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PROCEDURE 
1.0 - SERVICE ACCESS


	
Number
	
Procedure
	
Related Nation Disability Insurance Scheme Quality Practice Standards

	1.0 (A)
	Providing Equitable Access to Better Together Services
	





1,2,3

	1.0(B)
	Community Information Support
	

	1.0 (C)
	Eligibility For NDIS Funded Services
	

	1.0 (D)
	 Setting up Services for people with National Disability Insurance Scheme Funding
	

	1.0 (E)
	Induction Checklist
	

	1.0(F)
	Offering “fee for Services” outside of government funded services
	

	1.0 (G)
	Eligibility For Skilling QLD for Work
	

	1.0(H)
	Service Exit and Transition 
	

	1.0 (I)
	Engaging an Advocate to Speak on behalf of a Service User
	

	1.0 (J)
	Service User Departures
	

	1.0 (K)
	Refusal of Service
	

	1.0 (L)
	Providing Service User Information
	

	1.0 (M)
	Compiling Individual Files
	



Definitions

Safety Management System is a term Better Together has adopted to envelope all service management processes which have been specifically developed to promote a safe and suitable work environment and a quality service to Better Together service users, in accordance with the Work Health and Safety Act (2011). It is a working mechanism in a state of constant review.

An advocate is an independent individual who stands beside and for the interests of the individual with a disability and/or mental health issue. An advocate should be informed about the needs of the individual and encourage a long-term vision that strives for the inclusion of the individual with a disability in all spheres of life and society.

Advocacy is speaking out, acting, writing with minimal conflict or interest on behalf of the sincerely perceived interests of a disadvantaged person or group to promote, protect and defend their welfare and justice.

Assistance to access community, social and recreational activities. Provision of supports to enable a Participant to engage in community. Supports may be provided in a Centre or in open communities, and support may be required at standard or complex / higher intensity levels

Assistance with self-care activities: aims to empower people with disability to make household decisions, look after their personal care and complete other domestic tasks, including cooking and cleaning.

Disability Service Standards: The benchmark by which the rights of people with a disability are upheld.

Eligibility Criteria: The criteria/circumstances a participant needs to meet in order to receive services delivered by Better Together. 

Entry: This is the process through which an individual enters a specific support, service arrangement or program with Better Together.

Exit: The point, at which an individual leaves Better Together, no longer requires. Better Together’s support or transfers to another external service provider.

Group Based community, social and recreational activities: As above, but in a group basis (can be 1:2 or 1:3)

Stakeholder: encompasses (but is not limited to) participants, family members, Carers, advocates, guardians or external service provider(s).

Service Agreement: Most NDIS supports will be delivered by Service Providers such as Better Together. Service Agreements should be simple and set out as to how and when the Participants' supports will be delivered.

Service Providers are people or businesses of the Participants' choice. The Participant will need to make a written agreement with Better Together. This is called a Service Agreement. 

Procedures 

1.0 (A)		Providing Equitable Access to Better Together Services	

Rationale

Better Together is committed to the principles of inclusion and believes that our community is a richer community when it welcomes and celebrates diversity. 

Better Together is committed to ensuring that no person with a disability and/or mental health issue experiences discrimination or exclusion in their dealings with the organisation. Furthermore, no person with a disability will be excluded from the reviewing process of their individual plan(s).

Detailed Procedure

Better Together will provide:
· information in languages other than English, through print, electronic media, and disability-appropriate methods of communication when requested
· interpreters or facilitators for the special needs of people from diverse cultural and linguistic backgrounds by contacting TIS, support and interpreting, translating and communication service, and arrange to book an interpreter or translator to assist with service access; 
· provide access to advocates when requested or required. (See policy 5.1 Advocates and Informal Supports)
· support cultural diversity in the membership of its board and workforce by promoting equality and cultural awareness;
· Services delivery options will be outlined on the Better Together website and brochure
· a process for managing complaints regarding eligibility, entry and exit decisions (see Policy 7.0 Complaints and Disputes). 

1.0 (B)		Community Information Support

Rationale

Accessing community information is assistive for increasing community access and building networks and relationships for marginalised individuals. 
	
Detailed Procedure

Those interested in accessing general information gathered by Better Together about local community events and activities are encouraged to do so with the assistance of their support workers through various channels.

Some information will be shared by Better Together via
· our website (www.bettertogether.net.au),
· our Better Together Facebook page, 
· make contact with the Better Together office and get information over the phone,
· Visit Lagoon Creek Café and Function Room where, along with the Better Together office, Better Together keeps some community information. 
· Better Together staff Whats App Group

1.0 (C)		Eligibility for NDIS Funded Services

Rationale

Better Together is registered for several NDIS registration groups. Better Together wants all people with a disability to experience quality support delivery if the organisation feels they cannot achieve or provide this for an individual it is our responsibility to not accept a service user who’s needs cannot be met by Better Together. 

Better Together also has strategic plans to stay a small local service with a niche in community participation, skill building and supporting people to acquire valued roles. 

Better Together values the right fit for service for all people with a disability. Better Together’s service provision excludes;
· manual handling
· personal care,
· supported independent living, 
· people living outside the region.

Considerations for eligibility include:
· Funding scope and type
· staffing size,
· management/supervision capacity, 
· risk, 
· viability 
· appropriate resources of the organisation. 

Detailed Procedure

Requests for service can be made in the following ways:
· Phone or email request
· On-site visit to Better Together
· A general enquiry via the contacts page through the Better Together website www.bettertogether.net.au

To access the services of Better Together a Service User or a family member/advocate must first make a request for service and be determined as eligible to receive support.  

Eligibility for Better Together service provision: 

1. Be eligible for assistance under the relevant government disability legislation/funding body
2. Or, have private funds to purchase Better Together services
3. Lives in the Moreton Bay Region of Queensland.
4. Be aged between 17 and 65 years. 
5. Have support needs that could be met by Better Together

Ineligible: 
See procedure 1.0 (J) Refusal of Service  

Eligible:  

Eligibility will be determined by the management of the organisation. If a service user is deemed eligible and Better Together has the capacity to meet their needs, arrangements will be made for the service users, their family members/carers and other significant people from their support network to meet with a designated staff member. (This may take place at the service users’s home, Better Togethers location or other community venue suitable to the service users and their stakeholders). See procedure 1.0 (E)  Setting up Services for people with National Disability Insurance Scheme Funding

1.0 (D)  Setting up Services for people with National Disability Insurance Scheme Funding

Better Together is a registered service provider and must follow best practise outlined in the National Disability Insurance Scheme Quality Assurance Practise Standards. There are mandatory processes and information exchanges that need to occur in order for service user to understand their rights, execute choice and control and be free from abuse, neglect, exploitation and discrimination. The following procedure details the intake process for NDIS service delivery.

Detailed Procedure:

Once the support offering is accepted a Better Together designated staff member will undertake the following process for taking new service users:
· The service users and/or their family/carer will have a meeting at a time and location suitable for the service user with a designated staff member to undertake the intake process and work through the induction checklist signing off once complete. (See procedure 1.0 (E) Service User Induction Checklist)
· Better Together staff will develop a Service Agreement with the service agreement based on the supports identified and the person’s needs, using the information obtained from the service users/their family/carer and other members of their support network over the phone before at the initial intake meeting (see Procedure 12.0 (A) Service Agreements). 
· Where a service user is transitioning from another service provider, Better Together will seek consent from the service user and/or their family/carer to contact other providers e.g. NDIA or other services to discuss or obtain support requirements, schedules, plans, and service user-centred goals to assist in the development of a transition

1.0 (E) Induction Checklist 

Rational 

Better Together is committed to providing a seamless intaking process for new service users so they all experience the same level of service. The Service User Induction Checklist provides a step-by-step process for continual service quality.

Detailed Procedure 

	
	Service User Intake & Review Checklist

	
	Name
	TICK

	
	Date
	

	*
	For intake meeting only 
	

	
	Before the meeting (office)

	
	Contact the service user and arrange a meeting time and location suitable for the service user
	

	*
	Ascertain if there are alternative communication tools needed for the meeting, or if an advocate is required (see Procedure 1.0 Service Access (I) Engaging an advocate)
	

	
	Support the service user to invite who they wish to this meeting.
	

	
	If a service user requires in-home support, staff need to attend the service user’s home and work through the In-home support checklist and complete all the relevant home support audits checks and plans.
	

	
	Advise the service user what documentation they will need to bring to their meeting
	

	
	Documentation Service User needs to bring to meeting (office)

	
	[bookmark: _Hlk42350203]Current medication sheet from their chemist/ GP
	

	
	Medication Authority from the Doctor if we are to be supporting with administering medication 
	

	
	NDIS Plan/goals
	

	
	Essential Documentation filled out and/or provided for service user if they would like

	
	Service Agreement (must be signed electronically)
	

	
	Funding allocation
	

	
	Visioning Workbook and Service User Profile Booklet*
	

	
	Individual Emergency & Disaster Management Plan completed
	

	*
	Online Service User information directory (service user handbook, policies and procedures, complaints brochure)
	

	
	Service User Charter of Rights and Responsibilities 
	

	
	Important Details form
	

	
	Essential Information Collection 

	
	Follow through the first 3 tabs in Flow Logic (Participant Basic Details, NDIS & Admin, Medical Information, emergency contacts) [all require ‘add new’ if new details are required]. 
	

	
	The date for review changed for the Participant Basic Details 
	

	
	Health and safety TAB: Individual risk assessment, risk and triggers, behaviours of concern
	

	
	
	

	
	Informative Statements 

	
	Complaints: “Better Together values feedback and wants to know how to improve our service. We never want you to feel like you cannot speak up about your concerns. Ask them the question. “Who could you complain to if you needed to?” walk them through the “How you can do something better brochure’.
	

	
	Advocate: when updating the section about who is their advocate, remind them that if ever they want or need an advocate Better Together can support them in accessing one. Hand them the “Are you an Advocate” sheet.
	

	
	Respecting diversity, values and beliefs: Better Together values diversity, you should feel free to express who you are and what you value, if ever you feel like your values or beliefs are not being respected, please tell us. Hand them a diversity poster
	

	
	Confidentiality: “Better Together takes your privacy seriously and will never share information about you with anyone other than the parties that you nominate in the form” Show (if at the office) or tell the person where their personal information is kept ensuring their privacy and confidentiality is maintained and explained that their information can be amended whenever they like.
	

	
	Website Information: all of Better Together Policies and Procedures (easy English versions) can be found on the Better Together Website. Along with copies of the suggestions form and the complaints form, copies can be provided to them if they would like to request it. 
	

	
	Workbooks 

	*
	Work through the Service User Profile Workbook and transfer information to the service user profile into flow logic
	

	
	Work through the Visioning Workbook 
	

	
	Use the visioning workbook to develop and design the Better Together Support Plan (template in the NDIS tab in Flow Logic) (see Procedure 2.0 Individual Support Needs, Values and Planning (C) Development of Individual Support Plan)
	

	
	Signatures are required on the following documents

	
	Support plan 
	

	
	Service agreement 
	

	
	Information permission form
	

	
	Media release form
	

	
	Induction Checklist 
	

	
	
Service User Signature 

	


	Date


	
	
Intake/review
 staff member 
	



	Date



1.0 (F)		Offering “fee for Services” outside of government funded services

Rationale

Any person with a disability may wish to pay for their services. This may include those people with compensation, other individualised funding and those who are on a waitlist for government-funded services or those who wish to have more service than that which is funded by the government. 

Detailed Procedure

An application for services can be made for an adult with appropriate consent(s) gained. Applications can be made for all services offered by Better Together.

For those whose applications are successful, services will be explained and developed to meet the individual needs of the adult. A Service Agreement, Terms and Conditions for Services and the Fee Schedule will be discussed when developing the Fee for Service package.

Then intaking staff member will follow the procedure 1.0 (E) induction checklist 

1.0 (G)		Engaging an Advocate to Speak on behalf of a Service User

Rationale

Better Together encourages individuals to use an independent advocate of their choice to represent their interests and assist with negotiations about the level, type and quality of service they need.

Detailed Procedure

A Better Together key staff person will:
· discuss with each person the benefits of using an advocate of their choice;
· support the involvement of an advocate whenever this is the wish of the individual with a disability

If a Better Together key staff person identifies that, in a particular situation, a person could benefit from the presence of an advocate, the staff person will:
· ensure all information on advocacy services was provided, in accordance with 1.0(M) Providing Service User Information);
· remind them of their right to engage an advocate to represent their interests and help them with complaints, disputes or any aspect of service delivery (see Policy 7.0 Complaints and Disputes);
·  ensure that a nominated advocate feels welcome. 

1.0 (H)		Service User Exits and Transitions 

Rationale

People supported by Better Together deserve to be treated with care, dignity and respect when approaching or leaving Better Together. Better Together will collaboratively support them with this process. 
Exit planning is an integral part of the exit process and is conducted in close consultation with the service user, and where appropriate the family, carer and any other important people from the person’s support network. We will endeavour to make the process as smooth as possible to minimise risks to the service user

Service users wishing to make a complaint regarding their exit are provided with details on the process of complaint (see policy 7.0 Complaints and Feedback)


NDIS SERVICE
For NDIS services Better Together requires a min of 4 weeks written notice to the manager of the organisation where covered by a service agreement unless otherwise stipulated in your service agreement. 

Transition Procedure:

Better Together will: 
· Provide upon receipt of confirmation of exiting the service we will provide information/forms about provider transition, including:  
· Permission
· Survey
· Risks
· Support plan
· Receive provider transition forms back from service users
· should they reply:
· we will store information in their file
· action what preference they have asked for. 
· Reach out to new nominated provider to discuss best ways to offers assistance with the transition process and provide information that was requested to be offered to new service.
· Checking in with the new provider and service users if requested, 

Discharge Procedure: 

Better Together will inform the service users of the reason for termination of their service agreement and discharging from the service. 

Better Together may implement a service user’s discharge under the following circumstances:
· An inability or unwillingness over a period of time to work towards agreed goals;
· Other people using the service, staff or the service user themselves are at risk of harm;
· Financial requirements are not being met
· Dramatic health changes require significantly increased levels of care or service model not provided by Better Together
· Any other reason listed int eh service agreement
· Failure to uphold their responsibilities 
· There has been no contact between the person and Better Together for a period of 3 months after multiple attempts to make contact;

Once informed of Better Togethers intention to end services Better Together will:

· Notify them inwriting the reason, the date of last service, 
· Inform them of the right to reapply to the service without prejudice 
· Ask them to complete transition form pack
· Receive provider transition forms back from service users
· Offer names of other service providers who would be able to support their needs. 
· Reach out to new nominated provider to discuss best ways to offers assistance with the transition process and provide information that was requested to be offered to new service. 
· Store exit information on their file


Exit interview/survey  

As part of the exit strategy, the service user's family/carer will be offered the opportunity to participate in a service user exit survey. 

Better Together will use information from the interview and Service user Exit Survey as part of an evaluation and feedback process to improve Better Together services and identify any training requirements for the staff of the service.

Files and Documentation

All information in relation to the customer will be retained, secured and stored in accordance with Better Together’s Policy 4.0 Privacy, Dignity and Confidentiality and the Privacy Act 1988. Only relevant information that is considered important for the well-being of the service user will be communicated to the new service if the Permission to Release Information Form (BTSU018) has been completed by the service user at their exit meeting.

Skilling Queenslanders for Work 

Program coordinators will assist participants within the scope of their role, funding requirement and resources for the duration of their course and for 3 months after the completion of their program at a minimum. The program coordinator will support participants with job application support/ training for the duration of the running of the program. 

A participant will be exited from the program after the following:
· the participant wishes to exit the program, 
· 3 months after the end of the course graduation,
· If no response after several attempts to contact the participant fail.

1.0 (I)		Refusal of Service

Rationale

Better Together’s eligibility criteria are consistently applied to anyone wishing to access our services. These criteria are designed to be inclusive of the widest possible group of people who may need to access our services, and are non-discriminatory in their application.
Certain people are ineligible for a service if they do not meet eligibility criteria or they are excluded from Better Together services. Potential service users who are deemed to be ineligible for a service can appeal this decision.
Better Together reserves the right to temporarily refuse service due to:
· contagious disease and or infection, and not meeting the government guidelines and directions pertaining to a particular outbreak
· Better Together may choose to terminate supports if the worker cannot perform their work in a supportive safe environment, which could be from consumption of drugs or alcohol, inappropriate comments or conduct from stakeholders present during support hours.
· If reasonable measures have been requested by Better Together to minimise risks but no actions towards addressing these have been undertaken;
· circumstances beyond the organisation’s control and capacity;
· the likelihood that an individual with a disability, their family and/or carer will endanger themselves or others. 

There are several reasons for a service not being accepted by Better Together. They can be:
· Better Together’s decision to have their books closed to new service users from time to time for differing reasons
· Service requests made for excluded service delivery line items. 
· Better Together cannot meet the needs of the potential service user, considerations include:
· Funding scope and type
· staffing size,
· management/supervision capacity, 
· risk, 
· viability 
· appropriate resources for the organisation.

Detailed Procedure

A Better Together key staff person will:
· through mutual agreement with the individual, their family and/or carer, be supportive to all parties concerned, to cease service; 
· provide time and support to the service user and/or family to meet any requests required to decreases associated risk to all parties that have been identified and asked to be actioned.
· If a service users refuses to undertake steps to work towards their goals they have identified with the organisation and their funding body.  
· If a service users is deemed ineligible contact will be made to the individual or family to inform them of their unsuccessful request for service delivery. Alternative service providers contact information will be given as alternative providers who can meet their service needs. 
· Better Together can also guide them to potential Support Coordinators who can support them in finding alternative service providers

1.0 (J)		Providing Service User Information

Rationale

The service manager will approve and review all brochures and other public material about Better Together. A key staff person will ensure organisational brochures are well displayed and available at the Better Together office.  Brochures will be provided to community organisations and at times will be displayed at other public venues. Better Togethers website will be reviewed and updated to include changes and additions to or service delivery. 

Detailed Procedure

Better Together will produce and display the following information in a range of formats suitable for our service user target group:
· Better Together Information Brochure  
distributed throughout the community.
displayed in Better Together reception and/or office areas; 
· Better Together Website (www.bettertogether.net.au)
· Organisational Handbook 
offered to each person receiving a service;
· Better Together Policies and Procedures and easy English versions 
on the Better Together website;
Better Together Strategic Plan
displayed on the website;
· 	Posters, photographs and artwork. 

1.0 (K)		Compiling Individual Files

Rationale

Better Together will only collect personal information necessary for its work. Better Together will not use or disclose personal information about an individual or family and/or carer without their consent (see Policy 4.0 Privacy, Dignity and Confidentiality) and (see Policy 8.7 Service Management Information Management) 

Detailed Procedure

A Better Together key staff person will ensure the following information is recorded in the participant File on our client management system and reviewed annually or earlier as required. All service users are asked to participate if possible in the review of their file and removal of information no longer needed: 

Related Better Together Policies and Procedures

Policy  2.0	Individual Need, Values and Planning
Policy  3.0	Choice, Control and Consent 
Policy  4.0	Privacy, Dignity and Confidentiality
Policy  7.0	Feedback And Complaints 
Policy 8.1 	Service Management: Finance
Policy 8.7 Service Management Information Management
Policy 9.00 	Protection from Abuse, Neglect, Exploitation and Discrimination 
Policy 10.0 	Human Resources
Policy 11.0 	Risk Management
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  Definitions     Safety Management System   is a term Better Together has adopted to envelope all service  management processes which have been specifically developed to promote a safe and suitable  work environment and a quality service to Better Together service users, in accordance with  the Work H ealth and Safety Act (2011). It is a working mechanism in a state of constant  review.     An  advocate   is an independent individual who stands beside and for the interests of the  individual with a disability and/or mental health issue. An advocate should be informed about  the needs of the individual and encourage a long - term vision that strives for the inc lusion of  the individual with a disability in all spheres of life and society.     Advocacy   is speaking out, acting, writing with minimal conflict or   interest on behalf of the  sincerely perceived interests of a disadvantaged person or group to promote, protect and  defend their welfare and justice.     Assistance   to access community, social and recreational activities .  Provision of supports to  enable a Participant to engage in community. Supports may be provided in a Centre or in open  communities, and support may be required at standard or complex / higher intensity levels  

