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[bookmark: _Toc119403965]4.07 Information, Referral & Advice Policy & Procedure
[bookmark: _Toc119404284]Purpose and Scope 
This policy and procedure is to be used in conjunction with the entire manual but more specifically Records and Information Management Policy and Procedures. It aims to ensure that participants are provided with all the necessary information and have access to the services relevant and suitable for their needs.
This extends to all workers and meets relevant laws, regulations, and standards. 
[bookmark: _Toc119404285]Definitions
	Referring (referral)
	Direct and provide information to someone about something, e.g. a service.

	Stakeholders
	A person with an interest or concern in Amwrelle Cleaning & Home Care Services, e.g. participants, families, investors, workers etc.

	Respect
	Due regard for the feelings, wishes, or rights of others.

	Scaffold
	To provide information to and prepare an individual for a specific task.


[bookmark: _Toc119404286]Policy
It is expected of all Amwrelle Cleaning & Home Care Services workers to act professionally and productively to ensure efficiency for the company. Amwrelle Cleaning & Home Care Services will be required to inform the public, participants and other stakeholders regarding the services they provide. Amwrelle Cleaning & Home Care Services will continue to work efficiently to deliver their services and meet the needs of their participants, whilst continuing to strengthen and improve their services to meet the growing and changing needs of participants. 
[bookmark: _Toc119404287]Procedure
All workers are required to interact respectfully with other organizations and will not engage in conversations that may undermine other organizations. When Amwrelle Cleaning & Home Care Services workers have any concerns about aspects of another organization which negatively impact participant welfare or Amwrelle Cleaning & Home Care Services communication with that organization, the issue will be given to Management, who will follow the complaints process of that organization to address the problem. 
[bookmark: _Toc119404288]
Referral Support
Amwrelle Cleaning & Home Care Services displays and provides information on different services and resources for individuals to participate in community organizations; this could include pamphlets, brochures or flyers. Information will be given in a variety of amounts, where appropriate.
This ensures that participants have all relevant information before making any decisions.
Amwrelle Cleaning & Home Care Services provide information through but not limited to:
· Pamphlets
· Brochures
· Flyers
Amwrelle Cleaning & Home Care Services is required to create a database including all referrals; this is updated by delivery workers constantly. It is also beneficial when participants have been denied service or wish to leave, as Amwrelle Cleaning & Home Care Services can suggest services that may better suit the needs of the participant.
Workers must ensure that they are differentiating information for their participants, to provide them with the correct information, relevant to their needs and services. They must also be sure to communicate in a way that is more suitable for the participant and easy to understand.
Methods to clearly communicate include but are not limited to:
· Writing in simple English
· Presenting content verbally (phone or in-person)
· Other forms of support
To guarantee the efficiency of Amwrelle Cleaning & Home Care Services, workers will ensure they respond to service requests in a timely manner, committing to the Service Access Policy and Procedure. Referrals will be made within two working days, committing to the Assessment, Planning and Review Policy and Procedure.
To uphold a highly respected reputation, Amwrelle Cleaning & Home Care Services workers must speak to participants in a professional but compassionate manner, being sensitive to their needs without judgment. Amwrelle Cleaning & Home Care Services will provide participants with support in finding and making communication with services and facilities.
When providing referrals, workers must consider the participants’ incredibly important requirements, the requirements of vulnerable individuals and individuals with complicated needs. Amwrelle Cleaning & Home Care Services workers will consider the level of distress the individual may have suffered; it may be necessary to ask for assistance from a senior worker prior to referring them on to other service providers. Other considerations may include:

· Safety issues.
· The age, gender, sexual identity, culture, religion, and the ability of the individual and the language and communication needs.
· Additional services the individual is already receiving and from were.
Amwrelle Cleaning & Home Care Services workers must cooperate with participants and work together to ensure they have selected the correct services and suggested referrals, with a clear understanding of why it would be beneficial for them and any potential challenges they might face. The worker should work with the participant, identifying and discussing ways to solve the challenges potentially
Potential challenges include:
· Services Shortages
· Wait lists
· Lack of information about services
· Lack of transportation 
· Cultural or language barriers
· Cost of services
· Lack of capacity
The following information will be given to individuals as required and is included in the Participant Handbook:
· Alternative services
· Referral method
· Feedback and complaints process 
To ensure all records and information are accounted for and up to date, Amwrelle Cleaning & Home Care Services will use Shiftcare to track service access, refusal and referrals. These records must include the timeframe of actioned and outgoing referrals. If a participant is unhappy with a referral, Amwrelle Cleaning & Home Care Services should direct them to the feedback and complaints process.
Workers will be helped with the ongoing structured and on-job training and skills development resources to help individuals with significant or complicated cases.
[bookmark: _Toc119404289]Service Promotion
The Owner/Director will verify Amwrelle Cleaning & Home Care Services is found in all appropriate directories, including through the "Find Registered Service Providers" feature on the NDIS website. Doing so will distribute details on Amwrelle Cleaning & Home Care Services services in the appropriate formats to:
· Local NDIA office
· Local authorities

· Non-government providers
· Agencies
· NDIS Local Area Coordination (LAC) service provider
[bookmark: _Toc119404290]Social Networking, Communication and Engagement
It is crucial for Amwrelle Cleaning & Home Care Services to monitor and continue to improve services and scaffold participants for future referrals. For efficiency of this, it is beneficial for Amwrelle Cleaning & Home Care Services’ Operations Manager to create and maintain effective relationships with agencies, local authorities and non-governmental providers. 
It is crucial for Amwrelle Cleaning & Home Care Services to create a mutually respected relationship with both Aboriginal and Torres Strait Islanders and Cultural and Linguistically Diverse (CALD) services, ensuring they are able to recognise and address participants' needs. Amwrelle Cleaning & Home Care Services must assist and guide workers, ensuring they have all the necessary training to meet the needs of participants from all different backgrounds. By being sensitive to and educated about diversity, participant results, customer service and overall organization will be enhanced.
Regarding any service providers that Amwrelle Cleaning & Home Care Services works with, including the continuous cycle of creating, reviewing, and modifying agreements. The Operations Manager is responsible for ensuring the cycle is maintained, as well as establishing relationships, guidelines, and responsibilities. 
Interagency meetings or events are excellent networking opportunities for workers further to educate themselves about various services and referral possibilities, as well as potentially improving the services offered by Amwrelle Cleaning & Home Care Services. Any changes or communications made regarding these interagency meetings or events must be recorded, as said in the Records and Information Management Policy and Procedures.
To ensure that Amwrelle Cleaning & Home Care Services is the most suitable resource for the company to achieve the best results for participants, they will be reviewed at a minimum annually by the Owner/Director.
[bookmark: _Toc119404291]Information Sharing Provisions
To ensure Amwrelle Cleaning & Home Care Services is following the Information Sharing Guidelines for Registered Community Services, they must be aware of the following rules:
· Seek permission, where possible, prior to communicating information and where this does not place the participant or any other person at risk.
· Prioritize the best interests of children including the need to protect children from danger, protect their rights and encourage their growth.
· Carry Out trained assessment – use their professional abilities, skills and experience – in determining what action to take regarding a vulnerable individual.

· Wherever they are not exclusively permitted to disclose information by the Children, Youth and Families Act 2005, only share information as authorised by Privacy Legislation, see Amwrelle Cleaning & Home Care Services’ Privacy and Confidentiality Policy and Procedure.
· Ask a senior worker if they are unsure of what to do.
[bookmark: _Toc119404292]Documentation
Documentation on referrals shall be used to ensure the continuous improvement of Amwrelle Cleaning & Home Care Services. To ensure Amwrelle Cleaning & Home Care Services is effectively tracking service access and refusal, and referral information, they will be recorded in the participant management system. Amwrelle Cleaning & Home Care Services will evaluate its efficiency against its criteria for responding to requests for knowledge and referrals for action on a six-monthly basis. This is to guarantee the individual’s needs are addressed in a reasonable time that continues to support the urgency of their needs. Though it is the responsibility of the delivery worker to update the Referral Database of Amwrelle Cleaning & Home Care Services regularly, Management must officially review the Referral Database every six months to ensure the information it contains is current and relevant.
[bookmark: _Toc119404293]Multiple Services
One service may not be sufficient for all participants, therefore, Amwrelle Cleaning & Home Care Services should intend to offer each participant all relevant services that will benefit them in their current position; ensuring they are given the relevant information alongside the service. Information regarding the outcome of referrals will be monitored via the Participant Management Plan of Amwrelle Cleaning & Home Care Services, and in the file of the participant. Furthermore, it will be recorded following the Record and Information Management Policy and Procedure.
[bookmark: _Toc119404294]Supporting Documents
Documents relevant to this policy and procedure include:
· Records and Information Management Policy and Procedure
· Assessment, Planning and Review Policy and Procedure
· Service Access Policy and Procedure
· Decision Making and Choice Policy and Procedure
· Privacy and Confidentiality Policy and Procedure
· Feedback, Compliments and Complaints Policy and Procedure
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Policy Review
Amwrelle Cleaning & Home Care Services may change to this policy and procedures from time to time to improve the effectiveness of its operation. Generally, this entire policy will be reviewed in consultation with people using the service, their families, carers and workers every year.
All service planning, delivery, and evaluation activities will include workers, participants, other stakeholders, and their feedback.
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