taken in accordance with the Leave Policy. During prolonged absence staff members should contact the Manager on a regular basis.

Where a staff member finds that they cannot return to work as scheduled, they must notify their Manager or the CEO as soon as possible.
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Repeated late attendance or absence from work without valid reason will be cause for disciplinary action.

Responsibility

All Staff

8.1.3 Security Policy Policy

The policy of Tandem is that no Tandem property may be removed from Tandem premises or designated storage places without the permission of the relevant Manager or CEO. Where Tandem has a substantial reason for believing that a staff member has removed Tandem property or is in possession of Tandem property, an investigation into the matter will be conducted by the CEO.

Procedure

The procedure for investigating the removal or possession of Tandem property is as follows:

· the staff member involved will first be asked whether they agree to an interview;

· the staff member may ask for the attendance of a union delegate, or other nominated person, to be present at the interview;

· if the staff member agrees, they will be asked whether they have any knowledge about the missing item/s;

· the staff member will be asked to give consent to the search of their possessions;

· under no circumstances shall a staff member be subject to physical or body contact or body search by management or security personnel;

· if a staff member does not co-operate in the security process and/or if management on reasonable grounds believes that the staff member has committed an offence, the police may be called and the staff member supervised until the policy arrive;

· if a staff member is charged with an offence by police, that staff member may also be subject to disciplinary action, including dismissal.

If, after an investigation, it is found that a staff member has removed Tandem property without permission or has been found in the possession of Tandem property without permission, then disciplinary action will follow.

Responsibility

CEO

8.1.4 Code of Ethics Policy

Tandem’s Code of Ethics can be classified as a cultural workplace policy. As such, it plays an important role in setting the culture of the business but also informs staff members of the workplace cultural framework within which Tandem operates. All operational policies are to be based on the principles established in the workplace culture policies such as a Code of Ethics.
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Procedures

At Tandem we conduct our business according to the highest standards of honesty, equity, integrity, respect, and fairness when dealing with all of our clients and staff members. We require that all of our staff members meet these high standards.

Tandem takes seriously its obligations to comply with all Federal and Territory government legislation, laws and regulations, as well as common law obligations, and again requires all staff members to do the same.

The following Code establishes the standards of behaviour that should be met by all staff members. Where these standards are not met, appropriate disciplinary action will be taken. In cases where the breach involves serious misconduct, this may result in instant dismissal. In cases where a breach of the policy involves a breach of any law, then the relevant government authorities or the police will be notified.

· Ensure that you treat all staff members and clients with courtesy and respect

· Do not engage in harassing behaviour towards other staff members or clients

· Ensure that all your dealings with all staff members and clients are fair and equitable

· Do not discriminate on the basis of characteristics such as sex, gender, culture, ability or disability, pregnancy, age, marital status, sexual preference or religious or spiritual belief

· Do not perpetrate, permit or fail to report violations of any Federal or Territory legislation, law or regulation

· Ensure that you declare any conflict of interest between your role as an officer of Tandem and your involvement in an outside activity

· Be aware of Tandem policies as set out in this policy manual and ensure that you comply with them

· Do not use drugs or alcohol on the premises or come to work while affected by either

· Do not use the internet for personal use, except with express permission of your manager or the CEO

· Do not use the internet to access sexually explicit material

· Do not use email to send sexually explicit, suggestive, or other harassing material

· Do not use Tandem information or work time for private gain

· Do not leak confidential Tandem information to competitors, clients or the media

· Ensure honest dealings with all clients

· Do not misappropriate Tandem funds or property

· Do not misappropriate funds or property of clients

· Ensure the highest standard of quality in service delivery

· Do not falsify reports

· Do not breach copyright

· Always acknowledge other people's work and ideas

· Always put safety first and do your utmost to comply with health and safety requirements

· Ensure compliance with all environmental laws and standards.

8.1.4.1 Code of Conduct for the CEO and Managers

Responsibility

CEO, all Senior Coordinators and Managers
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In addition to complying with all of the above, the CEO and Managers/ Senior Coordinators also have the responsibility to execute their managerial and supervisory duties with fairness. They should also ensure that they:

· do not condone, permit, or fail to report any breaches of the above code by staff members under your supervision;

· promote a team spirit amongst staff members through their own behaviour;

· maintain confidentiality when conducting investigations into staff member grievances;

· avoid bias in decision-making;

· ensure compliance with Tandem procedures when counselling and disciplining staff members;

· disqualify themselves from decision-making where they may be unable to remain objective;

· never pressure a staff member to resign;

· exercise objectivity when administering rewards or discipline;

· do not accept bribes, gifts or benefits; and

· do not represent someone else's idea as their own.

8.2 Recruitment Policy

When recruiting and promoting staff, the aim is to ensure that the best person for the job is selected. Tandem is committed to ensuring that recruitment and selection decisions are based on the principle of merit. This means that persons will be selected on the basis of whether they have the right skills, qualifications and other abilities that are required to do the job and are at least 18 years of age.

Current staff are encouraged to apply for suitable positions as they arise. Tandem will advertise each position internally and/or externally. Each application will be assessed on its merits, based on the essential and desirable criteria required for the position. This may mean that internal applicants do not qualify for job interviews.

Responsibility

CEO, Operations Manager, Human Resources Manager

8.2.1 Equal Opportunity Employer Policy

Tandem is an equal employment opportunity employer and is committed to ensuring that all applicants for selection or promotion are not discriminated against on any of the grounds of discrimination contained in equal opportunity laws (see Equal Employment Opportunity Policy). This means that no unlawful discrimination should take place in job advertisements, job interviews, and the selection process. Appointment decisions based on irrelevant factors do not result in the best person for the job being chosen and should not happen.

Responsibility

CEO, Operations Manager, Human Resources Manager
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8.2.2 Induction Procedure

Policy

Tandem values its staff and the workplace team culture. New staff members are to be introduced to the CEO, senior coordinators and managers and other staff (particularly those with whom the new staff member will be working), to assist them to feel comfortable in the workplace.

Responsibility

CEO, Operations Manager, Human Resources Manager

Procedures

Paperwork to establish the new staff member on the payroll will include:

· details of banking information;

· ATO information; and

· superannuation fund membership application form or details of existing fund.

An induction session conducted by an officer assigned by the CEO, is compulsory for all new staff members to attend. The sessions are run on an as-needs basis however a new staff member should be able to attend an induction session within one month of commencing work with Tandem.

The induction session will cover:

· a brief history of Tandem

· a general outline of what Tandem does and the future directions of the organisation including an outline of Tandem’s various activities

· quality procedures

· an 'Harassment in the Workplace' training session

· occupational health and safety, including the emergency evacuation procedure, workers compensation

· telephone answering and usage protocol

· availability of training

· Tandem policies and procedures

At the end of the induction process, a staff member must sign a specified form stating that they have taken part in the induction session and that the staff member understands the various issues covered in the induction session.

Also, each new staff member should receive a complete set of Tandem workplace policies for their own reference.

Efficient and effective recruitment is essential for Tandem to prosper through ethical and productive use of staff. Record keeping of recruitment is essential under legislation and for employer protection.
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8.2.3 Annual Police Check

Policy

Tandem will ensure that all new and existing employees and volunteers undergo the appropriate level of screening process as recommended by the Australian Federal Police, in order to ensure the management of risk to the vulnerable members of the community to whom Tandem provides support.

Tandem will ensure that all employees or volunteers are employed only if they have a satisfactory Australian Federal Police National Police Check. Exceptions will be managed in accordance with Tandem’s Spent Convictions Policy.

Responsibility

CEO, Operations Manager, Administration

Procedures

· All new employees and volunteers will undergo the appropriate level of screening process as recommended by the Australian Federal Police (currently Australian Federal Police National Police Check - Code 19 Complete Disclosure), on their recruitment

· All existing employees and volunteers will undergo an annual National Police Check at the appropriate level of screening, as recommended by the Australian Federal Police

· Employees and volunteers must maintain a clear Australian Federal Police National Police Check

· Exceptions will be managed in accordance with Tandem’s Unspent/ Spent Convictions Policy

· All employees and volunteers must report any Police investigation of an incident, charge or conviction to Tandem immediately the event occurs. All applicants for employment must reveal whether they are subject to a current Police charge or investigation

· The CEO will then determine the appropriate action which may include suspension or dismissal under the relevant Tandem policies and processes.

Further Actions

· Update Police Check Register

· Update employee and volunteer database

Forms/Reports

· Australian Federal Police National Police Check

· Police Check Register

8.2.4 Unspent / Spent Convictions

Policy

Tandem is committed to protecting the health, safety and well-being of all people who come into contact with the organisation, whether children, young people or adults.

Tandem will endeavour to reduce the likelihood of placing these vulnerable people in situations which may present a risk to their wellbeing, by ensuring that all staff maintain a positive annual National Police Check. Unspent or Spent Convictions that present in a National Police Check will be reviewed for that person’s suitability for employment with Tandem.
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Responsibility

Chief Executive Officer, Operations Manager

Procedures

All Tandem employees undergo a National Police Check on appointment and on an annual renewal basis. Under Code 19 (the level of police check that applies to Tandem staff – Complete Disclosure) all offences recorded in the ACT will be released (Spent Convictions Act 2000 – Part 3 (19)).

Tandem has an obligation to inform prospective and current employees that all convictions will be covered by this check. This fact is noted on page 3 of the National Police Check (NPC) Application Form, however Tandem acknowledges that it is good practice to inform prospective and current staff verbally of this at time of completion of form.

Tandem will follow this process of decision making in regard to suitability of an applicant with a listed current conviction or that would otherwise fall into category of a spent conviction:

Persons who have a conviction or spent conviction for Property, against Person, sexual offences or offences against children or vulnerable people would be considered not suitable to be employed by Tandem as support workers.

Consideration will be given to applicants who have a conviction or spent conviction for other matters (Please see attached Diagram 1).

Tandem awaits the outcome of the implementation of Vulnerable Persons Checks in the ACT to inform this policy further.
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Suggested process:
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8.3 STAFF APPRAISALS & PERFORMANCE MANAGEMENT Policy

Tandem believes in developing its staff by providing appropriate training and other career opportunities. An effective staff appraisal system provides recognition of good work as well as identifies areas where further training and support is needed.

Staff appraisals are intended to improve the efficiency and performance of staff and help maintain motivation in the workplace. However, Tandem also needs to ensure that each individual staff member is performing to the best of their capabilities, in order to maintain a competitive and productive work environment.

To help achieve these aims, Tandem has devised a system of staff appraisals to complement the existing informal mechanisms.

Responsibility

CEO, Operations Manager, Human Resources Manager
8.3.1 Objectives of the Appraisal System

The objectives of the Tandem appraisal system are:

· to keep staff members informed in a formal way of their performance;

· to provide recognition of good work and alternatively to solve problems where performance difficulties are identified; and

· to identify staff member needs in regard to training and development.

8.3.2 Training Policy

Tandem will provide training to both managers and staff required to conduct appraisals and to staff members who will be appraised.

The aim of the training is to ensure that both the 'appraisers' and the 'appraisees' are familiar with the appraisal process instituted by Tandem and are able to deal with an appraisal situation. In particular, managers and staff will receive training in conducting the appraisal interview.
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8.3.3
Frequency of Appraisals

Policy

Each staff member will be required to undergo an appraisal at 3 months after employment, then at six months the on an annual basis. It is the responsibility of the CEO o to negotiate a time and a place for the appraisal to take place, within the given time frame.

Responsibility

CEO, Operations Manager, Human Resources Manager

8.3.4
Review of Appraisal

Policy

A review procedure is in place for staff members who do not believe they received a fair and equitable assessment in their staff appraisal. Staff members wishing to exercise their right to have their appraisal reviewed should contact the CEO.

The aim of the review is to consider the reasons why the staff member believes he/she was not treated fairly in the appraisal. The review will reconsider the appraisal document and the outcomes reached. If the findings of the review procedure are more favourable than the original appraisal then the findings of the review will stand as the results of the staff member's appraisal. Further, the manager who conducted the original appraisal may be required to undergo further training in providing appraisals or some other form of counselling.

Responsibility:

CEO

8.3.5
Non-Discriminatory Appraisal Procedure

Policy:

The Tandem appraisal procedure has been founded with equal employment opportunity principles in mind. If any staff member believes he or she is being directly or indirectly discriminated against through the appraisal system they should contact the representative of the board.

Responsibility:

Board of Management

8.4
LEGAL OBLIGATIONS

8.4.1
Equal Employment Opportunity at Tandem

Policy:

At Tandem we are committed to providing a work environment in which staff members feel that they are a valued member of Tandem that they are treated fairly, and are given recognition for their contribution to Tandem’s success. We also aim to provide an environment that fosters good working relationships.
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Tandem is committed to ensuring that all staff members enjoy equal employment opportunity (EEO). This means that staff members are treated fairly and equally when employment decisions are made and that unlawful discrimination does not take place.

EEO also means that each staff member enjoys a harassment-free work environment.

Responsibility

Board of Management, CEO

8.4.2
What is Unlawful Discrimination?

Unlawful discrimination means treating a person less favourably because of a personal attribute they have which is covered by equal opportunity laws. Under New South Wales and Federal equal opportunity laws, discrimination based on the following attributes is unlawful:

· sex and gender including transgender, intersex

· sexual orientation

· culture, colour, nationality, descent, and ethnic, ethno-religious, or national origin,

· family responsibilities (dismissal only),

· disability,

· age,

· compulsory retirement,

· pregnancy,

· marital status,

· racial vilification,

· sexual orientation vilification,

· HIV/AIDS vilification, and

· Transgender/ intersex vilification.

These attributes are in most cases irrelevant to employment decisions, and it is Tandem’s policy to ensure that they are not taken into account when employment decisions are made. It is also Tandem policy that no staff member be harassed because of any of the above attributes.

8.4.3
What is Harassment?

Unlawful harassment is any behaviour which is based on one of the above attributes and which is unwelcome, and offends, humiliates or intimidates the person being harassed. The fact that no offence was intended does not mean that the harassment is not unlawful.

The most common form of harassment is sexual harassment. Examples of sexual harassment include: unwanted touching; indecent or sexual assault; sexual propositions; nude pin-ups and posters; obscene telephone calls; persistent requests for outings or dates; leering or staring; wolf whistling; offensive or obscene language; and crude jokes.

Sexual or other types of harassment will not be tolerated at Tandem. Disciplinary action will be taken against those responsible when it does occur.

8.4.4
Clients
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Our clients are also protected by the law from being discriminated against or harassed. All staff members of Tandem are required to ensure that they treat clients fairly and do not discriminate against them or harass them on the basis of any of the above attributes.

8.4.5
When Does EEO apply?

EEO applies to all aspects of the employment relationship, including: recruitment, promotion, staff benefits, conditions of employment, remuneration, transfer, discipline, training, work environment, supervision, termination of employment.

8.4.6
Who is Responsible for EEO?

All staff members have a responsibility for treating each other fairly and with respect. The CEO, Managers and staff all have a role to play in implementing EEO. The CEO, Managers and other staff must ensure that they do not discriminate against or harass staff or clients when performing their jobs. If they observe discrimination or harassment happening they should take appropriate steps to stop it. Individual staff members must also ensure that they do not discriminate against or harass other staff or clients.

To ensure that Tandem’s EEO policy is properly implemented, a Manager has been appointed Tandem’s EEO Officer. The Manager is responsible for the following:

· the education and training of all staff on EEO issues;

· liaising with management about EEO issues.

8.4.7
What Happens if You Have Been Discriminated Against or

Harassed?

If you feel that you have been discriminated against or harassed you should:

· talk to the CEO or Manager; they will tell you what your options are; or

· use Tandem’s grievance handling policy to make a formal complaint.

Any complaint will be dealt with seriously and sympathetically. Confidentiality will be respected at all times.

It is important that you come forward with any complaint you may have. This will ensure that your rights are protected and that other staff members are also not subjected to the same discriminatory or harassing treatment. All reasonable attempts to resolve the matter satisfactorily will be made in-house. If you are not satisfied with the manner in which your complaint was dealt with by Tandem, you have the right to take it to an external agency, such as the Anti-Discrimination Board or the Human Rights and Equal Opportunity Commission, or your union.

8.4.8
Workplace Harassment

Policy

At Tandem we are committed to providing a work environment which is pleasant for staff members to work in and which is conducive to good workplace relations. This policy is aimed at ensuring that staff members are not subjected to any unwanted workplace harassment. Harassment in the workplace decreases productivity, increases absenteeism, and is also against the law. For these reasons harassment will not be tolerated at Tandem.
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Responsibility

Board of Management, CEO

8.4.9
What is Workplace Harassment?

Tandem acknowledges that workplace harassment may involve comments and behaviours which offend some people and not others. Tandem management accepts that individuals may react differently to comments and behaviour. A minimum standard of behaviour is required of all staff members which, as far as possible, is then respectful of all other staff members.

Responsibility All staff

Procedures

The most common form of workplace harassment is sexual harassment. Sexual harassment is behaviour of a sexual nature which is unwelcome and has the effect of offending, intimidating or humiliating the person being harassed. Sexual harassment most often happens against women, but men can also be subjected to sexual harassment. The key element of sexual harassment is that it is unwelcome behaviour. It has nothing to do with mutual attraction, or private, consenting friendships, whether sexual or not.

Workplace harassment can also be based on race, disability, age, pregnancy, marital status, homosexuality, transgender, or HIV/AIDS status.

Workplace harassment usually consists of a pattern of unwelcome behaviour, however, it can consist of just one act where this is of a serious nature. Also there is no requirement that the harasser intends to offend or harm in order for it to be unlawful. All that is required under the law is that a reasonable person would consider that the person being harassed would be offended, humiliated or intimidated by the behaviour in question.

Harassment in the workplace can create an unpleasant or even hostile work environment. Harassment makes work difficult for everyone - the person being harassed, as well as staff members witnessing the harassment – and in addition the harasser is not concentrating on their work when he/she engages in this type of behaviour.

Examples of unlawful harassment:

· Suggestive comments about a person’s body or appearance;

· Leering or staring at a person or parts of their body;

· Demands that revealing clothing be worn;

· Tales of sexual performance;

· Persistent, unwelcome proposals of marriage;

· Gender-based insults or taunting;

· Sexist or racist jokes;

· Pornographic or nude posters in the workplace;

· Homophobic material displayed on the notice board;

· Homophobic abuse;

· Verbal or written abuse directed at a transgender person;

· Touching a person in a sexual way;

· Sexual assault (criminal offence);
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• “Flashing” (criminal offence);

· Obscene telephone calls (criminal offence);

· Asking questions about a person’s sex life;

· Unwanted confidences about a person’s sex life or lack thereof;

· Requests for sex where these are unwelcome;

· Making jokes at the expense of a person with a disability;

· Verbal abuse or derogatory comments based on cultural beliefs;

· Abuse based on a person’s age.

In some instances the harassment might take place outside the workplace eg the office Christmas party or when a staff member makes unwelcome phone calls to another staff member at their home or follows them home from work.

If you go to another workplace to do your usual work for Tandem, it is also against the law to harass someone who is working in that other workplace.

8.4.10
Are You Experiencing Harassment?

If you believe that you are being harassed there are a number of important steps you should take:

· Tell the person that their behaviour is unacceptable, and that it must stop. It is important to say these things to the harasser otherwise they may interpret your silence as consent. If you would feel too uncomfortable saying these things to the harasser, this will not mean that you don’t have a valid claim.

· Report the behaviour or incident to the CEO or your Manager; you may wish to lodge a grievance under Tandem’s Grievance Policy.

· Keep your complaint confidential — this will avoid idle gossip and the possibility of defamation proceedings against you or Tandem.

Tandem has a legal responsibility to take reasonable steps to prevent harassment from happening in the workplace. This involves educating staff members about harassment, putting in place this policy, implementing grievance procedures and ensuring compliance by all staff members.

If you make a complaint of workplace harassment it will be taken very seriously and will be dealt with sympathetically and in a confidential manner. The complaint will be investigated and, if found to be proved, appropriate warnings or other disciplinary action will be taken against the harasser. You will not be victimised or treated unfairly for making a complaint.

If you are not satisfied with the way in which your complaint has been dealt with by Tandem, you can seek further advice from an outside agency such as the Human Rights and Equal Opportunity Commission or the Anti-Discrimination Board.

8.4.11
CEO and Manager Roles

The CEO and Managers have an important role in the prevention of workplace harassment. Firstly, the CEO and Managers must ensure that they do not harass staff members, or clients. Secondly, the CEO and Managers must ensure that their staff understand the Workplace Harassment Policy. When they observe discrimination or harassment, they should take steps to stop it and warn the person of the consequences if the behaviour continues. If a person approaches them with a complaint about harassment, they should
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take appropriate steps to resolve it. If this is not possible or inappropriate, then the representative of the board should be informed.

8.4.12
Staff Members’ Roles

Each staff member must ensure that they do not engage in harassing behaviour towards other staff members, CEO or Managers, or clients. Staff members should be aware that they can be held legally responsible for their unlawful acts. Staff members who aid, abet or encourage other persons to harass can also be held legally liable.

Discrimination and harassment

Staff members are protected from discrimination and harassment on the basis of family responsibilities by equal opportunity and industrial laws. Discrimination and harassment on the basis of family responsibilities will not be tolerated at Tandem. Disciplinary action may be taken against any person who engages in such discrimination and harassment, whether they be staff members or management.

8.5
TERMINATION

8.5.1
Abandonment of Employment

Staff members are generally considered to have abandoned their employment if they are absent from their employment continuously for three working days without notification or Tandem’s consent.

The following guiding principles will be used by management in determining whether a staff member has abandoned their employment:

· the CEO must first establish that the staff member’s absence is unauthorised by checking Tandem’s records;

· the CEO must then attempt to contact the absent staff member either personally or by registered post to determine the reason for the absence and whether or not the staff member intends to return to work.

If within 14 days from the first date of absence the staff member gives a reasonable explanation for the absence, then the presumption of abandonment of employment may be reversed. (An example of a reasonable explanation would be if the staff member had been in hospital.)

If no reply is received within the 14-day period or the excuse for the absence is unsatisfactory, the CEO should take positive steps to terminate the staff member’s employment.

Termination of employment must be done in person or in writing. If termination in person is not possible, a registered letter should be sent to the staff member. Termination should not be done over the telephone.

Alternatively, the CEO’s initial letter of inquiry can state that failure to return to normal duty or to give an acceptable explanation for the absence (within a specified time), will be regarded as the staff member terminating his/her employment, without notice, on the date of his or her last day of attendance.

8.5.2
Discipline and Termination

This policy is divided into three Parts. Part 1 deals with dismissal for performance or misconduct. Part 2 deals with serious misconduct. Part 3 deals with dismissal because of redundancy.
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This policy is designed to ensure that when discipline and termination issues arise, staff members are treated fairly and equitably. It also aims to ensure that the CEO involved in the disciplining and termination of staff members meets industrial law standards for termination of employment. This applies both to the reason for the dismissal and the manner in which the dismissal is carried out.

Grounds of terminating a staff member

Lawful reasons for dismissing a staff member include:

· performance (eg where the staff member is unable to satisfactorily complete the inherent duties of the job set out in the duty statement);

· conduct (eg consistently late for work);

· serious misconduct (eg fighting, drinking on the job);

· redundancy (ie the position no longer exists).

Performance

A staff member’s performance is considered to be inadequate if the staff member is not meeting the inherent requirements of the position as set out in the duty statement, or has not achieved a satisfactory rating in one or more key result areas of his/her performance plan over a three month period.

Conduct

Misconduct includes:

· actions involving harm (or the real possibility of harm) to any staff member;

· dishonesty;

· verbally abusing a person at the workplace;

· harassing or discriminating against an staff member;

· sexual harassment;

· inefficiency, neglect of duty, malingering.

Verbal warnings

Where the CEO has concerns about a staff member’s performance or conduct (excepting serious misconduct – see below), the CEO should explain to the staff member the manner in which the staff member’s conduct or performance is not meeting the required standard. This standard may be set in the duty statement relating to the position, or in a company policy setting standards of conduct.

The CEO will in the first instance, verbally counsel the staff member by informing him/her of the area(s) in which they are not meeting the required standard of performance or conduct expected of them. The staff member will be given an opportunity to respond to the CEO’s concerns and will be given an opportunity to rectify his or her performance or conduct within a reasonable period of time, depending on the circumstances. The CEO will make written note of the verbal warning.

Official warnings

If the staff member fails to rectify his or her conduct or performance within the required period, the CEO will then require the staff member to attend a meeting at which an official warning will be given.

If the staff member’s continued performance or conduct is such that it would be unreasonable for the CEO to allow the staff member the allotted time to remedy the problem, then the CEO will institute the first official meeting prior to the specified time expiring.
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The CEO will inform the staff member prior to the meeting, of the concerns which the CEO has with the staff member’s conduct or performance, and state that the staff member is allowed to have a person of their choice accompany them to the meeting.

At the meeting the CEO will outline the nature of the problem(s) and allow the staff member an opportunity to respond. If the staff member’s response is not adequate the CEO will present the staff member with an official written warning. The warning should state:

· the problem;

· refer to all previous oral warning(s) and their dates;

· the corrective action which is required;

· what action will be taken if the staff member does not remedy the problem (when issuing a first warning, the warning should state that if the problem is not remedied within a specified time then the staff member will be issued with a further warning and may ultimately be dismissed);

· state that the written warning will be filed in the staff member’s personal file.

· The CEO should then monitor the staff member’s performance or conduct to determine whether he or she is making the required improvement.

Second official warning

If the staff member fails to meet the appropriate standard within the time allowed, the CEO should then have a second official meeting with the staff member. The second official meeting should replicate the first meeting. However, if the staff member has not adequately explained their failure to remedy their poor performance or conduct, that continuing poor performance or conduct MAY lead to dismissal.

Note that it is not a legal requirement that a third written warning be issued — it is just very safe practice. However, if the CEO follows the above steps closely and listens objectively to the staff member’s responses at each stage, two written warnings will usually be justified, except where the transgression is minor in nature. In such a case it may be appropriate to give a third warning.

Steps leading to dismissal

Following the issuing of the second warning, if the staff member fails to remedy the fault within the allotted time, or it would be unreasonable for the CEO to allow the staff member to continue working out the allotted time, the CEO should then initiate dismissal proceedings.

That will involve requesting by letter that the staff member attend an official meeting. That letter should state:

· that the staff member’s conduct or performance has not improved;

· the steps the employer has taken to remedy the problem in the past;

· the fact that the staff member is entitled to be accompanied by a person of their choice; and

· the fact that, unless the staff member can adequately explain his or her conduct or performance, then Tandem may dismiss the staff member.

Again the staff member may have the person of their choice with them at the meeting. The CEO should start by outlining the concerns he or she has with the staff member’s performance or conduct. It is then very important that the CEO listen to the staff member’s responses as objectively as possible. The CEO should then ask the staff member to step outside while the CEO considers what he or she will do.
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If the staff member’s response is considered to be adequate, the CEO should inform the staff member that they will remain employed but that the staff member’s performance and/or conduct will continue to be closely monitored for a specified period of time (eg three months).

If the staff member’s response is considered inadequate, the CEO has two options:

· issue the staff member with a third and final written notice; or

· orally inform the staff member that he or she is to be dismissed and then follow that up with a written notice of termination.

That notice should state the reasons for the dismissal, eg performance or conduct, and the history of warnings given previously.

8.5.2.2
Dismissal for Serious Misconduct

A CEO is entitled to instantly dismiss a staff member in circumstances where that staff member has committed an act of serious misconduct. Serious misconduct can include:

· fighting;

· breaches of the drug and alcohol policy;

· deliberately spoiling or damaging the service;

· refusal to carry out the lawful instructions of the CEO/Manager.

A staff member who commits any of these acts is liable to instant dismissal.

Other acts may also constitute serious misconduct, depending on the circumstances of the case. It is up to the CEO to determine when an act is serious misconduct.

Before dismissing the staff member, the CEO should be satisfied on the balance of probabilities that the incident took place.

If the CEO decides that the staff member should be dismissed, then the CEO should inform the staff member of this by letter.

A staff member dismissed for serious misconduct is not entitled to payment in lieu of notice.

8.5.2.3
Dismissal on the Grounds of Redundancy

Tandem recognises that from time to time positions at Tandem may become redundant. It is the policy of Tandem wherever possible to find alternative employment within Tandem for staff members whose positions become redundant. Where alternative employment is not available, the staff member will be made redundant on the terms set out in this policy.

What is redundancy?

A redundancy occurs where the staff member’s position genuinely no longer exists for reasons related to the operation of Tandem. Redundancy does not involve questions of performance or conduct of the staff member or staff members being made redundant.

Consultation

When it becomes apparent that a job or jobs will be made redundant, management shall consult with the staff member(s) involved. [Consultation with the union should take place also]. Any possibilities for
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deployment will be made known to the staff members. The staff members’ views on their position and preferences for redeployment shall be taken into account as far as possible by management.

Notice

The staff member(s) will be given one month’s notice of the date from which the redundancy is to take effect, or the award entitlement, whichever is the greater.

Severance pay

The staff member will be paid severance pay in accordance with the Tandem Enterprise Agreement.

Notification to Centrelink

In cases where 15 or more staff members are made redundant, Tandem will notify Centrelink.
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Section 9 - Training & Professional Development

Policy

Tandem will access and provide up to date and relevant training and professional development for all Tandem Staff and Volunteers.

Responsibility

Chief Executive Officer, Operations Manager, Clinical Advisor/ Workplace Safety Manager, Senior CoOrdinator, Training Officer

Procedure

Compulsory Training & Professional Development

· At the beginning of employment all Tandem Employees will be required to participate in Induction Training. Induction Training will orientate all staff to the workings of Tandem, Policies & Procedures as well as the knowledge and skills for each staff member to be able to perform their duties as safely and efficiently as possible

· All employees will be expected to participate in re-induction on an annual basis. This training will be conducted in a repeat two hour session format and will focus on re-orientating staff to Tandem’s key policy and procedures as well as updates on organisational matters

· From time to time Tandem may also organise other compulsory training which may be for a specific purpose eg. PEG Feed Training, Midazolam Training and Manual Handling Training.

· All employees who attend compulsory training sessions will be paid for their attendance.

Optional Training & Professional Development

· On an annual basis Tandem will complete a Training Needs Analysis (TNA) as well as a performance appraisal of all staff, both of which will assist in the development of the next year’s training plan.

· This training plan will comprise compulsory training as well as optional training. Training may be sourced from external agencies or from within Tandem

· Tandem staff will be made aware of optional training & professional development opportunities by publicizing them on Tandem’s Website, through newsletters and mail outs to Support Workers.

· Tandem’s training plan will be subject to budgetary requirements and may be changed without notice.

Ad Hoc Training & Professional Development

From time to time “Ad Hoc” training and professional development opportunities that are not in the training plan will become available. When this occurs, interested staff are to follow the procedures below:

· Complete a training application form;

· Present completed form along with information regarding the training or professional development to their immediate supervisor;

· Immediate supervisor to consider training application and to decide whether the training is essential for the staff member, useful to the performance of the staff member or has been an identified area for training of the staff member

· Form to be forwarded to the Training Manager who will then:

o
Check costs involved and approve or not approve application based on available funds;

o
If approved, enrol staff member in training and professional development opportunity
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• The staff member will be advised whether the training application has been approved or not, and if not, the reasons for this

Evaluations

· Participants who attend training or professional development that is sourced or conducted by Tandem will be expected to complete a training evaluation questionnaire. Results from the training evaluation questionnaire will assist in developing and sourcing further training and professional development opportunities for staff.

· When a staff member attends an external training session, the staff member is expected to prepare a short report on that training for other staff who may be interested in that area.

Individual Learning Pathways

· At the beginning of employment all Tandem office staff will be provided with a Learning Pathway which will outline what training and information will be required to have them perform the duties of their role in a safe and efficient manner.

· The Learning Pathway will be worked through with the new staff member’s immediate supervisor and relevant staff from the management team. The Learning Pathway should feed into the new staff members 3 month performance appraisal meeting.

Certificates of attendance

· All staff members who attend a Tandem organized training session (compulsory or optional) will be provided with a Tandem Certificate of Attendance for their portfolio.

Records

· At the beginning of any training session staff will be expected to complete a Training “Sign In” form. This form will be evidence that the staff member attended the training session and is therefore entitled to a Certificate of Attendance. This form will be kept on file with other documents regarding the particular training session

· Tandem staff who attend training will have their records updated on Tandem’s database

· All records will be kept as per Tandems Privacy and Confidentiality Policy and Procedures as well as relevant legislation.
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Appendix A

158 Voluntary Reporting

A person who believes or suspects that a child or young person is in need of care and protection may report the circumstances on which belief or suspicion is based to the Chief Executive Officer.

159 Mandatory Reporting

In the ACT, mandatory reporting applies to a person who is‑
· a doctor; or

· a dentist; or

· a person registered under the Health Professionals Act 2004 as a nurse (Registered includes enrolled);

· a teacher at a school;

· a police officer;

· a person employed to counsel children or young people at a school;

· a person caring for a child at a child care centre;

· a person coordinating or monitoring the provision of home based care on behalf of a family day care scheme licensee;

· a public servant who, in the course of employment as a public servant, works with, provides services personally to, children and young people or families;

· the public advocate;

· the official visitor;

· a prescribed person

1. If‑
1.a. An adult to whom this section applies reasonably suspects that a child or young person has suffered, or is suffering, sexual abuse or non accidental physical injury; and

Those grounds arise during the course of or from the persons work (whether for remuneration or otherwise), the person must, as soon as practicable, report to the Chief Executive Officer the name, or a description, of the child or young person and the grounds for the person’s suspicion.

Maximum penalty: 50 penalty units, imprisonment for 6 months or both

2. Subsection (2) does not apply to a person if the person reasonably believes that‑
1.a. Someone else has made a report to the Chief Executive Officer about-o The same child or young person; and o The same abuse or injury; and

The other person has reported the same grounds for their suspicion as the person has for their suspicion.
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Appendix B

Please note none of these indicators are conclusive as to whether a child has been abused. Any indicators need to be considered in relation to other environmental factors.

Non Accidental physical injury (physical abuse)

	Indicators in children and young people

· Verbal disclosure by child

· Oro-facial, head and neck bruising

· Lacerations and welts from excessive discipline or physical restraint

· Explanation offered by the child or young person is not consistent with the injury

· Other bruising and marks which may show the shape of the object that caused it e.g. as hand print or a buckle

· Bite marks and scratches where the bruise may show a print of teeth

· Multiple injuries or bruises

· Ingestion of poisonous substances, alcohol, drugs or major trauma

· Dislocations, sprains, twisting

· Fracture of bones, especially in children under three years of age

· Burns and scalds

· Head injuries where the child or young

person may have indications of drowsiness, vomiting, fits or retinal haemorrhages suggesting the possibility of the child having been shaken.

· flinching or cowering when someone makes a sudden movement

	
Indicators in parents and care givers

· Direct admissions by parents or care givers that they fear they may injure the child or young person

· Family history of violence, including previous harm to children and young people

· History of their own maltreatment as a child or young person

· Repeated presentations of the child or young person to health or other service with injuries, swallowing of non food substances or minor complaints

· Marked delay between injury and presentation for medical assistance

· History of injury which is consistent with the physical findings

· History of injury which is vague, bizarre or variable.
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Appendix B contd

Neglect

	Indicators in children and young people

· Poor standards of hygiene leading to social isolation or poor health

· Scavenging or stealing food

· Extended stays at school, public places, others homes

· Being focused on basic survival

· Extreme longing for adult affection

· A flat and superficial way of relating, lacking of a sense of genuine interaction

· Anxiety about being dropped or abandoned

· Self comforting behaviour e.g. rocking, sucking

· Non organic failure to thrive

· Delay in developmental milestones

· Loss of ‘skin bloom’

· Poor hair texture

· Untreated physical problems 

	
Indicators in parents and care givers

· Failure to provide adequate food, shelter, clothing, medical and dental attention, hygienic home conditions or leaving the child or young person inappropriately

· Inability to respond emotionally to a child or young person

· Child or young person left alone for long periods

· Depriving of or withholding physical contact or stimulation for prolonged periods

· Failure to provide psychological nurturing

· One child or young person treated differently, for example scapegoated

· Absence of social support from relatives, other adults or social networks.
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Appendix B contd

Sexual Abuse

	Indicators in children and young people

· Describe sexual acts (e.g. daddy hurts my wee wee)

· Direct or indirect disclosures

· Age inappropriate disclosures and/or persistent sexual behaviour

· Self destructive behaviour, drug dependence, suicide attempts, self mutilation

· Persistent running away from home

· Eating disorders

· Going to bed fully clothed

· Regression in developmental achievements in younger children

· Child or young person being in contact with a known or suspected perpetrator of sexual assault

· Unexplained accumulation of money and gifts

· Bleeding from anus, vagina or external genitalia

· Injuries such as tears or bruising to the genitalia, anus, perineal region

· Sexually Transmitted Diseases

· Adolescent Pregnancy

· Trauma to breasts, buttocks, lower abdomen or thighs

· Unexplained bruising or trauma of the palate

	
Indicators in parents and care givers

· Exposing a child or young person to prostitution or child pornography or using a child or young person for pornographic purposes

· Intentional exposure of child or young person to sexual behaviour in others

· Ever committed/ been suspected of child sexual abuse

· Inappropriate curtailing or jealousy regarding age appropriate development of independence from the child

· Coercing child or young person to engage in sexual behaviour with other children and young people.

· Verbal threats of sexual abuse

· Denial of adolescents pregnancy by family

· Perpetration of spouse abuse or physical child abuse.
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Appendix B contd

Emotional Abuse

	· Indicators in children and young people

· Feelings of worthlessness about life and themselves

· Inability to value others

· Lack of trust in people and expectations

· Lack of interpersonal skills necessary for adequate functioning

· Extreme attention seeking or risk taking behaviour

· Other behavioural disorders e.g. disruptiveness, aggressiveness

	
Indicators in parents and care givers

· Constant criticism, belittling, teasing or withholding of praise and affection

· Excessive or unreasonable demands

· Persistent hostility and severe verbal abuse, rejection and scapegoating

· Belief that a particular child or young person is bad or evil

· Use inappropriate physical or social isolation as punishment

· Exposure to domestic violence
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Appendix C

SEIZURE FIRST AID

Tonic Clonic Seizure

Convulsive seizure with loss of consciousness, muscle stiffening,falling, followed by jerking movements.

1

· Note the time the seizure started.

· Quickly remove any hard objects that could cause injury.

· Do not attempt to restrain the person,or to stop the jerking.

· Do not put anything in the mouth.

· Protect the head as best you can – if available use a pillow or cushion.

2

· Gently roll the person onto their side as soon as the active movements of the seizure have ceased.

· Establish communication so that you know the person has regained consciousness.

3

· Be reassuring and let the person know where they are, that
they are safe and that
you will stay with them while they recover.

Complex Partial Seizure

Non-convulsive seizure with outward signs of

confusion,

unresponsiveness or inappropriate behaviour. Can be mistaken for alcohol or drug intoxication.

· During a complex partial seizure you may need to gently guide the person past obstacles and away from dangerous places.

· As the seizure finishes, establish supportive communication and ask if they are OK.

· Call an ambulance if the person is not starting to recover after 15 minutes.

Absence Seizure

Mostly affects children, non-convulsive and consists of brief periods of loss of awareness. Can be mistaken for day dreaming.

· Recognise that a seizure has occurred

· Reassure the person and repeat any information that may have been missed during the seizure.

This information is made available as a guide only on the understanding that Epilepsy Australia Ltd shall have no liability arising by reason of any person using or relying on the information and whether caused by reason of any error, negligent act omission or misrepresentation in the information or otherwise.

Appendix D

SCHOOL POLICY: INFECTIOUS DISEASES - OUTBREAK PROCEDURES AND EXCLUSION PERIODS PUBLISHED: 2002 IDENTIFIER: IDO2002 CONTACT: Injury Prevention and Management Section

RELATED POLICIES/ GUIDELINES: Student Immunisation Record Keeping, First Aid, Hepatitis Guidelines for Schools.

1. PURPOSE

To advise schools of procedures to follow in the event of the occurrence of an infectious disease.

2. DEFINITIONS

Parents/carers: people with parental responsibility and guardians.

Principal: includes a person in charge at a preschool.

Vaccine Preventable Disease: diphtheria; Haemophilus influenzae type b (hib) infection; measles; mumps; poliomyelitis; rubella (German measles); tetanus; pertussis (whooping cough); hepatitis B (Attachment A). The Chief Health Officer may also declare a disease to be vaccine preventable for the purposes of the Regulations.

Transmissible Notifiable Condition: A condition determined by the Minister for Health or declared by the Chief Health Officer under Section 100 of the Public Health Act 1997 (Attachment B).

Responsible person means a person responsible for the care, education or support of another person.

3. POLICY STATEMENT

· The major objective of the ACT Public Health Regulations 2000 is to control the spread of vaccine preventable and other communicable diseases in ACT schools.

· Parents/carers are required to inform the principal, as soon as possible, if they have reasonable grounds for believing that their child has a condition listed in Schedule 1 (attached).

· All schools (including high schools and colleges) are required to notify the Chief Health Officer if a child enrolled at the school has a vaccine preventable disease listed in Schedule 1 (attached).

4. PREAMBLE

4.1 The School Policy: Student Immunisation Record Keeping advises schools of their responsibilities for keeping records of students' immunisation status.

4.2 The School Policy: Student Immunisation Record Keeping does not apply to high schools and colleges. However, high schools and colleges must notify the Chief Health Officer if a student has or is believed to have a vaccine preventable disease.
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5. MANDATORY PROCEDURES 5.1 School Responsibilities

· If the principal believes, on reasonable grounds, that a student enrolled at the school has a vaccine preventable disease, he/she must as soon as is practicable, advise the Chief Health Officer or delegate (Communicable Disease Control Public Health Officer, ACT Department of Health and Community Care) and provide details in line with Attachment A and inform the parent/carer.

· The principal or person in charge who has reasonable grounds for believing a student has, or has been in contact with a person who has, a disease specified in Schedule 1 (attached), must follow procedures set out in the Schedule for that disease.

· When the principal of a school becomes aware or believes, on reasonable grounds, that a staff member has a vaccine preventable disease the principal must notify the Chief Health Officer or delegate (Communicable Disease Control Public Health Officer, ACT Department of Health and Community Care).

· In notifying a vaccine preventable disease schools must provide any information necessary as requested by a Public Health Officer to allow appropriate public health action to control the spread of the disease.

· If a staff member knows or suspects that they have a transmissible notifiable condition (see Attachment B) or is a contact of such a person, they must take reasonable precautions (appropriate to the condition) against transmitting the condition. Reasonable precautions include precautions taken on the advice of a doctor, Chief Health Officer or authorised public health officer/medical officer.

· Should the Chief Health Officer require a school to close, the principal must inform the appropriate Director, Schools as soon as is practicable.

· The Department of Health and Community Care will provide information to schools on immunisation record and exclusion requirements annually for schools to forward to parents/carers as part of the enrolment process.

· Principals are to notify parents of their responsibilities, including those in Schedule 1, by school newsletters each year. Principals must also advise parents/carers of outbreaks at their school by circular letter or newsletter, preferably both. The advice to parents is recommended to be along the following lines:

Dear Parents/Carers

I am sending you a list of infectious diseases and the exclusion periods and other measures which should be followed if a child contracts or comes into contact with a person who has one of the listed diseases.

The ACT Public Health Regulations 2000, assigns to parents a responsibility to exclude their child from school and to notify the school if there are reasonable grounds for believing that their child has an infectious disease, or been in contact with a person who has one of the diseases listed.

Under the Regulations schools must also notify the Chief Health Officer if a child enrolled at the school has a vaccine preventable disease. This allows the Chief Health Officer to take any public health action necessary to prevent the further spread of the disease.
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In the event of an outbreak of a vaccine preventable disease at the school, or in the community, the Chief Health Officer may issue a health direction to the school to take any specified action to reduce the public health risk caused by the outbreak.

If you have any questions in relation to these requirements, please ring the Communicable Disease Control Section, ACT Department of Health and Community Care on 6205 2155. Yours faithfully

School Principal

5.2 ACT Department of Health and Community Care Responsibilities

· If the Chief Health Officer believes, on reasonable grounds, that there is an outbreak of a vaccine preventable disease at a school, or in the local community, the Chief Health Officer may issue a School Health Direction setting out school health directives and/or specified actions that are considered appropriate.

5.3 Parent/Carer Responsibilities

· If the parent/carer of a child has reasonable grounds for believing that the child has an infectious disease listed in Schedule 1, or has been in contact with an infected person, the parent/carer must follow the procedures set out in the Schedule for that disease.

· As soon as practicable, the parent must inform the principal or person in charge of the school.

· Parents/carers must comply with any directions issued by the Chief Health Officer in the event of an outbreak of a vaccine preventable disease.

· If a parent/carer knows or suspects that a child has a transmissible notifiable condition (see Attachment B) or is a contact of such a person, they must take reasonable precautions (appropriate to the condition) against transmitting the condition. Reasonable precautions include precautions taken on the advice of a doctor, Chief Health Officer or authorised public health officer/medical officer.

· If a parent/carer knows or suspects that they have a transmissible notifiable condition (see Attachment B) or is a contact of such a person, they must take reasonable precautions (appropriate to the condition) against transmitting the condition.
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Periods of exclusion from school for children with infectious conditions

Personal hygiene measures such as hand washing, covering the mouth and nose when coughing or sneezing, covering weeping sores, not sharing food or drinks and not attending school when ill or suffering from diarrhoea are important means of limiting the transmission of a number of common infectious conditions.

The ACT Public Health Regulations 2000 require children with the following conditions, and children who have been in contact with the following conditions, to be excluded from school, preschool, child care or family day care for the periods specified.

	Condition
	Exclusion of person with condition
	Exclusion of persons in contact with condition

	Amoebiasis (entamoeba histolytica)
	Exclude until diarrhoea ceases
	Not excluded

	*Campylobacteriosis
	Exclude until diarrhoea ceases
	Not excluded

	Chicken pox (varicella and herpes zoster)
	Exclude until the last blister has scabbed over.

The child should not continue to be excluded by reason only of some remaining scabs.
	Not excluded

Any child with an immune deficiency (eg with leukaemia, or as a result of receiving chemotherapy) should be excluded for their own protection and seek urgent medical advice and varicella-zoster immunoglobulin (ZIG), if necessary.

	Conjunctivitis (acute infectious)
	Exclude until discharge from eyes ceases.
	Not excluded

	*Cryptosporidiosis
	Exclude until diarrhoea ceases
	Not excluded

	Diarrhoea
	Exclude until diarrhoea ceases
	Not excluded

	*#Diphtheria
	Exclude until—

(a) at least 2 negative throat swabs have been taken (the first not less than 24 hours after cessation of antibiotic treatment and the second not less than 48 hours later), and

(b) a certificate is provided by a medical practitioner recommending that the exclusion should cease.
	Exclude family and household contacts until approval to return has been given by the Chief Health Officer.

	Giardiasis
	Exclude until diarrhoea ceases
	Not excluded
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	*#Haemophilius influenza type b (Hib)
	Exclude until a certificate is provided by a medical practitioner recommending that the exclusion should cease.
	Not excluded

	Hand, Foot and Mouth disease
	Exclude if—

(a) child is unwell, or

(b) child is drooling, and not all blisters have dried or an exposed weeping blister is not covered with a dressing.
	Not excluded

	*Hepatitis A
	Exclude for at least 7 days after the onset of jaundice and a certificate is provided by a medical practitioner recommending that the exclusion should cease.
	Not excluded

	Herpes (cold sores)
	Exclude young children unable to comply with good hygiene practices while the lesion is weeping. Lesion to be covered by a dressing in all cases, if possible.
	Not excluded

	Impetigo (school sores)
	Exclude until appropriate treatment has commenced and sores on exposed surfaces are covered with a watertight dressing.
	Not excluded

	Influenza and influenza- like illnesses
	Exclude until well
	Not excluded

	*Leprosy
	Exclude until approval to return has been given by the Chief Health Officer.
	Not excluded

	*#Measles
	Exclude for at least 4 days after the rash appears.
	(a) Immunised contacts not excluded.

(b) Exclude non-immunised contacts until 14 days after the first day of appearance of the rash in the index case.

(b) Non-immunised contacts immunised with measles vaccine within 72 hours after their first contact with the index case are not excluded after being immunised.

(d) Non-immunised contacts who are given normal human immunoglobulin (NHIG) within 7 days after their first contact with
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	the index case are not excluded after being given NHIG.

	Meningitis (bacterial)
	Exclude until well
	Not excluded

	*Meningococcal infection
	Exclude until adequate carrier eradication therapy has commenced.
	(a) Not excluded if receiving rifampicin or other antibiotic treatment recommended by the Chief Health Officer.

(b) Otherwise, excluded until 10

days after last contact with the index case.

	*#Mumps
	Exclude for 9 days after onset of symptoms, or until parotid swelling goes down (whichever is sooner).
	Not excluded

	*#Poliomyelitis
	Exclude for at least 14 days after onset of symptoms and until a certificate is provided by a medical practitioner recommending that the exclusion should cease.
	Not excluded

	Ringworm, scabies, pediculosis (lice), trachoma
	Exclude until effective treatment has commenced.
	Not excluded

	Rotavirus
	Exclude until diarrhoea ceases
	Not excluded

	*#Rubella (German measles)
	Exclude for 4 days after the appearance of the rash.
	Not excluded

Female staff of child-bearing age should ensure that their immune status against rubella is adequate.

	*Salmonellosis
	Exclude until diarrhoea ceases
	Not excluded

	*Shigellosis
	Exclude until diarrhoea ceases
	Not excluded
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	Streptococcal infection
(including scarlet fever)
	Exclude until the person has recovered or has received antibiotic treatment for at least 24 hours.
	Not excluded

	*Tuberculosis
	Exclude until approval to return has been given by the Chief Health Officer.
	Not excluded

	*Typhoid and paratyphoid fever
	Exclude until a certificate is provided by a medical practitioner recommending that the exclusion should cease.
	a) Not excluded unless the Chief Health Officer notifies the person in charge of the school.

(a) If the Chief Health Officer gives notice, exclusion is subject to the conditions in the notice.

	*#Whooping cough (pertussis)
	Exclude for 21 days from start of cough, or for at least 5 days after starting a course of antibiotics recommended by the Chief Health Officer.
	Exclude non-immunised

household, home based child care and close child care contacts under 7 years old for 14 days after the last exposure to infection, or until 5 days after starting a course of antibiotics recommended by the Chief Health Officer (whichever is sooner).

	Worms (intestinal)
	Exclude until diarrhoea ceases
	Not excluded


A parent/carer of a child with a listed exclusion condition, or a child who has been in contact with a listed exclusion condition, must notify the school principal or principal carer as soon as possible.

*These conditions must be notified by medical practitioners to the Chief Health Officer.

#These conditions must be notified by the school principal or principal carer to the Chief Health Officer.
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Vaccine Preventable Diseases Diphtheria;

Haemophilus influenzae type b (hib) infection;

Measles;

Mumps;

Poliomyelitis;

Rubella (German measles);

Tetanus; pertussis (whooping cough);

Hepatitis B; or

Any disease declared by the Chief Health Officer to be vaccine preventable for the purposes of the Public Health Regulations.
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Notification of Vaccine Preventable Diseases by Schools

Notifications should be made by telephone as soon as possible to:

ACT Department of Health and Community Care

Communicable Disease Control Section

Telephone: 6205 2155

The telephone advice should be followed up in writing by fax: 6205 0711

Disease being noticed: _________________________________________________________

School Name: ________________________________________________________________

Name of person making notification: _____________________________________________

Telephone number: ____________________________________________________________

Child’s name: _________________________________________________________________

Date of Birth: ______________________       Gender: ________________________________

Class: _________

Residential Address: __________________________________________________________

Immunisation Status (if known): ________________________________________________

Parent name: ________________________________________________________________

Parent/Carer’s contact telephone numbers: _______________________________________

Any other relevant information requested by the Public Health Officer to assist in the investigation and control of the disease: _________________________________________

____________________________________________________________________________
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Transmissible Notifiable Conditions:

(determined by the Minister for Health on 30 September 1999)

· Campylobacteriosis

· Chancroid

· Chlamydial infection​- Chlamydial infection (genital) - Chlamydial infection (not elsewhere specified)

· Cholera

· Cryptosporidiosis

· Diphtheria

· Donovanosis

· Food poisoning

· Giardiasis

· Gonococcal Infection

· Haemophilius influenzae type b infection

· Hepatitis‑
- Hepatitis A

- Hepatitis B

- Hepatitis C

- Hepatitis D (Delta)

- Hepatitis E

- Hepatitis (not elsewhere specified), if acquired through infection

· HIV infection‑
- Human Immunodeficiency Virus (HIV)

· Leprosy

· Lymphogranuloma Venereum

· Measles

· Meningococcal disease

· Mumps

• Pertussis (Whooping Cough)

· Plague

· Pneumococcal Infection

· Poliomyelitis

· Rubella

· Salmonellosis​- Salmonellosis - Typhoid

- Paratyphoid

· Shigellosis

· Syphilis

· Tuberculosis

· Viral Haemorrhagic Fevers

- Ebola fever

- Marburg fever

- Lassa fever

- Viral haemorrhagic fever (not otherwise specified)

· Yersiniosis

Under Regulation 21 of the Public Health Regulations 2000:

(1) A person who knows or suspects that he or she has a transmissible notifiable condition, or knows or suspects that he or she is a contact of such a person, must take reasonable precautions (appropriate to that conditions) against transmitting the condition.

(2) If a person responsible for another person knows or suspects that the other person has a transmissible condition, or knows or suspects that the other person is a contact of such as person, the responsible person must take reasonable precautions ( appropriate to the condition) to prevent the other person from transmitting the condition.

Reasonable precautions include: precautions taken on the advice of a doctor (including and authorised medical officer) or an authorised officer (authorised officer includes the Chief Health Officer, authorised medical officer/ public health officer).
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6.5.1	Aboriginal and Torres Strait Islander People





Australian Federal Police National Police Check, with spent conviction listed





Consider whether unspent or spent conviction is against property, against person or other





Other matter eg


Traffic, public nuisance





Against property eg


Break & Enter, vandalism





Against person eg


assault, GBH





Not acceptable, due to vulnerability of Tandem’s client group and limited supervision inherent in support work





Not acceptable, due to vulnerability of Tandem’s client group and limited supervision inherent in support work





If appropriate, invite person against whom unspent or spent conviction has presented, for discussion of context of conviction





Management to discuss and decide if unspent or spent conviction is acceptable, within consideration of potential risk to client group and other risk mitigation factors eg client vulnerability, worker supervision and monitoring





Decision made to employ or not. Discussion to determine any conditions attached to offer of employment





8.5.2.1	Dismissal for Performance or Misconduct





�





Tandem Respite Inc	112	PPM Original July 2009


Revised January 2012











When to call an ambulance – 000


- When the seizure activity lasts more than 5 minutes or a second seizure quickly follows. - If the person is not conscious within 5 minutes of the seizure stopping.


- The seizure occurs in water. - If the person is injured.


- If the person is pregnant or has diabetes.


- When you know, or believe it tobe, the person’s first seizure. - If in doubt.





1300 852 853


Epilepsy Australia
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