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[bookmark: _Toc119403965]4.03 Support Planning & Review Policy & Procedure
[bookmark: _Toc119404238]Purpose and Scope 
The purpose of this policy and procedure is to set out the approach Amwrelle Cleaning & Home Care Services will take to assessment, planning and review in respect to Participant support plans, once a person has been offered and accepted Amwrelle Cleaning & Home Care Services services.
Legislation, regulations, and standards relevant to this policy and procedure include:
· National Disability Insurance Scheme Act 2013
· NDIS Practice Standards and Quality Indicators – Provision of Supports
· National Disability Insurance Scheme (Provider Registration and Practice Standards) Rules 2018 [F2020C00051]
· The NDIS Terms of Business and Guide to Suitability
· Disability Inclusion Act 2018
· Australian Consumer Law
· Age Discrimination Act 2004 (Cwth)
· Australian Human Rights Commission Act 1986 (Cwth)
· Disability Discrimination Act 1992 (Cwth)
· Racial Discrimination Act 1975 (Cwth)
· Sex Discrimination Act 1984 (Cwth)
This policy and procedure apply to all Participants of Amwrelle Cleaning & Home Care Services disability-specific services, their family members, carers, and other supporters.
[bookmark: _Toc119404239]Definitions
Planning - a process to enable people with a disability to explore their needs, goals and aspirations and the ways they can be supported to achieve these. Planning will have a different focus for each person.
[bookmark: _Toc119404240]Policy
This policy and procedure align with the Planning requirements as set out in the Disability Inclusion Act 2018 (Division 3), and the principles of the NDIS Act 2013 (Cwth) of participation, choice and control, engaging as equal partners in decisions and including families, carers, and other significant people.
Amwrelle Cleaning & Home Care Services will provide its Participants with limited assistance with planning, including regarding its own service delivery and through providing advice, information, and referrals.

Extensive assistance with planning is provided by Amwrelle Cleaning & Home Care Services to deliver planning or Co-ordination of support as one of our functions and with the expertise to develop informal, community and disability-specific responses. See Amwrelle Cleaning & Home Care Services Referral Database for relevant contacts.
Deliver person cantered coordination of supports and offer Participants choice and control over their NDIS plans. 
[bookmark: _Toc119404241]Procedures
The Operations Manager (or delegates) involved in assessment, planning and review activities will be trained in and capable of implementing:
· active engagement and early intervention strategies, including with families,
· strength-based planning, assessment, and review,
· holistic and collaborative approaches to service delivery; and
· capacity building of families and carers
The Participants will be offered full choice and control when planning their support, linking Participants to service providers and during on-going service delivery.
With Participant’s wishes and permission, we will include Participant’s family, friends, and chosen community in the service delivery planning and support Participants to engage with their family, friends and chosen community.
All documentation relating to assessment, planning and review will be maintained on Participant files and tracked in Amwrelle Cleaning & Home Care Services Participant management system.
For all assessments, planning and review activities, the Operations Manager (or delegates) will discuss Participants’ rights and responsibilities with them. They will confirm Participants’ understanding verbally, using an interpreter or advocate where required.
The Operations Manager (or delegates) will advise the person of their right to involve a support person in their dealings with Amwrelle Cleaning & Home Care Services.
Where required, Participants will be provided with information and support to access a person of their choice, such as an advocate, to assist them to access the service. See Amwrelle Cleaning & Home Care Services Decision Making and Choice Policy and Procedure.
In accordance with Amwrelle Cleaning & Home Care Services Privacy and Confidentiality Policy and Procedure, respect for and protection of Participants’ privacy and confidentiality will be reinforced on an ongoing basis, verbally and in literature promoting the services offered by the organization.

Where physical access issues are identified, the Directors (or delegates) will consider whether the service is accessible for the person, and if not, how it could be made accessible.
Where a language or cultural barrier is identified, the Operations Manager (or delegates) will engage an interpreter or an appropriate external agency to support the person. The Participant will also be offered written information in a language most understandable to them.
The Participant will be offered a minimum of two weeks period for them to decide at any stage of support provision, including assessment, planning, provision review and exit for any decision to be made. In this time, they can ask questions, make enquiries etc. to make decisions.
If necessary and with the Participant or their supporter/s consent, other parties such as service providers who deliver existing or complementary services to Participants will be included in assessment, planning and review activities.
The Operations Manager (or delegates) will take into account the Participant’s wishes in regard to accepting or rejecting particular support options.
[bookmark: _Toc119404242]Assessment
Following their Intake Interview, where a Participant is offered services and accepted, the Operations Manager (or delegates) will work with the Participant and their supporter/s to assess their needs, develop, and agree upon a Service Agreement.
The Operations Manager (or delegates) will meet with the Participant and their supporter/s within 5 working days of their acceptance, or sooner if able, for an Assessment and Planning Interview.
The Operations Manager (or delegates) will conduct all Assessment and Planning Interviews.
The assessment will take into account:
· the Participant’s needs (including health, wellbeing, and safety needs), goals and longer-term aspirations.
· the support that can be provided by Amwrelle Cleaning & Home Care Services to meet those.
· the Participant’s preferred links to family, friendships, and other support networks.
· the Participant’s and their supporters’ age, ability, gender, sexual identity, culture, religion, or spirituality.
· any barriers to community participation and strategies that could be put in place to help Participants overcome them.
· how, when, and where the Participant requires the support to be delivered.
 

Where possible, support provided by Amwrelle Cleaning & Home Care Services should:
· ensure Participants develop, maintain, and strengthen independence, problem solving, social and self-care skills appropriate to their age, developmental stage and cultural circumstances; and
· help Participants to take control of and responsibility for their choices and enhance their autonomy, independence, and community participation.
Where relevant, the interview will take into account information already provided about the person in their NDIS Plan.
Where required, the Operations Manager (or delegates) will identify and provide referrals and linkages to other services and activities that will enhance the Participant’s community participation and provide support and assistance to help them access these. Referral possibilities include, but are not limited to training, employment, education, health, wellness, recreation, leisure, cultural and community services, activities and events, as well as public transport and affordable housing options.
Referrals to alternative services will be provided in accordance with Amwrelle Cleaning & Home Care Services Providing Information, Advice and Referrals Policy and Procedure.
[bookmark: _Toc119404243]Planning
The Operations Manager (or delegates) will work with the Participant and their supporter/s to formalize the support to be provided in a Service Agreement. Amwrelle Cleaning & Home Care Services Service Agreement Templates can be tailored to the individual needs of each Participant.
· As a support coordinator Amwrelle Cleaning & Home Care Services will use the assessments of each Participant to plan individualized supports for each Participant. We will individually match the Participants to service providers that meet Participants requirements.
· The support- coordinator will complete the 8-week progress report and 9 months progress reports and send them to NDIS LAC/ Planner as required.
[bookmark: _Toc119404244]Service Agreement
When doing service agreements with Participants, Amwrelle Cleaning & Home Care Services will make sure to collaborate with each participant to develop the service agreement which establishes expectations, explains the supports to be delivered, and specifies any conditions attached to the delivery of supports, including why these conditions are attached.
Each participant is supported to understand their service agreement and conditions using the language, mode of communication and terms that the participant is most likely to understand.

Each participant will be given a signed hard copy or soft copy as they require upon signing of the agreement.
The Service Agreement will include:
· the supports that will be provided
· the cost of those supports
· how, when, and where the Participant requires the supports to be delivered
· the period for when the Participant requires the supports to be provided
· when and how the Service Agreement will be reviewed
· how the Participant and Amwrelle Cleaning & Home Care Services will deal with any problems or questions that arise, including complaint handling and dispute resolution
· what the Participant’s and their supporter’s responsibilities are under the Service Agreement
· what Amwrelle Cleaning & Home Care Services responsibilities are under the Service Agreement
· what notice is needed for the Participant or Amwrelle Cleaning & Home Care Services to change or end the Service Agreement and how this is done
Service Agreements will be prepared within no more than 7 days of the Participant commencing to regularly access Amwrelle Cleaning & Home Care Services services, and ideally by a service benchmark timeframe of 5 days.
The Operations Manager (or delegates) must ensure the Participant (and their supporter/s) understands their plan, or are supported to understand it, and provide the Participant a copy. A copy will also be kept on the Participant’s file and key elements captured in Amwrelle Cleaning & Home Care Services Participant management system.
The support can be provided to the Participant in absence of the Service Agreement if the Participant chooses not to have a service agreement. Where the participant chooses not to have an agreement, a record is made of the circumstances under which the participant did not receive a copy of their agreement.
When providing Support Coordination support to the Participant, the support coordinator will assist the Participant in signing service agreements with other service providers and explain to the Participant the service agreements as needed.
[bookmark: _Toc119404245]Review
The Operations Manager (or delegates) with the relevant stakeholders will review the provision of supports for each Participant every 6 months with the Participant and their supporter/s.
Flexibility will be provided in regard to the timing of review assessments, based on Participants’ needs and wishes.

Reviews will include:
· the Participant’s needs (including health, wellbeing and safety needs), goals and longer-term aspirations.
· the Participant’s progress towards addressing their needs and achieving their goals.
· recognition and celebration of the Participant’s progress; and
· the Participant’s and their supporters’ age, ability, gender, sexual identity, culture, religion or spirituality.
· the Participant’s preferred links to family, friendships and other support networks.
· any barriers to community participation and strategies that could be put in place to help Participants overcome them; and
· whether there needs to be a change to the supports provided.
Where possible, support provided to Participants by Amwrelle Cleaning & Home Care Services should:
· support them to develop, maintain and strengthen independence, problem solving, social and self-care skills appropriate to their age, developmental stage, and cultural circumstances; and
· help Participants to take control of and responsibility for their choices and enhance their autonomy, independence and community participation.
Reviews will take into account information in the Participant’s NDIS Plan (if applicable).
If changes to supports or their delivery are required, a Change of Booking form will be completed by the Participant or their supporter/s and the Operations Manager, the Change of booking form will be attached to the Participant’s Service Agreement.
If the Participant wishes to change their service delivery outside of the six-monthly review cycle, they can request a review or complete a Change of Booking form with the Operations Manager (or delegates).
[bookmark: _Toc119404246]Monitoring and Review
This Policy and Procedure will be reviewed at least annually by Amwrelle Cleaning & Home Care Services Management Team and incorporate staff, Participant and other stakeholder feedback.
Amwrelle Cleaning & Home Care Services Continuous Improvement Plan will be used to record and monitor progress of any improvements identified and feed into Amwrelle Cleaning & Home Care Services service planning and delivery processes.


Amwrelle Cleaning & Home Care Services annual Participant satisfaction surveys will assess Participant:
· satisfaction with supports provided.
· satisfaction with the relevance and quality of referrals and connections provided by Amwrelle Cleaning & Home Care Services staff; and
· awareness of, access to and experience of supports provided to enable them to maintain and enhance links with other people and organizations.
[bookmark: _Toc119404247]Withdrawal of services
· Amwrelle Cleaning & Home Care Services supports Participants in making decisions and choices as part of enabling Participants and making them more independent. Amwrelle Cleaning & Home Care Services will not withdraw services to Participant solely on the basis of a dignity of risk choice that has been made by the Participant.
· The decision to withdraw services must be approved by the Director.
· The Participant will be given agreed notice time (as set out in service agreement) and transition support to a new service provider in case of withdrawing services.
[bookmark: _Toc119404248]Sole Worker providing support to Live alone participant
Amwrelle Cleaning & Home Care Services will ensure that the following steps are taken before they allow any sole worker to provide support to participants living alone.
Assessment of following risk factors in relation to participants
· The participant is not receiving, from any other NDIS provider, supports or services that involve regular, face-to-face contact with the participant.
· One or more of the following applies:
· The participant or the participant’s plan indicates that the participant has limited or no regular, face-to-face contact with relatives, friends, or other people with whom the participant is well-acquainted.
· Without the assistance of another person the participant has limited or no physical mobility.
· The participant uses equipment to enable them to be physically mobile or to facilitate their physical mobility.
· Without the assistance of another person the participant has limited or no ability to communicate with others.
· The participant uses equipment to enable or facilitate communication with others, including to enable or facilitate the use of a phone or other device.
Once risk assessment is completed, Amwrelle Cleaning & Home Care Services will:
· document its assessment of the participant’s risk factors;


· as soon as reasonably practicable after completing the assessment, provide a copy of the assessment to the participant;
· place a copy of the assessment in the provider’s file relating to the participant; and
· as soon as practicable after the provider becomes aware of any change in circumstances that may have a significant impact on the provision of personal support to the participant:
· update the assessment to take account of the change;
· provide a copy of the updated assessment to the participant; and
· place a copy of the updated assessment in the provider’s file relating to the participant.
· If any risk factor is identified Amwrelle Cleaning & Home Care Services will also ensure the following: 
· there is a documented plan for supervision of the participant’s support worker that is appropriate having regard to the participant’s risk factors and the plan is implemented;
· all of the provider’s key personnel receive regular reports in relation to the care and skill with which personal support is being provided to the participant by the support worker, with the regularity of the reports being appropriate having regard to the participant’s risk factors; and
· appropriate action is taken by the provider, without any unreasonable delay, to address any concerns identified in those reports.
Amwrelle Cleaning & Home Care Services will ensure that they have entered into a written service agreement with the participant or has prepared a proposed written service agreement to enter into with the participant, made all reasonable efforts to enter it with the participant and provided a copy of it to the participant which includes the following:
· the rights and obligations of the participant and the provider, respectively, under the agreement;
· the means by which the participant’s support worker will be selected, including the participant’s role in the selection;
· a procedure that will be used to review of implementation of the agreement, which must include someone other than the support worker checking directly with the participant, and with appropriate frequency, the participant’s level of satisfaction with the type, quality and frequency of personal support being provided;
· the means by which the provider will supervise and monitor the performance of the support worker to ensure the performance is consistent with the agreement and the participant’s safety and well-being, which must include (as far as practicable) visits by a supervisor to the participant’s home, at a specified and appropriate frequency, to undertake in-person supervision of the support worker;
· the means by which the provider will communicate with the participant, which must include (as far as practicable) face-to-face communication with the participant in the participant’s home at an appropriate frequency;
· 

· the means by which the provider will engage with other providers who may be involved in providing supports or services to the participant in the participant’s home or in supporting the participant to access community-based activities.
Amwrelle Cleaning & Home Care Services will keep an up-to-date record (register) of all participants to whom they allow personal support to be provided by a sole support worker. 
[bookmark: _Toc119404249]Supporting Documents
Documents relevant to this policy and procedure include:
· Participant - Service Agreement
· Providing Information, Advice and Referrals Policy and Procedure
· Records and Information Management Policy and Procedure
· Service Access Policy and Procedure
· Decision Making and Choice Policy and Procedure
· Privacy and Confidentiality Policy and Procedure
· Feedback and Complaints Policy and Procedure
[bookmark: _Toc119404250]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 carers and workers every year.
All activities related to service planning, delivery, and evaluation will include workers, participants, and other stakeholders, and their feedback.
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