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Ezyas@Home Pty Ltd: Policy and Procedure Handbook

Section 1: Introduction

What is a Policy and Procedure Handbook

A Policy and Procedure Handbook is a written record of the agreed policies and Procedures of an organisation. [t must
be readily availableto all team members involved inthe management or work of anorganisationand should bekept in
aloose-leaffilesoitcan be amended to, as policies and Procedures arereviewed. The aimof maintaininga Policyand
Procedure Handbook is to ensure a consistentand high quality serviceis provided to clients and team members. This
Policy and Procedure Handbook contains policies and documents Ezyas @Home Pty Ltd (Ezyas@Home) requires to
effectively manage its business.

Client Service
clients should:

» Know aboutthe services available » Receive appropriateservices

> Receive fair,equitableandreasonable » Be assured of continuity of service
assessmentand treatment » Be aware of the complaints procedureand their

> Be aware of their responsibilities to the service rights to useiit

» Be informed of decisions made by the serviceand > Be confident of privacy and confidentiality

the reasons for making them

How to Use This Handbook
The policies and procedures in this Handbook have been separated into three sections.
Service Management
Staff Management
Service Delivery
Each sectionis divided into different policy topics. To achieve quality outcomes for our clients we need to develop good
practices inthe areas of service management, staff management and servicedelivery.

About Ezyas@Home

The owners have business, human resource management and community services backgrounds, combined with a
considerableflair forinnovative project management. Their proposal is to establish a new business providing
exceptional in-home services, which are tailored to match the client’s needs.

The emphasis will beon high quality services, and the reinvestment of profitin business growth and development.
Their aimis to providethe clienta servicethat promotes, privacy, respectand i ndependence on a non-discriminatory
basis.To provideclients with a range of options, takinginto accountthe client’s preferences. The servicewill be
responsiveandableto be modified to meet changingclientneeds over time.

Services Provided
We provide exceptional in-home services. We can match our services to meet the clients needs.

> To providea range of inhome services to achieve holistic health care,safelifestyleand independence for all
individualsofall ages.

» Promote independence givingthe clients more control and ability for determiningtheir own needs.

» We aimto provide anefficient, flexibleand responsive service within an affordablefee structure.

The focus of our services should be “a commitment to quality outcomes for our clients”. All of our team members are
committed to developing quality services. Team members are hardto get and difficultto keep. We have developed a
servicethat will help us to assess, train, motivate, recognise and promote the value,and recognisethe skills of our team
members.
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Section 2: Service Management

Service management policy and procedures cover the way in which a business is managed. The policy and supporting
documents includedinthis section should ensurethat the serviceis accountableand well managed andis providing
effective and efficientservices to clients.

Documents included:

» Service Purpose

» Legal Responsibilities

» Programme Planningand Evaluation
» Insurance

Privacy Policy

Financial Management

Use of Equipment and Vehicles
Occupational Health, Safety and Welfare

VV VYV

Service Purpose

Statement of Purpose
The purpose of Ezyas@Home Pty Ltd (Ezyas@Home) is to provide quality services, promote the quality of life, dignity,
andindependence of it’s Clients, as well as complementing other support and allied health services.

All our clients and staff will:

» Have their rights to confidentiality and privacy > Have their contribution valued and acknowledged
respected > Be provided with a safeand supportive
> Participateindecision makingthataffects their environment
lives » Shareanenvironment that respects cultural and
> Be treated with respect and dignity religious diversity

Target Group
All members of the community wishingto access our services.

Legal Responsibilities
Ensure that:
» Ezyas@Home Care has adequate insurance cover
> Staff employment agreements are complied with, that proper taxis deducted, and s afeworking conditions
provided
> The services operate within relevant Federal, State and Local Government laws and regulations

Policy and Planning
Ensure that:
» Ezyas@Home has clear goals
» Plans aredeveloped and evaluated on an annual basis
» High quality and effective services aredelivered to clients
» PolicyandProcedureare reviewed and kept up-to date and are put into practice

Financial

Ensure that:
» Ezyas@Home has anannual budget for the year, and that expenditure is within the budget
> Ezyas@Home has sufficientincome to meet the budget requirements
> Funds are properly accounted for and a financial auditis completed every year

Staff
> Ensure the recruitment of the appropriately skilled staff
> Providestaff with support, direction and supervision

Other Management Responsibilities
» To deal with serviceissues and problems as they ariseand to provide the necessary supportand assistance
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Ezyas@Home Structure
The structure of Ezyas@Home in the organisational chartbelow.
Insert chart:

Planning and Evaluation

Ezyas @Home has a commitment to ongoing planningand evaluation of the serviceto make sure that the needs of the
clients arebeing met effectively and efficiently.

Participation in Planning
The planningand evaluation of the serviceis the responsibility of the management.
They will ensurethat the processincludes:

Ongoing monitoring of the service Participation fromclients of Ezyas @Home
An annual presentation of data Participation fromstaff
Participation of other local relevant
agencies includingindigenous, ethnicand
Cultural organisations

The Planning and Evaluation Process
Ongoing Monitoring
Ongoing monitoring of the servicewill occur through the collection of appropriateclientstatistics using the following:

» Self Management Teams will compileongoingreports and reviews on a regular basis
» Usingthe Client Review Form, the teams and Team Support Group should keep a record of all requests for
services, new clients and clients who ceaseto access services.

Annual Presentation of Data
At the end of the financial year the management will collateall servicedata for the twelve-month period.
This report will includethe number of:

Requests for services;assessments and reviews Total number of clients; number on the waitinglist
New clients;clients ceasingtoaccess services Requests for assistancenotmet and reasons for refusal
Referrals to other agencies of service

Households and individuals serviced, hours and range Staff hours

of services provided

Inaddition, the Management will, oncea year obtain data from the Australian Bureau of Statistics.

Collate up-to-date relevant demographic data including Indigenous population

Age and sex of population Number of persons with disabilities
Rate of population change Mainillnesses and types of disability
Ethnic composition and languages spoken Income levels

Client Feedback
Client feedback will include:

A clientfeedback questionnaireis availableto clients atall times and reviewed regularly

Informal clientfeedback given verbally to staff, Clients areto be encouraged by all staff to provideinformal feedback on
Ezyas@Home services

Number of people refusingservices and the reason why

Number of clientcomplaints/disputes and outcomes

Feedback from Other Services
Participationinservices planning of other services and allied health services to survey and gain feedback.
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Ezyas@Home Planning
Teams and Team Support Group will meet throughout the yearin a formal and informal form to highlightissues facing
the business and to develop directions and strategies for the coming year.

Implementing the Plans

The Teams and Team Management Group are responsiblefor developingdetailed action plans.
The tasks to be completed

Who will complete them, and

When

Insurance

Insurance Policy
Ezyas @Home will comply with all legal requirements with respect to insurance.

Staff and Vehicles
The Management will ensurethat the vehicles of any staff arecovered through their own registration/insurance policy.

Insurance Register/file
The Register must show the policy number, the insurancecompany, what it covers, the premium, the date paid andthe
expiry of the cover.

Privacy Policy

The Federal Government has extended obligations under the privacy legislation to the privatesector this requires
Ezyas@Home to satisfy National Privacy Principals (NPPs). Ezyas @Home will adopt consistentcompliance practices and
procedures on the collection, handlingand useof personal information. Policyincluded below.

Financial Management

Principles of Financial Management

The following principles apply:

The Team Support Group in consultation with Directors should develop an annual budget.

The financial management of Ezyas @Home is the responsibility of the Team Support Group.
The budget for the current year is included below;

Monthly financial report collated and quarterly financial statements should be reviewed and services managed
accordingly;

The Team Support Group inaccordancewith the policies and procedures laid down by the Group should approveall
transactions carried out by staff members of Ezyas@Home.

Ezyas@Home Bank Accounts
Categories of Receipts and Payments
Quickbooks Accounting Package

Use of Equipment and Vehicles

Equipment
The following policy applies to all staff members who are required to use equipment in carryingout their duties:

» The occupational health and safety policy mustbe followed. This is described in the next section

> Ifthe staff member isinexperiencedinusinga piece of equipment, appropriatetraining mustbe provided
» Any hazards/faults mustbe reported immediately
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Register of Motor Vehicles
The Team Support Group is responsiblefor keeping the Register of Motor Vehicles intheir programme up-to-date. A
copy of the Register is included below.

Vehicle Policy
The following policy applies to the use of Ezyas @Home vehicles:

» Staff must have ancurrent relevant drivers licence before using a motor vehicle
» All Ezyas@Home vehicles areto be used solelyfor purposes necessary to the provision of Ezyas@Home services
» The primary user of the vehicle will ensurethat the vehicleis maintained to the appropriatestandard by:
- cleaningthe vehicleinsideand out on a regular basis(atleastoncea month)
- makingsure that the vehicle has petrol and oil and water atall times
- reporting when the vehicleis damaged, or when repairs arerequired
- makingsure that the required servicingand maintenanceis carried out
- emergency breakdown servicethrough the RACQ
» Emergency telephone numbers areto be displayedinall Ezyas@Homevehicles. These includethe hospital,
police,andlocal general practitioners
» Emergency Procedures and First Aid Kits should be inall vehicles and regularly maintained.

Motor Vehicle Accident Procedures

Staff Members who have a caraccidentwhiledrivingan Ezyas @Home vehicleshould follow the procedures outlined
below:

Stop atonce

As much as possible, ensurethat the vehicleis not posinga further traffic hazard

Offer assistancetoanyone who might be injured

Get the names and addresses of all witnesses to the accident

Report the accidentto the police

VVYVY

If another vehicle is involved make sure you obtain and keep a record of the following information:
» The owner's name, address and telephone number
» The driver's name, address and driving licence number or other identification
» The name of the owner's insurance company
» The make, type and registration number of the car

Identify yourself to the other driver, together with your name, address and registration number.
Ifthe policeattend, make sure you:

> Providethe policewith all relevantinformation aboutyourselfand the other driver

> Obtainandkeep arecord of the attending police officer's name, rank, number and station

As much as possibletryto recall and committo memory (or write down) the details of the accidentwhile they are still
fresh inyour mind.

Do not discusstheaccidentwith anyone other than the policeor Ezyas@Home insurancecompany representative.

If personal injury or serious property damage is involved:
» Phone the Team Support Group at once.
1. Judith Allen
2. Lynette Mclntyre
3. Wendy Wall
Complete an Accident Report Form andgive it to the Team Support Member as soon as possibleafter the accident.

Workers' Compensation

Under the terms of the Worker's Compensation Act 1987, Ezyas @Home staff members areinsured for anyinjury they
might sustaininthe performance of their duties and, if they are not at fault, while travelling to and from work.
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| Occupational Health, Safety and Welfare

Ezyas@Home is committed to providing a safe and positive working environment for its staff members
acknowledging that staff members well-being is a major factor in enabling them to perform their duties to the best
of their ability.

The Occupational Health and Safety Act, 1995
Consistent with the requirements of the Occupational Health and Safety Act, 1995, Ezyas@Home, as an employer, has
anobligation to provide safe working conditions and work practices.

These include:

» Provideor maintain equipment and systems of work that are safeand without risks to health

» Make arrangements for ensuringthe safe use, handling, storageandtransportof equipment and substances

» Providethe information, instruction, trainingand supervision necessary to ensure the health and s afety at work of
employees

» Maintain places of work under their control ina safecondition and provideand maintainsafeentrances and exits

» Make availableadequateinformation about research andrelevant tests of substances used atthe place of work

> Employers must not requireemployees to pay personallyfor anything done or provided to meet specific
requirements made under the Act or associated legislation

Under the legislation employees must take reasonablecare of the health and safety of others. Employees must co-
operate with employers intheir efforts to comply with occupational health and safety requirements. They must:

» Take reasonablecareto protect their own health and safety and the health and safety of others

» Co-operate with their employer inensuringthat the workplaceis safeand healthy and report to the employer any
situation atthe workplace that could constitute a hazard

» Followthe instruction andtraining provided by their employers, use the personal protective equipment provided
and not interfere with anythingset up inthe interests of health and safety

The legislation also recognises thatemployees have certainrights with regard to health and safety in their workplaces.
These includethe rightto:

> Beinformed, i.e. to know about potential hazards
> To berepresented on matters relatingto occupational health and safety

Health and Safety in Ezyas@Home
Inaccordancewith the requirements of the legislation,information and relevantorientation training will be provided to
all staff onthe causes and prevention of work related illnessesandinjuries.

Furniture and Equipment

Staff will be provided with relevant training prior to the use of any equipment. Ezyas@Home will purchasefurniture
and equipment, which minimises theriskofinjury or strain - particularly for staff working on keyboards. Itis the
responsibility of staff to ensure that they use equipment appropriately and follows the procedures recommended to
protect keyboard users from musclefatigue and repetitive straininjury. Staff should ensurethat they protect their eyes
from the lightemitted by the photocopier, and should take carewhen fillingthe machine with toner.

Visual Display Units and Eye Strain

Staff whose duties require them to use a visual display unitfor most of the time itis recommended to have aneye test
(at their own expense) prior to their appointment. Do not position screens directly towards windows or fluorescent
lights. Ideally, computer screens should be positioned at right angles to the windows and parallel to overhead
fluorescent lights with a maximum tilt of 52 upwards.
Stress
Ezyas @Home recognises that stress is an occupational hazard and aims to minimisestress for staff by:

» Makinggood staff working conditions a priority

» Clearlydefiningjob responsibilities and accountability structures
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> Establishingsupportsystems for all staff
» Ensuringwork plans and timelines arerealistic

Abusive Client Behaviour
Staff members arenot expected to tolerate abusiveor violentbehaviour from clients. If clients become extremely
difficult, they should be referred to a person's immediate supervisor for attention.

Smoking
Ezyas @Home recognises the dangers of passivesmokingand has made the officea smoke free environment. Staff
members are not permitted to smoke in vehicles, a client’s home or whilston Ezyas@Home business.

Hazards

Staff will be trained to identify any health or safety hazards in the workplaceand the client’s home, and should report,
inwriting, any hazards tothe Team Support Group as soon as possible. Pleasereport any 'near-miss'accidents as they
may identify potential hazards.

Accidents

An accidentreport form as provided by Workcover Authority must be completed by anystaff involvedinanaccident
(however minor)either atwork or on the way to or from work and given to their supervisor as soon as possible. A copy
of the Accident Report is included below.

Insert Accident Report Form

Communicable Disease

Staff should be trained inand observe basic hygieneand infection control measures in their work with clients in order
to avoid communicablediseases.Staff who suspect that someone intheir work place(office or client’'s home) has a
communicablediseaseshouldreportthis immediately to the Team Support Group who will advisethem of the
appropriateaction.

First Aid
Inlinewith the First Aid Regulation of the Occupational Health and Safety Act, 1995, the followingpolicyinrelationto
firstaid applies in Ezyas@Home:

> Itistheresponsibility of the staff members to make themselves familiar with the locations of firstaidkits in their
workplace;

» The Team Support Group is responsiblefor ensuringthat a Register of Injuries and Treatment is maintained up-to-
date.

The Register must include:

The industryin which the person was working

The name, age, address and occupation of the injured person

The operationin which the person was engaged at the time of injury

The date and time the injury occurred

A brief description of the type, causeand location of the injury and the treatment given
The name of the first-aid personinattendance

Any referral for further treatment ifrequired

The register must be kept as legislated.

VVVVYVVYYVYYVY

Employee Rehabilitation Program

Ezyas@Home Pty Ltd Our recognises that helpingworkers to stayat work or make anearlyand safereturn after an
injury minimises theimpactof injury onthem and their families. We expect that all injured workers will return to work
on suitableduties as soonas itis medicallysafeto do so. As partof our system of workplacerehabilitation weare
committed to:

e providinga safeandhealthy work environment
e encouragingthe earlyreporting of injuries
e makingsuitableduties availabletoinjured workers as soon as possibleafter aninjuryoccurs
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e consultingwithinjured workers to develop their suitable duties program
e respecting the confidentiality of our worker’s medical and rehabilitation information
e reviewing our workplacerehabilitation policy and procedures atleastevery three years

Other relevant documents;

Privacy Policy

Workplace Health and Safety - General Policy and Procedure
Work Injury/Incident Report

Employee Feedback Form

Guide to working safely in peoples home (Qld Gov) on web site.
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Section 3: Staff Team Support Group

Staff team support group policy and proceduress cover the ways in which staff arerecruited, employed, supported and
supervisedinanorganisation.

The documents included in this section would be used by the Team Support Group of Ezyas@Home and staffto ensure
that staff areemployed and managed ina way that meets Efficient and Effective Team Support Group. Included are
example of policy statements, agreements, forms and other documents relatingto all aspects of employing staff
including material on:

» Job Descriptions » Performance Appraisal
» Agreement of Employment » Staff Development, Educationand Training
» Staff Accountability » Staff Performance Dispute and Grievance
» Staff Code of Behaviour Procedure
» Recruitment of Staff » Exit Procedure
» Staff Supervision and Support

Staff Accountability

Itis importantfor the smooth running of Ezyas@Home that all staffareclear aboutwho they are responsibleto,and
that there is a set procedure for reporting.

Role of the Team Support Group
Responsibility for the day-to-day team members of Ezyas@Home is the Team Support Group.
This includes responsibility for:

» Planning, coordinatingand evaluating the standard of service delivery of the programmes that opera tes from
withinthe Ezyas@Home

» Manage the human, financialand physical resources and conductregular performance, planningand review
of both staff and the programmes

> Ensure the recruitment of quality staff members, provide supervision and ongoing professional development

> Develop and maintain networks of community services and other serviceproviders

» Adhere to the policies and procedures of the business and oversee the compliance by other staff members

» Facilitate continuous quality improvement processes to ensure a high standard of practiceandservice
delivery

» Planandevaluateany future developments or projects and investigateany funding possibilities (submission
writing)

> Develop, regularly monitor, and operate within, the Ezyas@Home budget.

Role of Other Team Members
All other staff members are required to fulfill the requirements of their job as specifiedinthe job description. All staff
members are employed by Ezyas@Home.

Staff Reporting Procedures
The team members are directly responsibleto the Team Support Group.

Other Staff
Team members should be involvedin regular (minimum fortnightly) group meetings andreporting and review of staff
activities, Team Support Group will reviewand evaluateina ongoing process.

Employee Information
A filewill bekept on each employee inthe files/database.
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It will includetheir signed Agreement of Employment, individual electronic files will be kept by managers for all staff.
These will includetheir job description, notes on their performance and any other relevant information. Employees are
entitled to see their fileat any suitabletime to be arranged.

A sample of the Employee Record is included below.
Copies of other documents can be found in the sections following.

Job Descriptions
All staff should have a job description, which specifies their roles and responsibilities
» Job descriptions should bereviewed and updated when a staff member leaves and/or every two years to
ensure that they areappropriate. (Updated copies of job descriptions mustbe included in this Handbook)
» Each staff person should be given a copy of their job description prior to their commencing employment and
whenever their job descriptionis changed

Conditions of Employment
The conditions of employment for Ezyas @Home staffare specified in the Ezyas @Home Agreement of Employment.
This agreement is based on the relevant awards. The following points apply to the Agreement:

» All staffshould have an Agreement of Employment, whichis to be signed by the staff personand the
Management prior to their commencing work (See also, Recruitment of Staff)

> Ezyas@Home policies on staff conditions of employment are specified inthe Agreement of Employment

> Each staff personshall begiven a copy of his or her signed 'Agreement of Employment' prior to commencing
employment

Probationary Period:

The initial term of employment for a new worker should be three (3) months (permanent employees). Ifthe Manager is
not happy with the person's performance duringthe probationary period, their employment can be terminated on the
daythe agreement expires by givingatleast14 days notice inwritingand after the appropriate procedures have been
followed (see Staff Supervision & Support). Alternatively counsellingand retraining could beimplemented and
probation extended to six months.

Subsequent terms of employment are on a full-time, permanent part-time casual or a specified contractand should be
negotiated in consultation with the Team Support Group and the employee.

Review of Job Descriptions:

Job descriptions should bereviewed whenever the Agreement of Employment is due to expire. If the job description
needs to be changed the Agreement of Employment should be terminated by giving not less than 14 days noticein
writingto the employee that their employment will cease onthe expiry of the current term of their employment.

A new Agreement of Employment shouldthen be signedinrelationto the revised job description. The employee must
agree to changes to the job description withina current term of employment.

A copy of the current Agreement of Employment isincluded below.
NOTE: BEFORE A CONTRACT OF EMPLOYMENT IS SIGNED BY AN EMPLOYEE, THE MANAGEMENT MUST CHECK IT
AGAINST THE RELEVANT AWARD OR SEEK LEGAL ADVICE TO ENSURE THAT IT COMPLIES WITH THAT AWARD.

Code of Conduct for Employees

The staff code of behaviouris a set of rules outlining standards of acceptablebehaviour at work. It makes itclear to all
people what is expected, and reduces confusion and possible conflict. Acopy of the code of behaviour should be made
availableto staff on recruitment. Failureto abide by the Staff Code of Conduct may lead to dismissal from Ezyas @Home.

Code of Dress
Employees should wear clothes appropriateto the type of work and not offensive to the clients and/or other staff, or
uniformif designated.
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Recruitment of Staff; Recruitment Policy
> All staff members arerecruited accordingto Ezyas@Home Equal Employment Opportunity
> All permanent vacancies will beadvertised internally/externally
» The Team Support Group are responsiblefor the recruitment of Ezyas @Home staff

Equal Employment Opportunity and Affirmative Action Policy

Equal Employment Opportunity
Ezyas@Home aims to choosethe best person for the job regardless of:

> Race, colourandnational origin » Parental status (including pregnancy, when safety
» Physical, intellectual or psychological impairment isnotanissue)

including HIVand AIDS > Religious or political beliefs, activities or practices
» Gender » Sexual orientation

» Marital status (including defacto)

Ezyas @Home will establish and monitor all employment policies, practices and procedures to ensure that equal
opportunity principles arefollowed in all areas of staff team supportgroup including:

Advertising for positions > Staff trainingand development
Job descriptions and selection criteria > Transfer,promotion and higher duties
Interview questions and processes » Disciplineanddismissals

Selection panel compositionand practices
Appointment procedures

VVV VY

To find the best applicants for the position, Ezyas @Home will focus on the requirements of the job rather than
questions or assumptions aboutthe applicant's circumstances or background. Ezyas @Home will provideinformation
andtrainingto all staffand team support group involved in the staff advertising, selection and appointment process.

Affirmative Action

Many clients (internal and external) of this service have one or more disabilities. Ezyas @Home has therefore adopted
anaffirmativeaction policy to promote equal employment opportunity for people with disabilities; this complements
the existing equal employment opportunity policy. Applicants for positions will notneed to meet all of the essential
skills and experiencerequirements for appropriate positions (when safety is not anissue). Appropriatetrainingwill be
provided for staff with disability where necessaryto ensure they have the skills required for their position.

Recruitment Process for Staff

The application is to include a brief employment history or curriculum vitae, police checks, documentary evidence of
any required qualifications, contact details of two referees, and responses to the key selection criteria outlined for that
particularposition description.

1. Clarifythe need for, androle of, the worker 5. Shortlistapplicantsonthe basisof their
and develop or review the Job Description relevant skills and experience

2. Decide who will beinvolvedinthe short-listing Interview
andinterviewing Select the most suitableapplicant

3. Advertise the position Advise the successful applicantin writing

4. Send applicants a copy of the job description . Signan Agreement of Employment
andselectioncriteria 10. Write letters to unsuccessful applicants

11. Orientate the new worker

©®~No

Advertising Positions

Positions should beadvertised internally,onlineandinthe local newspapers inthe appropriateareas. A copy of the
most recent advertisement for all positions mustbe kept in this Handbook at the end of this section. This will makethe
compilation of future advertisements much easier.
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Shortlisting

The interview panel should carry out shortlisting of all applicants.

The panel should decide on the basis of the job description and selection criteria, whatskillsand experiences are
essential in order to do the job,and which skillsand experiences are desirable.

Applicants who, on the basis of their written application, appear to have the essential skillsand experiences should be
shortlisted for aninterview. (Inlinewith the affirmativeaction policy, People with a disability who have most of the
essential skillsand experience may be shortlisted if the selection panel consi ders thatthe other skills/experiences can
be developed through trainingand on-the-job support).

The Shortlisting and Interview Panel
For the employment of the shortlistingand interview panel will comprise of:

» Member of Team Support Group
> Another agency ifappropriate

For the employment of other staff, the shortlistingand interview panel will comprise of:

» A member of Team Support Group
» One other member of staff ifappropriate

Interviewing

The selection panel should draw up a listofinterview questions relatingto the selection criteria prior to the interviews.
All applicants should beasked the same questions. The questions will aimto explore the applicant’s relevantskillsand
experience to perform the duties.

Procedure When a New Staff Person Joins
When a new staff person is appointed to Ezyas @Home the following procedureapplies:
> An Agreement of Employment specifyingalltheterms and conditions of employment is signed by the staff person
andthe Manager and a copy given to the staff person
Ensure the person has a copy of theirjob description
The appropriate documentation has been obtained, completed andreturned to the Manager (wages cannot be
processed until all paperwork s returned including super)
The employee is given time to read the staff information kit,and the opportunity to askany questions
When practicable,a handoveris arranged with the previous occupantof the position
Contents of this Policyand Procedure Handbook relevant to the person's position areexplained to them
WorkplaceOrientation

Y VYV

YV V VYV

Staff Orientation Kit
A staff Information kitwill be maintained by the Team Support Group and given to all new staff members on
recruitment. The orientation kit will include:

Code of behaviour
National Code of Conduct Health Workers

» Business name, address, phone numbers, and
email

>

>
» Agency philosophyand objectives » Occupational health and safety information
» Team Support Group model » Other useful informationrelevantto the role
» Organisation chart » Dates to remember
> Staff roles, rights and responsibilities > Clientrights
> Payday and method of payment > Information on the function of and location of
> Agreement of Employment the Policy and Procedure Handbook

Staff Supervision and Support

Supervisionand supportareimportant to ensure that staff members are supported intheir work and that their work is
carried out effectively. Additionally, supervision sessions providean opportunity to follow through on staff development
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issues noted in staff performance appraisals. All staff will be provided with regular supervision, mentoring will be
provided for initial shift, more if needed . This will includean annual performanceappraisal.

Staff should contacttheir Team Support Group ifissues arisethatneed to be dealt with urgently.
The Team Support Group are responsiblefor providing supportto all other staff.

Supervision sessions will cover the following points:

> Review of performance sincelastsession » Feedback on performance includingidentification
» Major activities planned before next session of strengths and weaknesses

» Organisationissues > Providestatement of strategies for improvement
> ldentification of strategies for staff development

especiallyinaddressing staff weaknesses

Performance Appraisal

Ezyas@Home is committed to supporting staffto improve their own efficiency and effectiveness. Staff are
expected to perform their duties to the best of their ability and to show a high level of personal commitment
to providinga quality, professional serviceatall times. The Team Support Group will conduct performance
appraisalsannually for all paid staff, linked with any salary increments. Performance appraisalsarebased on
job descriptions and agreed work plans.

The aims of the staff performance appraisalare:

To allowfree and confidential discussionsabout work between employee and Team Support Group
To discusstheemployee's job performance, in comparison with set standards

To discussanywork problems and search for a solution

To discuss means of improving work performance includingidentification of trainingand development
needs

YV V VYV

The Performance Appraisal Process
The person conductingthe performance appraisalshould:

» Review the job requirements sothey arefully aware of them
» Review the goals and objectives or job expectations previously agreed to with the employee (These may
have been agreed to inthe lastperformanceappraisal)
» Informandarrangea sessiontime
» Review the employee's history:
- skills
- training
- experience
- pastperformance appraisals;

» Usingthe Performance Appraisal Form, assess theemployee's job performance againstthe expectations
of the positionusingallsources ofinformation availableto you. Rate each area or duty from
unacceptableto outstanding

> Note performanceissues, which need to be discussed with the employee. Includestrengths, weaknesses
and opportunities for development. Provide specific examples, especially where performance is poorly
rated

» Meet with the employee. Be open and honest. Try to be positiveeven when dealing with negative
issues.Keep in mind that this is a positive meeting for the benefit of the employee and yourself

» Write up the performance appraisal

> Includeall issues covered, actions to be taken, time lines and employee comments and provide a copy to
the employee
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| Staff Development, Education and Training

All Ezyas @Home staff will receivetrainingappropriateto their position. By providing opportunities for staff
development and encouragingstaffto expand their knowledge and skills, Ezyas @Home believes that the
improved abilities of its staff will bereflected in continuingimprovements to services. Staff development,
educationand trainingaretied into the performance appraisal and staff supervision process.

Basic Training Requirements
The training needs of staff should be discussed with the Team Support Group on recruitment, atthe annual
staff performance appraisaland atsupervision sessions.

The Team Support Group is responsiblefor ensuringthat the basic training needs of staff are met. This may be
through:

» The provision ofa staff orientation kitand/or procedures Handbook
> Referral to anexternal trainingcourse
> The provision of'in-house' training sessions or on the job training

Basic training for staff will ensurethat:

» All new staff has induction trainingthrough an orientation session. This will cover the Staff orientation
kit and the content and use of this Policy and Procedure Handbook

» Staff receive trainingon occupational health and safetyissues andin the use of equipment

» Staff receive trainingregardingthe legal responsibilities associated with their work

» Staff receive trainingrelated to the needs of the clientgroup

Staff Development Opportunities
Ezyas@Home will supportits staffin staff development, education and trainingactivities, which arerelevant
to, and will benefit the organisation. Support mayinclude:

> Flexibility of working hours to participateinanaccredited course of study part-time or externallyata
recognised educational institution

Staff should report back to the Team Support Group about any trainingactivities, which they have attended
and the valueof the activity to their work. Any staff wishingto participate in staff development opportunities
should discussthesewith their immediate supervisor atleast(14)days prior to the activity. This will allow for
the rostering of a person’s work.

Staff Performance Dispute and Grievance Procedure

Staff Performance Dispute

The staff performance dispute procedure is the procedure for dealing with issues of poor performance by a
staff member. The procedure provides staff with an opportunity to improve their performance through
trainingandtrial periods.

The following is the procedure for dealing with a staff performance dispute not involving misconduct, which
would result in instant dismissal.
(Permanent Staff Members)

Step 1: Initial Counselling Session

The employee will betold as soonas possibleof any complaintconcerningthe performance of his/her work
and will be provided with an opportunity to discussthe complaint. Awitness for the organisation will be
present and the employee undergoing counsellingmay havea witness if they wish.
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If appropriate, the Team Support Group Manager and employee, outline how the employee mustimprove
his/her performance. Any assistanceneeded by the employee to improve his/her performance will be
identified and provided where possible. A date to review the employee's performance will beset ifrequired.

Step 2: First Written Warning

Ifat the time of review setin Step 1, the employee's performanceis still unsatisfactory, there will be further
discussion with the employee. This will includethe employee, a representative of their choiceand the
Manager. The complaintagainstthe employee and plans forimprovement will berecorded inwritinganda
copy given to the employee clearlystatingthata lack of improvement by a given time will resultin a final
written warning.

Step 3: Final Written Warning

Ifat the date setin Step 2, the employee's performance has notimproved, there will be further discussion
with the employee. This will includetheemployee, a representative of their choiceand the Manager. The
complaintagainstthe employee and plans forimprovement will berecorded in writingand a copy given to the
employee clearlystatingthata lack ofimprovement by a given time will resultin termination of employment.

Step 4: Termination of Employment

Ifthe problem still persists after the final written warning, the employer may terminate the employment of
the employee. The Manager is the employer and has the authority to dismiss staff. Detailed notes of these
meetings will berecorded on the Staff Performance Interview Note Sheet.

A copy is included below.

Staff Grievance Procedure
The staff grievance procedure specifies the procedures staff can followif they have a grievanceabout their
employment conditions, their Coordinator or the team support group of Ezyas@Home.

Step 1
The employee may approach the Team Support Group for discussionand adviceon the issue. The discussionis

confidential.

Step 2
Ifthe problemis notresolved in Step 1 the employee may put the issueinwritingto the Team Support Group

andrequest that the issueberaised as soonas possible (not more than five working days (5)).

The Team Support Group will makea decision onthe issueor mediation and advisethe employee within
seven (7)days this decisionis final.

Appeal

The Team Support Group will ensurethat their decisions areinlinewith the relevant Acts of Parliament,
which govern the employment of staff. Ifan employee feels that they have been unfairly treated, they may
consultwith the relevant Union or the Fair Work Commission.

Ifan employee feels that they have been unfairly discriminated againston the grounds of sex, race, etc. they
may refer the issueto the Equal Opportunity Tribunal. Staff should be made aware of their rights to consult
with the Fair Work Commission.

Misconduct

Misconductincludes very serious breaches of the organisations rules, which warrantthe instantdismissal of
anemployee.
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Examples of misconductinclude:

VVYVYV

v
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Theft of property or funds from Ezyas@Home or clients of Ezyas @Home

Willful damage of service property

Intoxication through alcohol/other substances during working hours

Verbal or physicalharassmentof any other employee or clients particularlyinrespectof race, sex or
religion

The disclosure of confidential information regarding the organisation to any other party without prior
permission

Misuse of ezyas @Home funds

The disclosureof information concerningthe clients of the organisation other than the information that
is necessarytoassistclients andto ensure their safety

Falsification ofany organisation's records for personal gain or on behalf of any other employee
Failureto comply with the Staff Code of Behaviour

Direct breach of State or Federal legislation

Employee Exit Procedure

When anemployee leaves Ezyas @Home, the followingprocedure applies:

>

Arrange an exit interview or termination interview. The exitinterview is conducted by a member of the
Team Support Group and provides useful feedback about Ezyas @Home for use in planningand
evaluation.

A copy of the Exit Interview Record is included below:

Y V V

» Notify the Financial Team Support Group of the termination of employment
» Preparethe employee's termination payment
- calculateordinary wages due or wages inlieu of notice
- calculateannual leavedue to the date of termination. This is paid atthe employee's
current rate of pay
- calculateleaveloadinginaccordancewith the employment contract
- checkifthe employee is entitled to pro-rata longserviceleave
- checkifany allowances areowing (e.g. travel, meals)
- check ifthe employee owes Ezyas @Home any monies
- prepareawritten statement showingthe detailed calculation of all monies to be paidto
the employee

Make surethere is a letter of resignation fromthe employee ifthey resigned, or a letter of termination
from the Management if they were dismissed. (Copies of these letters should be kept on filewith copies
of employee contracts etc)

Ifrequested, prepare a written statement of employment detailingthe period of employment andtype
of work performed

Ifappropriate, prepare a reference

Complete a Centrelink Employment Separation Certificateand give it to the employee

Make surethat property belongingto Ezyas@Home is returned, including keys, badges, identification
cards, files and equipment

Related Documents
Contract of Employment

Letter of Engagement

Staff Info Pack
Clinical Handbook
Medication Competency Assessment

Management of Medications Guidelines (on the web site)
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Section 4: Service Delivery

Service delivery policy and practices cover the way in which services aredelivered by a business. Policy
statements and guidelines for servicedelivery practiceensurethat servicestaff takes a consistentapproach
andthat the minimum standards for servicedelivery aremet. Clients should be made clearly aware of what to
expect from the serviceinrelation to assessment, reviews, development of service plans, fees and soon.
Service clients arethen more likelytoreceive a servicethat meets their needs ina responsiveand effective
way and which recognises their rights (and responsibilities) as clients.

Management and staff are expected to embrace and continually reinforce mutual respect and valuing of client
contributions, both through more formal roles and through daily informal contact and feedback. Through
really listening to clients’ expressed needs, concerns and fears, we can utilise this information to identify
issues and plan improvements to ensure our services are flexible and responsive to individual needs and
preferences.

When there is mutual trust and respectin a relationship, there is an increased willingness to participate. When
action is taken on their feedback, clients are further motivated to participate, as they understand their opinions
and expressed concerns will influence our on going service planning and development. We therefore view the
creation of trusting interpersonal rel ationships as the cornerstone of our service delivery model.

Included in this section areexample policy statements, forms and other documents relatingto all aspects of
servicedelivery.

Materials include:

ClientInformation

Access to Services
ClientIntake

Assessment and Review
Development of CarePlans
Case Management

Privacy and Confidentiality

Rights and Responsibilities of Clients
Clients Complaints

Client Advocates

Fees

VVVYVYYVYVY
YVVVY VY

Principles for Service Delivery
Ezyas @Home will endeavour to provideits services inaccordancewith the following principles:

Clients arethe focus of Ezyas@Home. The business exists solely to meet the needs of clients
Each clientis anindividualand has different needs determined by their age, gender, cultural
background and lifecircumstances

Clients have a right to make choices in their lives

Clients have a right to dignity, respect, privacy and confidentiality

Clients have a right to access services on a non-discriminatory basis

The community has arightto expect Ezyas@Home to be an accountableservice provider

Y V

Y VYV

Indeliveringservices to clients of Ezyas @Home the following principles should be followed:

Independence, Autonomy and Inclusion

All staff are to work in partnership with each of their clients to support, foster and encourage client
independence, autonomy, and community inclusion. Each person’s human rightis to be treated with dignity
and respect, to be valued as an individual, and to participate in the life of the community to the level and
extent they chooseis to be acknowledged.

All care staff have a responsibility to their clients to enable them to exercise their rights as a valued citizen.
Individual assessments will identify potential barriers to independence and inclusion arising from disabling
physical conditions, mobility or transport challenges, social isolation or capacity to manage financial affairs.
Planned care interventions are to foster and encourage the development of informal social support networks;
facilitate access to aids and equipment (e.g. mobility, continence, transport); provide relevant and timely
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information to allow informed decision making and choice; and support skills development to enable active
participation as valued members of society.

Staff have a responsibility to promote a positive image of older people and people with disabilities as valued
community citizens, and to promote the enrichment of society through multiculturalism and reconciliation,
consistent with our organisational values. We acknowledge and value eachindividual’s right to full participation
in the life of the community, and their right to equal access to services without discrimination based on gender,
race, ethnicity, disability, age or cultural or religious beliefs.

In supporting clients’ choices, clients are to be made aware that the law does not require our staff to take any
action that would place them in danger in order to minimise the risk of harm to somebody else. Where a
client’s expressed choice may place the client and/or Ezyas @Home Pty Ltd or others atrisk and limitations are
applied, the least restrictive alternative is to be adopted. For activities with an associated risk, the agreed
strategies for management of the risk will bedocumented inthe ClientCare Plan.

Provide Options

Staff should always presentthe clientwith a range of options, and take accountof the client’s preferences.
Services should be tailored to suitthe clientand meet their needs as well as beingresponsiveand ableto be
modified to meet changingclientneeds over time.

Options may includea choiceof:
» An Ezyas@Home, commercial or other » Service provider/carer
community service » Outings and/or activities
» Day and/or time of service(considering
availability and brokerage with other services)

However, in presenting options itis importantthat clients do not feel under pressureto make a decision.
Remember that sometimes the choice may be whether someone wants to participateor not.

Encourage Feedback

Obtaining feedback from clients (internal & external)is importantinensuringthat on anindividuallevel,
services arecontinuingto meet clientneeds which may change over time, Client's comments should be
passedon to the Team Support Group.

Opportunities provided for informal feedbackinclude:

» Staff members of Ezyas@Home talkingindividually with clients inthe day to day delivery of services

» Staff members of Ezyas@Home accompanying/coordinatingclients on transportservices or atthe local
level of servicedelivery

> Discussing Ezyas@Homeservices and future plans informally with clients on outings and at social
gatherings

> Encouragingclients and their carers to talk on a one-to-one basisabouttheir needs andthe services
provided

Feedback concerningdifficulties with the service, ways to improve the serviceor positive feedback on specific
aspects of the serviceshould be briefly recorded in writingand reported to the Team Support Group as soon
as possible.

Promotion of Services
To ensure that Ezyas@Home services areaccessed by all sections of the community, itis important that the
serviceis strongly promoted.

Ezyas@Home Brochures
The Team Support Group are responsiblefor developing and maintainingthe Ezyas @Home Brochures that
present summaryinformation about the services andinformation on how to access them. The brochures
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should be distributed to major business centres in the region including government and non-government
services and agencies providingservices for the community, information centres, and public places suchas
shopping centres, libraries, ethnic radio and chemists. The Team Support Group are responsiblefor
maintaininga listof relevant organisations and for ensuring they have adequate supplies of promotional
material.

Copies of the Ezyas@Home brochures are included below.

Client’s Information
Ezyas @Home believes that people have a rightto make choices in their own lives. The provision of
appropriateand timelyinformation will help them in this.

Client’s (internal & external) Information Pack

The Team Support Group are responsiblefor producingand maintaininga ClientInformation Packand making
sure that all clients aregiven a copy at their initial contact with Ezyas @Home or at theirinitial assessment.
Additionally, thecontents of the Information Packs should be explained verbally to the clients who are
interviewed or at their initial assessmentand all subsequentreviews. The Information Packs will include
details of how services are provided, the fees, the complaints procedureand the use of advocates.

The Telephone Interpreter Service (TIS) should be used with clients, who do not speak English, to ensure that
they understand all theinformation containedinthe Client's Info Packand in particular,information about
clientadvocates. TIS National's immediate phone interpreting serviceis available 24 hours a day, every day of
the year by calling131450.The serviceis availableto any individual or organisationin Australia, enabling non -
English speakers to independently access services and information over the phone.

Copies of the current Client's Information Packis included below.

Access to Services

Ezyas @Home will make every effort to ensure that services areavailabletoall inthe community without
discrimination. People cannot be excluded from access to the serviceon the grounds of their gender, marital
status, religious or cultural beliefs, political affiliation, particulardisability, ethnic background, age, sexual
preference, (ifitis withinthe scope of the service). Strategies for achievingthisinclude:

Promotion of Services

Services provided by Ezyas @Home will be promoted in a manner that ensures equity of access. Material will
be distributed through all major businesses, health and welfare agencies and information centres in the
regions.

Planning and Evaluation

Ezyas @Home Team Support Group will monitor who is accessingtheservices,and the changingneeds of the
target population to ensure that the services provided arerelevant and arenot discriminatingagainstany
particulargroup.

This planningand evaluation process isidentified in detail in the Section on Planningand Evaluation
1: Service Management.
Prioritising Requests for Assistance

The financial resources of Ezyas @Home may not be sufficientto meet the needs of all those people who
request assistance.Inthese circumstances, thefollowingfactors will beused to determine relative need:

Clients
» The clientis physically unsafe > The clientneeds complementary support to
» The familysupportstructureis atrisk of breaking medical or nursing help
down
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» The clientlives alone, or with a carer who is also » The clienthas limited or non-existent social
frail aged or has a disability contacts

» The clientexperiences difficulty with a range of » The clientis socially or geographicallyisolated
the tasks of daily living

Other Factors
Other factors, which will also betaken into consideration, include:

» The difference the servicewill maketo the person’s circumstances

Coordination of Services

Coordination with Other Agencies

Ezyas @Home will keep in contact with other relevant services through the attendance of the Team Support
Group at monthly forums, aged and disabilities inter-agency meetings. The Team Support Group should make
sure that staffin other agencies understands the services availableto the clientgroup through Ezyas@Home
sothat they can promote Ezyas@Home amongst their own clients and refer any people who may request
services thatcannot be met.

Attendance by Ezyas@Home should be discussed with and should fulfill the followi ng purposes
to coordinateservices provided by the agencies:

> to coordinateservices provided to a clientby more than one agency

» to discusscommonissues and needs includingtraining

Coordination of services to anindividual clientis discussed in Service Management below.

ClientIntake

Ezyas @Home places a highimportanceon the quality of the clientintake process to make sure that the needs
of clients aredeveloped into a cooperative careplan, understood and met inan appropriateandacceptable
manner that protects the client's privacy and rightto self determination.

Once a personis approved as eligiblefor a home carepackage, they will need to find a providerin their local
area.Their ACAT representative can help them do this. Ifa person wants to find their own provider, they can
contact My Aged Care on 1800200422 or use the Service Finder on the My Aged Carewebsite, which
provides an overview of providers inthe local area and their website details sothe personcan get a better
understanding about what they offer. The consumer canalso get their provider’s contactdetails so that they
canarrangea time to visit.

Eligibleclients assessed as needinga service by the My Aged care screening process will bereferred to a
serviceprovider or clients who are fee payingwill approach theservices directly. Team Support will contact
the person requesting the serviceto arrangean intake consultation and discuss optionsand develop a plan for
service. Where possibleand with the client’s permission,assessmentinformation obtained by other agencies
should be used and assessments completed by other agencies respected, reviewed and implemented.

For all home care packages,itis alegal requirement that a Home Care Agreement must be offered to the
consumer before the packagecommences. A subsidyis notpayabletoa provider until the consumer has been
offered and accepted a package by a home careprovider and the Home Care Agreement is entered into.

Decision
Followingthe initial assessment, Team Support should informthe person requesting the servicewithin three
days of his/her ability to provide the service.

The decision will be:
> An inability to provide the service > Provisionofservice
> Referral to another agency
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> Development of acareplaninconsultation with > Placingtherequest on a waitinglis
other agencies
If services areoffered to a clienton a temporary basis theclient must be made absolutely clear as to the duration of
service.

If Service is refused:
» The person requesting serviceshould be advised immediately giving reasons why the servicewill notbe provided
» Information should be provided on other availableservices andif appropriatea referral should bearranged
» The person should be made aware of the complaints policy and procedure

If the Client is placed on a Waiting List:
> The person should be advised thatthey areon a waitlistforaservice,and given anidea of the approximate
waitingtime
> Informationshould be provided on alternativeservices availableinthecommunity, and a referral should be made
ifappropriate
» The clientshould be aware of complaints policy and procedure

Clients With Special Needs

Non-English Speaking Clients

In cases where the clientdoes not speak Englishaninterpreter serviceshould be used to ensure that the client
understands the assessmentand review process, the services being offered and the general information providedin the
Client's Information Pack. The need for aninterpreter serviceshould be clearly identified atthe front of the client's file.

Indigenous Clients

Ezyas @Home will endeavour to provideIndigenous clients with culturally appropriateservices. Staff should ensurethat
the information regardingthe assessment, review, careplanandservices areavailablein culturally appropriate formats
andare clearly explained and understood by the client.

Clients Who Cannot Read or Write

In cases where aclientcannot read or write, staff should ensure that the informationin the Client's Information Pack,
andinformationregardingthe assessment, review, careplanandservices areclearly explained and understood by the
client.

Clients with Dementia and Other Special Needs Groups
Staff will be recruited with or receive trainingwhen appropriatein how to deal with people with dementia or specific
disabilities and every effort made to ensure that services aredelivered inan appropriateand sensitive way.

For people with severe dementia or severe intellectual, psychiatric or braininjury disabilities, the focus will be more on
ensuringthat the carers or advocates are fully aware of the contents of the Client's Information Packand that they are
aware of the information regardingassessment, review, care plans and services. However, to whatever extent possible
the clientshould be given the same information and their questions answered.

Records
Records should be kept to monitor all requests for services, the outcome of the request and ifserviceis refused, the
reason for refusal.

(See Service Data in Section 1: Service Management)

Information about the assessment/review

The clientshould be made awarethat they have been referred to Ezyas@Home and are being assessed/reviewed to
determine their need for services.They should be aware of the criteria used and should be informed of the outcome of
the assessment/ongoingreview. If services are provided on temporary basis clients should be made aware of the
duration of service.
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An up-to-date copy of the assessment, anyreviews, and the careplanshould be kept at the client’s home. The client
will be provided with a copy of the Client’s Information Pack at the time of assessmentwith the content being verbally
explained atthe assessmentand any subsequent review.

Coordination with other services

The clientshould agree to anyreferrals to/from another service before they are made. The client’s consent should be
obtained before anyinformation about them being given to another agency, or requested by another agency. When a
referral is made a Referral to Another Agency Form should be completed and filed on the client’s fileand a copy
forwarded to the referral agency. Referrals should befollowed up, and the outcome noted on the assessmentform or
careplan.Confidentiality should be maintained atall times.

Other options

Alternative options should be discussed with all clients and especially when Ezyas @Home is unableto provide a service,
or ifthe clientrefuses the service. Alternative services and fee for serviceoptions should beidentified, and relevant
information provided. The clienthas the right to refuse a service. Refusal will notprejudicetheir future access to
services.

Individual needs and preferences
The individual needs of the clientaretaken intoaccountincludingtheir physical, cultural, social, economic, nutritional
needs andthe needs of their primary caregiver.

Complaints
The complaints policy and procedures should be explained atthe initial assessment.

Advocacy
Clients should be awarethat they might aska relative, friend or other personto advocateon their behalf.

Client Directed Care Plans

All clients are to be assisted to identify the range of supports they need to enable them to move towards greater
independence, self reliance and community inclusion. In discussing how their fundamental care and social support
needs may best be met to improve their quality of life, clients are to be encouraged to articulate the specific outcomes
they wishto achievefrom the serviceintervention.

In developing the individual Client Care Plan with the client, the Assessing/Manager is responsible for ensuring tha t the
plan is designed around achieving desired outcomes, and offers safe, effective, responsive and flexible solutions. A
step-by-step approach to care and support activities is to be adopted, with agreed short- and long-term goals and
milestones to measure progressive levels of success in goal attainment. Each client will be encouraged to participate as
fully as possible in decisions regarding their care planning, and to assume responsibility for the outcomes of their
decisions.

The frequency of review of the ClientCare Plan will bedetermined based on the individual’slevel of need and intensity
of supports given, and will bedocumented on the plan.Our purposeis to supportgoal attainment for eachclientin
order to achieve positiveindividual outcomes which are measurable. Celebration of achievement is an essential
ingredient of our servicedelivery model

Ezyas@Home will develop a careplan forall clients (external) for whom itis appropriate. The care plan will identify the
service/s to be provided, the frequency of service provision and name of the service provider, together with any special
requirements. If services areto be provided on a temporary basis then this should be clearly stated and included in the
careplan.

The careplanalsoidentifies other agencies involved in providingservices to the clientand the agency responsiblefor
casemanagement ifappropriate. The Team Support indiscussion will develop the care plan with the clientfollowing

assessmentand agreement to providea service.

In developing the care plan, Ezyas@Home will ensurethat:



» Clients areinvolved in decision making aboutthe plan design, review and implementation
» Individual needs and preferences aretaken into account. These may include:
- physical needs
- emotional needs
- cultural andreligious needs
- socio-economic needs
» The clientis awareof and ableto choose from the range of relevant services or service providers availablein the
community; If services arerequired every day, arrangements for public holidays and weekends should be written
into the careplan. The client should agree to the care plan by signing it

Coordination with Other Services

If more than one agency is involvedin providingservices, or referral to additional servicesis indicated in the
assessment, a draft careplanshould be developed by all agencies involved and a casemanager should be decided by all
agencies. (See Case Management, below.) Where other agencies areinvolved and Ezyas @Home is the casemanager, a
copy of the careplanwill beforwarded to all agencies by Ezyas @Home.

Client Reviews

Reviews

The coordinators shouldinitiateregular ongoingreviews of the care planthese should be as required. The clientshould
be involvedinanyreview of the careplanandagree to any changes inservice. A new care planshould becompleted
and fully explained to the clientafter a review.

Complaints

The clientshould be made awarethat they couldlodge a complaintshould they have any concerns regardingtheir
assessment, careplanor review. This should be emphasised to them at the time of review when the informationinthe
Client's Information Packis being explained. Ifa clientis not happy with their servicethe Team Support, where possible,
should arrangefor an alternative staff member to provide services.

Coordination With Other Services

If other agencies are involvedin providingservices, they should all beinvolvedin the review of clientservices. If
appropriate,ajointreview could occur (if one or two other agencies) or alternatively, a casediscussion following the
review. Remember! The clientmust be advised of the proposed discussion and their permission obtained before any
informationis shared.

"Case Management"

Itis importantto know all of the agencies providingservices to each client, and to identify one agency as the principal
serviceprovider or "casemanager". This agency will normally bethe one providingthe mostintensivelevel of support,
however, the client’s preferences must also beconsidered. The agency that has the roleof principal service provider
will takeresponsibility for coordinatingallservices to the client,including developing and monitoringcareplans.

Many clients do not requirean intensive level of support, and may be receiving straightforward services froma small
number of agencies.In this casethe clientmay be the "case manager" responsiblefor the coordination of services to
themselves. Nonetheless, one agency shouldstillbeidentified as the principalservice provider and should be
responsiblefor monitoringand reviewing the client. The principal service provider roleshould bereviewed at the time
careplans arereviewed.

Remember! "Casemanagement,” describes anapproachto servicedelivery, which emphasises a coordinated approach
to the provisionofservices toclients. Itis importantthat people arenot thought of as 'cases'.They are individualsand
clients of Ezyas@Home services who arein control at all times of the services being provided to them.



Relinquishing the "Case Management" Role

Ezyas @Home will notgive up the principal service provider responsibility for a clientwithout firstdiscusses itwith the
clientand other agencies providingservices,and ensuring thatanother agency takes on the principalservice provider
role. Any change inthe principalservice provider will beclearlyidentifiedin the careplan.

Procedure for Coordination of "Case Management"

1. Identify referrals thatneed to be made to other services

With the permission of the client, contactthe agencies identified above to discussa careplan

3. Initialreferralsshould usethe Referral to Another Agency form discussed abovein Assessment and
Review

4. Together with the other agencies involved decide who will bethe principal service provider and develop a
draft careplan

5. The principalservice provider will take responsibility for discussing the care plan with the clientand their
carer, negotiating any changes required and gaining the acceptance of the plan by the client

6. The principalserviceprovider will providea final copy to, and inform the other agencies involved, that the
careplanhas been accepted and should now be implemented

7. Careplansshouldbereviewed atleastevery twelve months at a meeting convened by the principal
service provider

8. Ezyas@Home will notreduce the level of serviceprovided to a clientwithout first discussing this with the
principal serviceproviderata review

N

Privacy and Confidentiality

Protecting the privacy ofclients is very important and the following policies and procedures aredesigned to ensure that
details aboutclients are kept confidential, and only disclosed with the client’s permission for the purposes of ensuring
that clients arereceivingthe services they need.

Privacy and Confidentiality in the Assessment Process

The initial assessmentof a clientand any follow-up or reviews should take placeinthe client’s own home. If this is not
possibleitshouldtakeplaceinanarea, which provides privacy and confidentiality. The assessmentand reviews should
be between the Team Support and the client,and with the client's consent, his/her legal guardian, significant other or

advocate only. The Coordinator should note any particular privacy requirements of the clients e.g. the preference for a
male or female carer.

Privacy and Confidentiality of Information

The onlyinformation held by Ezyas @Home about a clientwill beinformation necessaryto assess theneed for a service,
andto providethe service.Information should be as non-obtrusiveand objective as possible, yet relevant and up-to-
date. The clienthas the rightto withholdinformation for privacyreasons.

Information about a clientwill notbe shared with another agency without the permission of the clientor his/her legal
guardianor advocate. Clients have the right to read any personal information kept about them by Ezyas @Home.
Requests from clients to access files should bereferred to the Team Support Group who should ensure that assistance
is provided for the clientto access information on his/her file within two weeks. A staff member should be made
availableto explain any terminology to the client.

Information regardingclients will bestoredina filing cabinetwhichis kept locked when the office is unattended. This
informationis only accessibleto the Team Support Group, Team Members and the System Support (for maintaining
files).

Records
The procedure for opening files and file movement involves:
> there isadatabaseandfiling cabinets;anindividualfilewill be created for each client followinginitial assessment
> filenotes should be kept of clientcontactwhichinvolves
- assessment



-review
- changeincareplan
- change of staff working with the client
- changeincircumstances of the client
- complaints
- reports/information from other agencies
- requests from the clientforany changeinservice
filetransitslips should becompleted for any paper files removed from the Office
files removed from the office should be placedinsidea plain manilafolder which does not identify the client
files should bestored inthe database/filingcabinetwhen not inuse
keys/passwords to the database/filing cabinets holdingclientrecords will be held by the Team Support

YV V VYV

Length of Time Records Are Held

Ifa serviceto a clienthas stopped being provided, but may need to be resumed at a future date, information relatingto
the clientwill bekept inthe database/filingcabinet. Ifthe servicewill notneed to be resumed, the clientrecords will be
archived atthe end of the financialyear. All information regarding clients will be destroyed seven years after they cease
to receive services.

Identification
All Ezyas@Home staffand volunteers as appropriatewill begiven a cardidentifyingthem as Ezyas @Home
representatives. This would be shown to clients atevery contactintheir home until the clientknows the person.

Training
All staff should be aware of and understand the policy on privacy and confidentiality.

Rights and Responsibilities of Clients

Clients arethe focus of Ezyas @Home operations anditis importantthat their rights are acknowledged and promoted
at every opportunity. All Clients should be given the Charter of Care Recipients Rights and Responsibilities — Home
Care as partof the client pack.

Client Complaints

Feedback from clients is importantin ensuringthatservices arecontinuingto meet client’s needs and for planning
appropriateservices. An importantsource of feedback is clientcomplaints and comments, and these are welcomed a nd
encouraged by Ezyas @Home.

All clients should be made aware of their right to complain,and should fully understand the complaints procedureand
the use and availability of advocates. Clients havea rightto complainaboutthe servicethey are receivingwithout fear
of retribution and can expect complaints to be dealtwith promptly. The Team should take steps to ensure that clients
feel comfortable to continueaccessingthe serviceafter makinga complaint.

Information on the complaints procedure of Ezyas@Home is to be included in the Client’s Information Packand
presented to and explained to clients atthe time of assessment. The client has the right to use an advocate of their
choiceto negotiate on their behalf with the staffand/or management of Ezyas@Home. This may be a family member
or friend, or an agency such as the Older Person's Rights Service or Disability Rights Service.

All complaints areto be recorded on the Complaints Record Form thatis to be completed by the Coordinators. A
sampleform for recordingcomplaints is included below. Person/s affected by the complaintshould befully informed of
all facts and given the opportunity to put their case.

Complaints Procedure
1. Clients areencouraged to raisetheir complaintwith the staff member concerned inthe firstinstance
2. Ifthe clientis notsatisfied with the outcome, or not happyto discusstheissuewith the staff member
concerned, they should contactthe Team Leader, or use an advocate to negotiate on their behalf
3. |Ifafter approachingthe Team Leader the issueis notresolved they should contactthe Team Support group



4. The clientshould be informed of the outcome of their complaintand asked for their feedback on the
complaints procedure

Dispute between Client and Carer
If staff become aware of a dispute between a clientand their carer, which concerns an Ezyas @Home service, they
should refer the situation tothe Team Support Group who will either:

- mediate and attempt to negotiate a solution, or

- with the client’s permission, bringin someone with mediation skillsto mediate
Ifa disputearises which does not involve Ezyas @Home, staff should not get involved but should, if requested, refer the
matter to the Team Support Group.

Confidentiality of Complaints

As far as possible, the fact that a clienthas lodged a complaintand the details of that complaintshould be kept
confidential amongststaff directly concerned with its resolution. The client’s permission should be obtained prior to
anyinformation being given to other parties thatit may be desirableto involve,in order to satisfactorily resolvingthe
complaint.

Client Advocates

What is an Advocate?

An advocateis a person who, with the authority of the client, represents the client’s interests. Clients may usean
advocate of their choiceto negotiate on their behalf. This may be a family member, friend or advocacyservice.
Ezyas@Home will acceptadvocates as representing the interests of the client. Advocates may be used during
assessments, reviews, and complaints or for any other communication between the clientand Ezyas @Home.
‘Guidelines for Advocates’ areincluded below.

Procedure for Appointing an Advocate

Clients wishingto use an advocateshould inform Ezyas @Home in writing of the name of the person they wish to
negotiate on their behalf. The clienthas the right to change their advocate at any time and should inform Ezyas @Home
inwriting of any change. A sampleform for notification of appointing/changingan advocateis included below.

Staff should make sure clients areaware of their right to use anadvocate, and should regularly remind clients of this
option. This informationis availablein the Client’s Information Packand should be explained atformal assessments and
reviews and through informal discussion. Ezyas @Home staff will receivetrainingin the use of advocates.

Fees
Fees charged for services provided by Ezyas@Home aredetermined by the Team Support Group and reviewed annually.

Client Contributions

Itis the policy of Ezyas @Home reserves the right that all clients of our programs and services make a financial
contribution towards the costof services received. The expected contribution for each clientis to be specifiedinthe
Client Contribution Schedule and Authority attachment to their individual Client Agreement, together with an
explanation of payment options.

There are three optional methods of fees payment:

* By monthly direct debit (the preferred mode of payment)

* By cheque payment on issuance ofa monthly invoiceor

* By cash payment for each instance of service (least preferred option).

Clients arerequested to arrangeautomatic monthly payments from their own financial institution for direct debitintoa
EzyasatHome Pty Ltd allocated bankaccount. This option provides a documented record of each fi nancial transaction
for the client’s personal records.

No cashor cheque payments are to be accepted without an official Ezyas @Home Pty Ltd receipt being given. The
payments are to be passedon to the Administration Officer, who will issuethe receipt, and process the payment
records and banking procedures.



When services aretemporarily suspended for recipients of packaged care(e.g. 64 days per annum of respite; 28 days
per annum of socialleave;or periods of hospitalisation) clientfees will besuspended for that period.

Ifa clientis unableto paythe ongoing contributions for the services received, he/she may apply for financially
disadvantaged status. The Coordinator/Manager will then make a decision regarding negotiated reduced fee
contributions/fee waiver, and will continueto monitor changingfinancial circumstances and capacity to pay.No service
will berefused when aclientis in genuine financial distress.

Related Documents
Client Consultation Pack
Service Agreement
Client Info Pack

Home Safety Checklist
Brochure




