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	PROCEDURE
8.3 – SERVICE MANAGEMENT:
ADMINISTRATION



	
Number
	
Procedure

	
National Disability Insurance Scheme Quality Practice Standards

	8.3 (A)
	Office Opening and Closing Procedure
	


2

	8.3 (B)
	Correspondence and Communication
	

	8.3 (C)
	Ethical Use of Equipment
	

	8.3 (D)
	Provision of Organisational Motor Vehicles
	

	8.3 (E)
	Risk Management-Organisational
	

	8.3 (F)
	Environmentally Sustainable Work Practices
	

	8.3 (G)
	Office Ergonomics
	



Procedures

8.3 (A)		Office Opening and Closing Procedure

Rationale

All Better Together administration positions are part time and active in the community.  This means that there are times during weekday business hours that the Better Together office may not be open.  During these times there will be an active message bank and/or diversion to Manager’s mobile phone.  Other than these times, the office will be accessible to the public during business hours from Monday to Friday. It has opening and closing procedures, and a security system.

Detailed Procedure

Better Together administration staff will follow the procedures below:

Office Opening
The first staff to arrive at the Better Together office will:
· unlock office;
· turn on lights;
· check phone for messages;
· start air conditioners if necessary.


Office Closing 
The last staff to leave the Better Together office will:
· check all windows are closed;
· close all blinds;
· Follow environment safety cleaning procedures
· turn off air conditioners/lights;
· lock filing cabinets;
· lock internal offices;
· lock external doors.

Key Register
Employees who hold keys are recorded in an electronic Key Register.  This is updated as required or when the regular maintenance audit requires.


8.3 (B)		Correspondence and Communication

Rationale

Better Together has a communications system which operates in unison and is designed to serve a common purpose of effective communication.

Detailed Procedures

Telephone
Better Together expects staff to:
answer the telephone promptly and courteously;
have an on call phone operational outside officer hours

Mail
Better Together administration staff will:
compose all correspondence on Better Together stationery;
ensure outgoing envelopes are stamped with Better Together address; 
ensure the correct postage stamps are affixed.

Email
Better Together administration staff will:
be allocated a Better Together email address.

Website

The Better Together website is designed:
to give Better Together a presence in the NGO marketplace;
to build a profile of Better Together including its mission and values;
to promote and raise public awareness of the services provided by Better Together.
be used as a communication tool with external and internal stakeholders


8.3 (C)		Ethical Use of Equipment

Rationale

The primary purpose for which equipment and vehicles  are provided to Better Together employees is to assist them in carrying out the duties of their employment.  This policy sets out guidelines for acceptable personal use of Better Together equipment by management committee members and employees.

Better Together facilities, equipment and vehicles are to be used to support the organisational objectives. Staff members may not use resources (including any person, money, or property) under their control for personal benefit or gain, or for the benefit or gain of other individuals or organisations, except as specified below.  This policy does not apply to those situations where personal use of Better Together equipment constitutes agreed remuneration under a contract of employment. 

It is the responsibility of the manager to ensure that all staff members abide by the following procedures.  

Detailed Procedure

Motor Vehicles
Better Together vehicles must not be used other than for Better Together business.  This does not apply to those situations where personal use of a Better Together vehicle constitutes agreed remuneration under a contract of employment (see 8.02 Use of Organisational Motor Vehicles).

Better Together staff will fill in, date and sign the allocated logbook to capture usage details and mileage (who was using the vehicle, when and how far they travelled). 

Information Technology Equipment
Employees may use the internet and email access provided by Better Together for:
any work and work-related purposes;
limited personal use (see below).

Examples of reasonable personal use are:
conducting a brief online bank transaction;
sending a brief personal email, similar to making a brief personal phone call.

In these situations it is expected that:
the staff member advises and negotiate this use with the manager;
the time spent on the internet replaces all or part of a staff member’s break/s for that day, or that they adjust their timesheet accordingly for that day.

It is not expected that staff need to advise or negotiate with the manager for personal use that would be reasonably considered to be of a limited nature.

Unacceptable use
Employees may not use internet or email access (including internal email access) provided by Better Together to:
create or exchange messages that are offensive, harassing, obscene or threatening;
create, copy, transmit, or retransmit chain letters or other unauthorised mass mailings;
use Better Together systems as a platform to gain unauthorised access to other systems;
carry out activities that are illegal, inappropriate, or offensive to fellow employees or the public. Such activities include, but are not limited to, hate speech, or material that ridicules others based on race, creed, religion, colour, sex, disability, national origin, or sexual orientation;
visit websites containing objectionable (including pornographic) or illegal material;
make any personal communication that could create the perception that the 
communication was made in that person’s official capacity as an employee of Better Together;
conduct any outside business or private employment;
assist any election campaign or lobby any government;
advertise and sell for commercial purposes;
exchange any confidential or sensitive information held by Better Together (unless in the authorised course of their duties).


8.3 (D)		Provision of Organisational Motor Vehicles

Rationale

Better Together provides motor vehicles to employees within the ordinary course of employment where it is deemed to be in the interest of the organisation.  The provision of motor vehicles to employees for private use will be at the absolute discretion of the management committee.  Motor vehicles owned or leased by the organisation will be managed by the manager on behalf of the management committee.

Motor vehicles will be used by employees primarily to discharge their employment obligations as directed by the organisation. 

Private Use
An employee who is allocated a vehicle for private use has the option of nominating a second driver who may drive the vehicle outside of normal working hours.  The primary driver must supply the name and address of the secondary driver to the manager and/or the management committee prior to the person being authorised as the secondary driver.  It is the responsibility of the primary driver to acquaint the secondary driver with the content of this policy.

Detailed Procedure

Better Together will:
comprehensively insure all organisational motor vehicles;
fully maintain all organisational vehicles, and:
· in circumstances where repairs are required outside of the regular service periods a fault will be corrected by the appropriate dealership as soon as possible; 
· ensure motor vehicles remain free from defects, including scratches or dents to the body and damage to the upholstery.

Better Together will expect employees who drive Better Together motor vehicles to:
sign the vehicle log when using the vehicle, except for the primary vehicle drivers, whom stays logged in until in use by another employee;
hold a current Queensland Driver’s Licence of the correct class for the vehicle being driven and the number of passengers being transported; and
· if the employee holds an interstate or overseas Driver’s Licence to obtain a Queensland Driver’s Licence in accordance with Qld. Transport and Main Roads legislation;
read and understand the Better Together Employment Agreement and new Employee Manual;
abide by the Queensland Road Rules;
not smoke inside a Better Together motor vehicle; and
· if smoking is detected in any motor vehicle a written warning will be issued to the staff member/s concerned;
be responsible for all traffic and parking fines incurred while in charge of a Better Together motor vehicle;
not drive if under the influence of alcohol, illegal drugs or if taking medication that cautions against driving;
only drive Better Together motor vehicles in accordance with work related activities;
check tyre pressures regularly to avoid premature wear;
notify the manager of any vehicle defects;
familiarise themselves with any safe travel requirements as outlined in the Risk Management Plan for the service user/s being transported.

In the circumstance of a Better Together motor vehicle being determined by the insurer to have been driven under the influence of alcohol or drugs, and subsequently damaged or causing damage to other property, the organisation reserves the right to undertake legal action to recover all costs associated with the incident from the individual responsible for the damage.

In some instances, support workers will be required to use their private vehicles to discharge their employment obligations (see Policy 11.01(I) Use of Private Motor Vehicles).


8.3 (E)		Risk Management - Organisational

Rationale

Better Together is committed to ensuring that the organisation, management committee members, employees, and other unpaid persons involved in organisation business are appropriately insured and indemnified.

Detailed Procedure

Better Together will take out and maintain the following insurance policies:
professional indemnity for committee members, employees and other unpaid persons;
workers compensation for employees;
personal accident insurance for management committee members and other unpaid persons;
comprehensive motor vehicle insurance for all organisation vehicles;  
public liability insurance;
contents insurance for Lagoon Creek Café and Function Room facility;
(when applicable) contents insurance for the main Better Together office (leased premises);
electrical equipment protection insurance;



8.3 (F)		Environmentally Sustainable Work Practices

Rationale

Better Together recognises the importance of protecting the environment and will minimise the environmental impact of work practices carried out by the organisation.

Definition

Environmentally sustainable work practices are those which reduce harm on the environment and reduce wastage of resources.

Detailed Procedure

All Better Together employees will be encouraged to:
Reduce
· use goods which stop waste being generated;
· reduce waste by choosing products that have minimal packaging and can be used productively and then recycled.
Re-use
· re-use containers, packaging or waste products, wherever possible.
Recycle
· recycle waste material into useable products, wherever possible.
Save Energy
· maintain air-conditioning at a constant temperature of 23-24ºC;
· close blinds or curtains to minimise heat build-up;
· maintain only security lighting after business hours;
· switch off equipment overnight wherever possible;
· notify supervisor of required repairs to malfunctioning utilities (e.g. leaking taps) as soon as possible.


8.3 GJ)	Office Ergonomics

Rationale 

Better Together aims to protect its employees’ health and welfare by providing furniture and a work environment which meets ergonomic requirements. 
Better Together recognises the importance of ergonomics. Ergonomics applies to:
posture;
prevention of fatigue and injury;
comfort and safety;
environmental factors, such as lighting and noise;
job, workstation and equipment design.

Definition

Environmental factors are those related to the work environment, such as noise and lighting.
Ergonomics is the applied science of designing workplace equipment, which is comfortable, safe and efficient to use.

Detailed Procedure

Better Together will promote ergonomically-sound work practices and provide ergonomically-sound equipment to:
assist employees with their efficiency;
reduce or eliminate work-related injury;
increase job satisfaction.

Work environment
Glare and reflection
· vertical blinds to block light and/or reduce glare;
· computer screens will not be positioned towards windows or fluorescent lights;
· if required, provide anti-glare filters (mesh covers, non-reflective glass) to computer screens.
Noise
· equipment will not produce noise which exceeds the maximum noise level recommended by the Standards Association of Australia or as specified in local laws.
Temperature
· heating and cooling provided to ensure room temperature is not too hot or too cold.
Workstation
· all components of a work area will be arranged to maximise good posture and minimise fatigue;
· items used regularly, such as the telephone and computer to be within easy reach.
Chairs
· adjusted to suit employee’s requirements;
· when seated employee’s:
· small of back should be supported on back rest
· feet should be flat on floor or on a footrest.
Desks
· When standing employees 
· Will have computers at adjustable heights to suit their height needs
· when seated employee’s:
· Feet to be flat on the floor (or on a footrest) and knees and thighs are not to be in contact with the top of the desk;
· Arms should drop down vertically from the shoulders with forearms parallel with the floor when hands are in a typing position.
· Standing desks are offered for health and wellbeing 
· 
Keyboard
· to be positioned so that the employee’s midsection is slightly to the right of the centre of the keyboard;
· should be 6-7 cm from the edge of the desk.
Mouse
· to be placed at either end of the keyboard depending on which hand the employee uses to operate it.
Computer screens
· should be below the height of employee’s eye so they are looking down onto the screen;
· should be approximately 60-70 cm in front of user.
Posture
· employees encouraged to:
· Hold body and head erect;
· Use a back rest to support the small of the back;
· Relax upper arms, tuck elbows slightly into the side, bent approximately a 90º angle;
· Hold forearms and wrists horizontal or inclined slightly downwards;
· Make sure legs are clear of the front edge of the chair – no pressure on the underside of thighs;
· Feet are flat on the floor or on a footrest;
· Participate in ergonomic activities i.e. eye breaks, stretching exercises.



Related Better Together Policies and Procedures

Policy 4.0  Privacy, Dignity and Confidentiality
Policy 8.0  Service Management: Governance	
Policy 8.1  Service Management: Finance
Policy 10.0  Human Resources
Policy 11.0  Safety and Risk Management
Policy 11.01  Safe Work Practices and Service Delivery
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PROCEDURE   8. 3   –   SERVICE MANAGEMENT :   ADMINISTRATION  

 

  Number    Procedure      National Disability  Insurance Scheme  Quality Practice  Standards  

8.3 (A)  Office Opening and Closing Procedure        2  

8.3 (B)  Correspondence and Communication  

8.3 (C)  Ethical Use of Equipment  

8.3 (D)  Provision of Organisational Motor Vehicles  

8.3 (E)  Risk Management - Organisational  

8.3 (F)  Environmentally Sustainable Work Practices  

8.3 (G)  Office Ergonomics  

  Procedures     8. 3   (A)     Office  Opening and Closing Procedure     Rationale     All Better Together administration positions are part time and active in the community.   This means that there are times during weekday business hours that the Better  Together office may not be open.  During these times there will be a n active message  bank and/or di version to  M anager ’ s mobile phone.  Other  than   these times, t he office  will be  accessible   to the public   during business hours   from Monday to Friday.  It   has   opening and closing procedures, a nd a security system.     Detailed Procedure     Better Together   administration staff   will follow the procedures below:     Office Opening   The first   staff   to arrive at the  Better Together   office will:      u nlock office ;      turn on lights ;      c heck phone for messages ;      s tart air conditioners if necessary .       Office Closing    

