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PROCEDURE 
5.4 CONTINUITY OF SUPPORTS
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Number
	
Procedure
	
Related National Disability Insurance Scheme Quality Practice Standards

	5.5 (A)
	Continuity of Support
	

	5.5 (B)
	Disruptions and Changes
	

	5.5 (C)
	Absence or Vacancy
	3

	5.5 (D)
	Service Agreement
	

	5.5 (E)
	Critical Supports
	



5.4 (A)	Continuity Of Supports
Rational: 
To ensure service users have timely and appropriate support without interruption 

Detailed Procedure: 
Better Together will:
· Access, read and comply with the service user’s plan.
· Review the strategies listed in the support plan before the provision of support.
· Provide quality services as per plan.
· Document all the service user’s preferences and needs to allow for a consistent approach.
· List all appointments and tasks related to the service user’s needs.
· Be allocated according to the service user’s requirements.
· Inform the admin officer and managers of any absences in advance to allow time to allocate a replacement who meets the criteria of the service user and preferable is known to the service user.
· Contact service users if there are any changes or potential changes in their care, that are outside to their usual workers and
· Undertake emergency procedures as required.

No appointments are ever double booked. When travelling to service users, it is essential that adequate travel time is factored in to ensure correct arrival time.
 
5.4 (B) 	 Disruptions and changes
 

Rational:
Better Together is committed to providing supports with as little changes and disruptions as possible however from time to time these will be unavoidable. We aim to ensure these are communicated and least disruptive as possible.

Detailed Procedure: 

Better Together will: 
· Better Together notifies service users when an unavoidable interruption occurs.
· Have a delegated staff member make every attempt to inform the service users via telephone and email prior to any unavoidable disruptions to services or service user’s supports. When not possible, family and carers will be contacted to pass on the information alternative arrangements will be discussed. 
· Have delegated staff member to contacts service user to:
· Seek service user’s agreement and to ensure that they are entirely aware of the changes
· Explain alternative arrangements to the service user.

In case of an emergency, when a worker cannot attend work due to circumstances out of their control (such as illness, family emergency) then Better Together will attempt to place a worker who is known to the service user, but if this is not possible, we will send the best match to the service user. Better Together will contact the service user and inform them of the situation and give details of the replacement worker to the service user.
 
5.4 		Absence or Vacancy
 
When a Lifestyle Coach is absent, or a vacancy becomes available then Better Together’s Manager will:
· Contact a Lifestyle Coach suitable replacement with the relevant qualifications or language requirement.
· Where possible, provide a lifestyle coach who has worked with the service user previously and is aware of the service user’s preferences and needs.
· Where possible, advise the service users of replacement person.
· Replacement lifestyle coaches will be sensitive to the service user’s requirements and ensure that care is consistent with the service user’s expressed preferences.
 
Lifestyle Coaches who are unable to work are required to contact the service delivery coordinator during 8am-4pm or the on call number outside of these times. If there is an intended absence (such as vacation or appointment), then the lifestyle coach must inform the Service Delivery Coordinator at the earliest opportunity, to allow time to prepare the service user.
 
5.4 (D) 		Service Agreement
 
Better Together ensures arrangements are in place to make sure that support is provided to the service user without interruption throughout the period of their service agreement. These arrangements are relevant and proportionate to the scope and complexity of supports delivered.
 
5.4 (E) 	 Critical Supports
Rational  
Better Together supports a diverse range of service users who have a varying amount of informal supports in their lives. In the cases of emergencies and individuals with critical needs Better Together will priorities supports to those with the highest risk factors.

Detailed Procedure: 
Better Together will;
· Develop individual emergency contingency plans and adhered to them to ensure the continuity of care to all service users throughout their time with us.
· Emergency plans will be developed for service users for times of emergency
· If organisational resources on a particular day are not sufficient supports will be delivered based on the service users risk factors and needs. 
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