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[bookmark: _Toc119403965]4.04 Continuity of Supports Policy & Procedure
[bookmark: _Toc119404253]Purpose and Scope 
The Continuity of Supports Policy and Procedure is implemented to ensure service delivery is continued within Amwrelle Cleaning & Home Care Services for participants. This is implemented alongside a range of policies, procedures and key plans.
This extends to all employees and meets relevant laws, regulations, and standards.
[bookmark: _Toc119404254]Policy
Amwrelle Cleaning & Home Care Services is to ensure it upholds appropriate processes and plans such as the Fire Safety and Emergency Policy and Procedure and the Succession Planning Policy and Procedure to guarantee business and service continuity for participants especially during emergencies and times of hardship.
Amwrelle Cleaning & Home Care Services is to ensure the quality and quantity of workers, contractors, and other services to meet the needs for participants in all situations.
Amwrelle Cleaning & Home Care Services is to ensure operations are managed daily and efficiently to avoid discontinuation of supports to participants.
Amwrelle Cleaning & Home Care Services is to ensure if any disturbances or unavoidable discontinuations occur, that arrangements are in place for participants to continue supports along with the participants and their family’s consent.
Amwrelle Cleaning & Home Care Services is to ensure service continuity during the transition into or exit of Amwrelle Cleaning & Home Care Services.
Amwrelle Cleaning & Home Care Services is to ensure staff are trained correctly and informed on participants requirements in order to meet the participant's needs. 
[bookmark: _Toc119404255]Procedures
Amwrelle Cleaning & Home Care Services follows the responsibilities of the provider as described in the participant's service agreement to ensure the participant receives services continuously without interruption. Amwrelle Cleaning & Home Care Services will provide the participant with the supports agreed upon, at the agreed-upon time in a manner consistent with all relevant laws and legislation including the Australian Consumer Law and the National Disability Insurance Scheme Act 2013.
[bookmark: _Toc119404256]
Appointment Changes
Appointments will be scheduled with the participant before the service is provided and the participant must be given a minimum of 48 hours’ notice if changes are going to occur to the service delivery, along with consent from the participant and their family. Emergencies may be sudden and can be unavoidable, which may reduce the time of notice.
If the appointment is to be changed, which will cause an interruption to services and Amwrelle Cleaning & Home Care Services is not able to cater for the change, Amwrelle Cleaning & Home Care Services will arrange for contractors to provide services or sign memorandums of understanding with other local service providers, for them to provide services during this time. Amwrelle Cleaning & Home Care Services will ensure that these contractors and service providers:
· Have correct checks such as a Police Check, NDIS check and a Working with Children’s Check
· Are suitably trained and qualified
· Have been inducted into Amwrelle Cleaning & Home Care Services’ services
· Have been provided with the correct information on the participants; they understand and are able to meet their needs.
[bookmark: _Toc119404257]Worker Retention
This procedure must be read along with Staffing Policy and Procedure, as well as Human Resource Policy and Procedure.
In order to facilitate continuity of service, Amwrelle Cleaning & Home Care Services may engage contractors by advertising for suitable staff to provide services, sourcing staff from a hiring agency or signing Memorandums of Understanding with other local service providers to provide services.
· The Proprietor is responsible for checking that contractors and other temporary replacement staff have:
· Undergone mandatory criminal history checks.
· Have appropriate qualifications (where necessary) to deliver the service and have been inducted to deliver services on Amwrelle Cleaning & Home Care Services’ behalf.
· Discuss co-operative service-continuity plans with other local service providers.
· The Operations Manager or delegate will re-assess co-operative service-continuity plans with other local service providers and liaise with them to make improvements to the Amwrelle Cleaning & Home Care Services’ Emergency Plan.
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Crisis
This Fire Safety and Emergency Policy and Procedure prepare Amwrelle Cleaning & Home Care Services’ service continuity and delivery against the impact of crises such as extreme weather events and their attending uncertainty. 
[bookmark: _Toc119404259]Implementation of Plans
Amwrelle Cleaning & Home Care Services is responsible for making sure Amwrelle Cleaning & Home Care Services has appropriate plans in place to ensure continuity of supports such as:
· Strategic and Operational Plan
· Continuous Improvement Plan
· Emergency Management Plan
· Succession Plan
· Business Continuity Plan
[bookmark: _Toc119404260]Commitment to Uninterrupted Supports
We are committed to ensuring day to day operations are managed efficiently and effectively to avoid disruption and ensure continuity of supports; our supports are planned with each participant to meet their specific needs and preferences. The participants' needs, and preferences are documented and provided to workers prior to commencing work with each participant, to ensure the participant's experience is consistent with their expressed preference. We also have an arrangement in place to ensure support is provided to the participant without interruption, throughout the period of their service agreement. Where changes or interruptions are unavoidable, we will make alternative agreements which we will explain to the participant and seek their approval. Where applicable, we have Emergency Management Planning in place to enable the continuation of critical supports before, during and after a disaster.
[bookmark: _Toc119404261]Supporting Documents
Documents applicable to this policy and procedure are:
· Human Resource Policy and Procedure
· Staffing Policy and Procedure
· Fire Safety and Emergency Policy and Procedure
· Governance - Business Strategic and Operational Plan (Example)
· Governance - Continuous Improvement Plan
· HRM - Delegation of Authority
· Governance - Business Continuity Plan
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Policy Review
Amwrelle Cleaning & Home Care Services may make changes 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 and careers and workers annually.
All service planning, delivery and evaluation activities will include workers, client and other stakeholders and their feedback. 
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