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	PROCEDURE
8.2 – SERVICE MANAGEMENT:
COMMUNICATION 



	
Number
	
Procedure

	
Related National Disability Insurance Scheme Quality Practice Standard

	8.2(A)
	Functions and Delegations
	

	8.2(B)
	Risk Management 
	

	8.2(C)
	Purpose of communications 
	

	8.2(D)
	Outgoing Communication
	

	8.2(E)
	External Incoming Communication
	1,2,3

	8.2(F)
	    Internal Communication 
	

	8.2(G)
	    Meetings
	

	 8.2(H)
	    Use of Internet 
	

	8.2 (I)
	    Email 
	

	8.2(J)
	    Phone 
	

	8.2 (K)
	    Text messages 
	

	8.2 (L)
	    Social Media
	

	8.2 (M)
	    WhatsApp
	



NOTE: It should be noted that all communication of all forms within the work roles of all staff, board and volunteers will be communicated:
· Respectfully
· Professionally 
· Confidentiality 
· Without prejudice and discrimination 
· Fairly and honestly 
· In a collaborative manner

Procedures

8.2(A)		Functions and Delegations

Rationale

Position and Delegation of task

Detailed Procedure

Board of Directors	
· Endorse Communications Policy. 
· Compliance with Communications Policy.
· Contribute to internal and external communication strategies and activities.

President and Manager
· Liaise with media, including developing and responding to media releases.
· Oversee production of external communications
· Maintain operations of the website, and other promotional materials.


Management 	
· Compliance with Communications Policy.
· Contribute to internal and external communication strategies and activities.
· Actively contribute/write articles and collate items of interest for Better Together’s communications.



8.2(B)		Risk Management

Rationale

Better Together has mechanisms in place to ensure that communications are effective and regularly monitored.


Detailed Procedure

· All staff, volunteers, students and Board Members are made aware of this policy during orientation and are provided with ongoing support to assist them to effectively use internal communication systems.

· This policy must be read in conjunction with the Privacy and Confidentiality Policy.
 

8.2(C)		Purpose of Communications

Rationale

Better Together communicates for several purposes, to:

· Increase awareness of the organisation, its goals, its work, and its needs
· Enhance community understanding of its service user target group 
· Share knowledge with its stakeholders
· Share knowledge internally for effective organisational management
· Share information to provide quality service delivery to stakeholder
· Increase the profile of the sector.

Communications are undertaken not for the sole purpose of information distribution and receipt, but to be used to assist and support the achievement of Better Together’s strategic objectives.
 

8.2(D)		Outgoing Communication

Rationale 
Outgoing Communication is information and knowledge that is initiated, developed and distributed by the organisation for an external audience.

Better Together provides outgoing communications to the following audience:

· Service Users and potential service users
· Members and potential members
· Funding bodies
· Engaged and potential consultants
· Partner organisations for project, policy, service user support and other activities
· Peak bodies – state and national
· Broader community services sector organisations
· Government departments and branches
· Research and academic institutes
· Media
· Staff 

Detailed procedure 

Better Together conceptualises and develops effective communications structured around the following components, for example;

What: identify broadly what it is that is to be communicated:	
· Supporting valued roles and Relationships for People with a disability and/or mental health issue in the social, civic and economic life of the local community 

Message: use a message(s) to communicate:
· Background paper, highlighting the history, roles and achievements.

Audience: identify who the audience is, adapt the message accordingly:
· Taking into consideration the current and potential funders.
· Staff member – has content knowledge and writing skills
 
Messenger: identify who will do the communicating and why.

Mechanism: how will the message be communicated?	
· Hard copy paper forwarded to current funding bodies
·  Electronic copy posted on the Better Together website and used in funding applications.

Review: was the message received, understood, did it create interest, was there any feedback?
· Follow-up phone calls to several recipients seeking feedback.
· Mechanisms and Tools used for Outgoing Communication
· A range of mechanisms and tools are used to distribute outgoing communication.


Better Together Website

The website is a primary tool for distributing outgoing information to a broad audience. Information about Better Togethers goal, governance, membership, activities, current projects and news items is maintained by the General Manager.

Organisational Documents

Better Together produces a number of organisation and project specific documents that provide information about its plans, achievements, and activities. Documents such as annual reports, strategic plans, service user brochures, and project background and implementation plans may be provided to service users, members, stakeholders and funders with current information about Better Together’s activities, performance and plans. Organisational documents for outgoing communication are also to be distributed internally, to all staff and Board members.

Media Communication

Better Together may produce or respond to media releases on behalf of the organisation. Media releases may be developed to promote an event or project achievement, advocacy on behalf of service users, or to counter any negative media coverage relating to the disability sector.

Better Together may partner with other organisations in producing or responding to a media release.
 
The Better Together’s service manager and Board President hold responsibility for liaison with the media.	Comment by Lachlan McKellar: General Manager

Conference, Forum and Meeting Representation

Board and staff members participate in numerous conferences, forums, and advisory groups representing Better Together. It is important to be clear that representation is for the organisation and not personal opinion, unless clearly stated.

Participation also allows for information gathering so that Better Together is better informed and better able to provide services for service users.

Stakeholder Meetings

Better Together staff participate in regular meetings with relevant stakeholders to provide support, share information about current projects and issues, and to gather feedback on services. Regular contact with stakeholders is part of Better Together’s service delivery.

All staff, management and board members are responsible for developing and maintaining effective relationships with all stakeholders.

Branding and Corporate Image

All outgoing communications must carry the Better Together name and/or logo, including letters, reports, project materials, emails, and policy and advocacy submissions.

The organisation name and logo are copyright and must not be used for communications that are not directly related to the organisation.

The Associations Incorporation Act 2009, under Section 41, quotes “An association must not issue any letter, statement, invoice, notice, publication, order for goods or services or receipt in connection with its activities unless the association’s name appears in legible characters on the document.”

Email 
Email is used as a form of communication for a major part of our communication strategy with Better Together service users and their families. All Better Together emails have a Better Together signature block that mentions our vision, purpose and acknowledges the traditional owners. It is also used as a records tracking tool for compliance with staff. 


8.2(E) 	External Incoming Communication

Rationale

Incoming communication is information and knowledge that is sought and/or received from an external source to the organisation. Incoming communication supports Better Together in achieving its goal, strategic plan and provision of services to service users.

Detailed procedure

Better Together receives communications from the following sources:

· Service users and potential service users
· Staff
· Members and potential members
· Funding bodies
· Engaged and potential consultants
· Partner organisations for projects, policy, service user support and other activities
· Peak bodies – state and national
· Broader community services sector organisations
· Government departments and branches
· Research and academic institutes
· Media
· Associations and professional organisations

A range of mechanisms and tools are used to receive incoming communication. Mechanisms described above in ‘outgoing communication’ also provide opportunities for Better Together to receive information. Other incoming communication mechanisms include:

Member, Service User and Stakeholder Consultation

In recognition of the role members, service users and stakeholders play in assisting in strategic endeavours, regular consultation with service users, members and stakeholders is undertaken. Consultation may be informal or through formal means such as surveys, research, contracting consultants, etc. Service users may also participate in advisory/steering groups as a mechanism for providing expert input into activities and services.

Subscriptions

Board members and staff actively source information through numerous email and hard copy subscriptions to inform us of activities and services provided by other organisations. 

8.2(F)	Internal Communication

Rationale

Better Together has a responsibility to service users and all stakeholders to maintain appropriate, effective and efficient use of its communication. Internal communication is information and knowledge that is shared within Better Together. There are many modes of effective internal communication which are essential for good organisational management. Knowing which mode of communication is best used in each situation allows board members, employees and volunteers to know where to find certain types of information and the expected time responses with each communication format. This assists with:
· Missed communication 
· Unneeded excessive communication 
· Not enough communication 
· Timely responses 

All Board, staff, volunteers and students are responsible for actively contributing to communication strategies and activities of the organisation.


Detailed procedure: 

All Better Together employees, board and volunteers will; 
· Comply with all laws when using Better Together communication systems and in general for work purposes.
· Not seek out, access, store or send any material of an offensive, obscene or defamatory nature. Actions that do this are prohibited and may result in disciplinary action and/or instant dismissal.
· Acknowledge Better Together devices, emails and internet use, including specific websites visited may be monitored.
· Ensure they use the most appropriate communication method to the situation that is best suited to the needs of the service user and their preferences, whilst taking into account privacy and confidentiality. 

Better Together will use a range of mechanisms and tools for internal communication including:
 
· Staff, Team and Project Meetings: Staff, team and project meetings provide opportunity for information sharing and decision making on a range of project and operational issues for the organisation. All staff are required to attend the Better Togethers staff meetings and relevant staff attend team/leadership and project meetings.
· Board Meetings: Board meetings support effective governance for the organisation. Board meetings may also include time for staff (and occasionally contracted consultants) to communicate with the Board on a range of project and operational issues for the organisation
· Work Plan and Review Meetings: Work plan and review meetings between staff, volunteers, students and supervisors allow communication on specific project and activity planning, achievements and challenges.
· Email: The use of email is essential for effective communication amongst Better Together Employees, volunteers, Management committee and service users. These tools are a simple and effective way to share information about projects, meetings, internal business/operations, external sector news and activity. These tools also provide a record and may be considered formal documentation.
· WhatsApp group chats: The use of online group chats is for more effective communication between staff who do not come face to face often and are needing to inform staff of issues, appointments changes in supports etc. see 8.2(J) for Use of WhatsApp. 
· Phone calls: For more urgent pressing matters that require immediate or semi-immediate responses about concerns between Better Together stakeholders
· Text messages: For not urgent direct messages to one person with expectations of the message being returned within the day. 
· Shared electronic calendars: Shared calendars are great tools for staff to share schedules, regular ongoing meetings, issues and tracking all types of information like leave etc. 
· All staff, volunteers and students are expected to have access to a personal phone with internet access and use phone calls, email, text messages and WhatsApp as a part of their role of ongoing communication within Better Together.

8.2 (G) 		Meetings 

Meetings can be an effective place for employees to use their problem-solving skills and critical thinking skills to solve any ongoing organisational challenges. They can also be used to brainstorm ideas, update particular progress, share information, make key decisions and ask for feedback.

Detailed Procedure:

Better Together will:
· Take minutes of all meetings held
· Set meeting dates and times that suit most parties as possible. 
· Alternative arrangements should be made to allow all parties to attend where possible (ie, have parties join the meeting via telephone or video calls)
· Stick to the timeframes allocated to the meeting


8.2(H)	Internet 

The internet is an essential tool required for effective operations of Better Together services. Understanding and knowing appropriate use of the internet is essential for professional, confidential and effective communication and organisation process. 

Details procedure:
Better Together staff will:

· Only use work internet or use of any internet during work time should only be for the purposes of work. 
· Only minor personal engagements are acceptable 

Better Together will not: 
· Create or exchange messages that are offensive, harassing, obscene or threatening
· Visit web sites containing objectionable (including pornographic) or criminal material
· Exchanging any confidential or sensitive information held by the service
· Create, store or exchange information in violation of copyright laws
· Use the internet-enabled activities such as gambling, gaming, conducting a business or conducting illegal activities
· Create or exchanging advertisements, solicitations, chain letters and other unsolicited illegal activities
· Create or exchange advertisements, solicitations, chain letters and other unsolicited or bulk email
· Play electronic or online games in work time


8.2 (I) 		Email 

Electronic Mail is a great method of communication to communicate with a staff member, service users or family member for bulk information that requires reference at a later date. The use of email as a mechanism increases operational efficiency and productivity, as well as being a cost-effective strategy for Better Together.  
Email is also preferable to be used for formal communication that requires a paper trail and formal responses. 


Better Together staff will:

· Ensure emails are used securely and be password protected 
· Ensure bulk emails are in line with the organisations privacy policy 
· Emails use polite, respectful, and use correct language
· Emails should start with a greeting and end with regards (name) and not use abbreviations 
· Workers understand that emails can be printed, forward, intercepted by others.
· Work email should not be used for personal use
· When an email message is sent or received in the course of a person’s duties, that message is a business communication and therefore constitutes an official record.
· Not delete work emails
· Respond to emails in a timely manner

Better Together reserves the right to check individual email as a precaution to fraud, viruses, workplace harassment or breaches of confidence by employees. Inappropriate use of the email facility will be fully investigated and may be grounds for dismissal


[bookmark: _Hlk119937585]8.2 (J) 		Phone Calls and On Call

The Telephone is the one mode of communication that all staff, volunteers, service users and their families have access to. 
A phone call is the preferred method of communication for urgent matters that need to be responded to quickly, as well as for conversations that would be more time consuming to put into a text or email and often need a lot of shared dialogue between people. 

Better Together staff will: 
· ensure phone calls are returned as soon as practical 
· calls are not made after business hours unless it is for urgent matters or for sick service users or staff
· Not make personal phone calls during supports unless urgent. 
· Not share other staff members phone numbers with anyone else. 
· Acknowledge that sharing your own phone number is an individual choice and staff who choose to share their number should still maintain strict professional boundaries with their availability to service users and their families. Phone calls outside of work should only ever relate to cancelled supports	

Better Together is not a 24hr service however we do deliver service every day and acknowledge disruptions, sickness and emergencies can happen outside of business hours. Business hours are Monday to Friday 8am-5pm – excluding public holidays. 

Better Together has an on-call phone number that is shared between different administration staff and is only for use outside of business hours. This number is used for:
· Service users to call when they want to cancel the next day or the morning of. 
· Staff to inform management they are sick and cannot attend work that day. 
· Emergencies that happen during supports that are outside business hours.

The on call phone will not be checked during business hours, the office line or direct staff number should be used during business hours. 

8.2 (K) 		Text Messages

Text messages are a mode of communication that all staff, board, volunteers and most service have access to. 

Better Together staff will: 
· Use text messages for Information that is often requiring a simple response and does not need a conversation and long explanation. 
· Ensure text messages should also be conducted during business hours unless it is urgent. 
· Ensure personal messages are sent outside of support times.
· It is expected that text messages are checked and responded to regularly/Daily

8.2(L)                  Social Media 
 
Rationale

This policy provides guidance for employee use of social media, which should be broadly understood for purposes of this policy to include blogs, wikis, microblogs, message boards, chat rooms, electronic newsletters, online forums, social networking sites, and other sites and services that permit users to share information with others in a contemporaneous manner. 

Better Together communication policy also includes the use of Social Media. Better Together provides the use of Social Media platforms as an optional alternative method of communication with our consumers. A social Media platform provide our consumers with a larger diverse range of communication choices and serves a greater reach with spreading news and updates from within the organisation along with external updates within the sector.

Detailed Procedures
 
The following principles apply to professional use of social media on behalf of Better Together as well as personal use of social media when referencing Better Together.

· Employees need to know and adhere to Better Together’s Code of Conduct, Employee Handbook, and other company policies when using social media in reference to Better Together and all of its stakeholders. 

· Employees should be aware of the effect their actions may have on their images, as well as Better Together’s image. The information that employees post or publish may be public information for a long time. 

· Employees should be aware that Better Together may observe content and information made available by employees through social media. Employees should use their best judgment in posting material that is neither inappropriate nor harmful to Better Together, its employees, or service users. 

· Although not an exhaustive list, some specific examples of prohibited social media conduct include;
· Posting commentary, content, or images that are defamatory, pornographic, proprietary, harassing, libellous, or that can create a hostile work environment.

· Employees are not to publish, post or release any information that is considered confidential or not public. If there are questions about what is considered confidential, employees should check with the Service Manager. 

· Social media networks, blogs and other types of online content sometimes generate press and media attention or legal questions. Employees should refer these inquiries to authorized Better Together spokespersons. 

· If employees encounter a situation while using social media that threatens to become antagonistic, employees should disengage from the dialogue in a polite manner and seek the advice of a supervisor. 

·  Employees should get appropriate permission before you refer to or post images of current or former employees, members, vendors or suppliers. Additionally, employees should get appropriate permission to use a third party's copyrights, copyrighted material, trademarks, service marks or other intellectual property.


8.2(M)	Use of WhatsApp

Rationale

Group messaging is a process that is a live chat where members of that chat can see all responses as they are received. This allows members on a service users team to post information in one location for all team members to see, thus reducing the need for contacting multiple individuals. It also provides members of the group to see who has responded to particular communications. 

The app is not to replace the essential nature of files notes. Files notes are to be a written record of what happened during a support shift with someone where everything should be saved about the ongoing situation, issues, appointments and conversations staff have with service users.  

The group chats is to increase communication effectiveness providing a space for the team members to inform each other of essential things they might need to know on a daily basis. 


Implementation of WhatsApp has been established to maximise communication effectiveness. In order to achieve the desired beneficial outcome of the group chats procedures are developed to assure;
· Professionalism in communication 
· Reduced double entry of information 
· The right type of information shared
· Increased information sharing
· Staff are able to access the most recent up to date information about a service user

Detailed procedure 

Better Together will: 
· Implement group chats on a secure online chat application. Better Together has chosen WhatsApp
· Ensure each chat group is easily identified by the name of the service user and only accessible to:
· Lifestyle coaches who are on the service users’ team
· relevant administration staff
· relevant management staff
· ensure chat groups are only be created by management team
· ensure accessibility to each chat group is kept up to date by the group chat admin member 
· ensure communication is respectful and courteous to everyone
· ensure your personal beliefs and values are not imposed on the service user and their group chat
· ensure confidential information is not shared 
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PROCEDURE   8.2   –   SERVICE MANAGEMENT :   C OMMUNICATION   

 

  Number    Procedure      Related  National  Disability  Insurance Scheme  Quality   Practice   Standard  

8. 2 (A)  Functions and Delegations   

8.2 (B)  Risk Management    

8.2 ( C )  Purpose of communications    

8.2 ( D )  Outgoing Communication   

8.2 (E )  External  Incoming Communication  1 ,2,3  

8.2 ( F )       Internal Communication    

8.2 ( G )       Meetings   

  8.2 ( H )       Use of Internet    

8.2 (I)       Email    

8.2(J)       Phone    

8.2 (K)       Text messages    

8.2 (L)       Social Media   

8.2 (M)       WhatsApp   

  NOTE: It should be noted that all communication of all forms  within the work roles of all  staff, board and volunteers will be communicated:      Respectfully      Professionally       Confidentiality       Without prejudice and discrimination       Fairly and honestly       In a collaborative manner     Procedures     8. 2 (A)     Functions and Delegations     Rationale     Position and Delegation of task     Detailed Procedure     Board of Directors    

