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[bookmark: _Toc119403965]4.09 Service Delivery & Participation Policy & Procedure
[bookmark: _Toc119404315]Purpose and Scope 
This policy and procedure outline the standards and expectations of Amwrelle Cleaning & Home Care Services when delivering quality care service to all participants. Amwrelle Cleaning & Home Care Services will implement the necessary measures and practices within their framework to ensure the core values of Amwrelle Cleaning & Home Care Services are upheld when delivering services to participants.
Amwrelle Cleaning & Home Care Services understands and recognises the importance of providing Amwrelle Cleaning & Home Care Services’ workers with guidelines that achieve the most effective, sufficient and safe delivery of quality care.
This extends to all workers and meets relevant laws, regulations, and standards.
[bookmark: _Toc119404316]Definitions
	Independence
	Free from outside control; not subject to another's authority. Not depending on another for livelihood or subsistence.

	Provision
	The action of providing or supplying something for use.

	Kinship
	Kinship refers to these bonds, and all other relationships resulting from them. Thus, the institution of kinship refers to a set of relationships and relatives formed thereof, based on blood relationships (consanguineal), or marriage (affinal).

	Competence
	The ability to do something successfully or efficiently.

	Auslan
	Auslan is short for Australian sign language, a language developed by, and for, Australians who are deaf or hearing impaired. It's a visual form of communication that uses hand, arm and body movements to convey meaning.

	Legally Binding
	A legally binding written agreement is an agreement which is valid and therefore enforceable. It means that the parties who have signed the agreement are expected to fulfill their obligations under the agreement.
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Policy
The purpose of this policy is to ensure Amwrelle Cleaning & Home Care Services’ workers promote and encourage participants to participate in their community actively. All workers of Amwrelle Cleaning & Home Care Services providing care for participants should also support participants in maintaining individuality and their development of skills.
Amwrelle Cleaning & Home Care Services aims to encourage a service delivery approach that solely focuses on participants and their needs. Workers of Amwrelle Cleaning & Home Care Services should aim to maintain participants' associations with families, friends, and communities.
Amwrelle Cleaning & Home Care Services aims to implement quality service delivery that promotes the well-being of all participants and aims at achieving the participants’ personal best. To do this, Amwrelle Cleaning & Home Care Services and its workers will encourage all participants to maintain individuality and develop the necessary skills to maintain independence. Workers will also encourage all participants to engage in activities within the community that allow them to develop skills that are used on a daily basis, such as problem-solving and communication skills.
[bookmark: _Toc119404318]Principles and Guidelines of Service Delivery
Amwrelle Cleaning & Home Care Services and its workers recognise and understand the importance of enforcing non-discriminatory and unbiased practices implemented within the framework of Amwrelle Cleaning & Home Care Services to ensure no individual is neglected. To achieve this to a high extent, Amwrelle Cleaning & Home Care Services will be sure to include Aboriginal and Torres Strait Islanders (ATSI) and Culturally and Linguistically Diverse (CALD) people. By doing so, Amwrelle Cleaning & Home Care Services is able to show their support and dedication to the ATSI and CALD community.
Amwrelle Cleaning & Home Care Services recognises and understands the importance of ensuring the principles of service delivery are thoroughly implemented within the practices of Amwrelle Cleaning & Home Care Services. By doing so, Amwrelle Cleaning & Home Care Services and its workers will be able to provide the most effective delivery of quality care to all participants while encouraging independence and the development of skills.
To identify the specific needs, wants, and requirements of the individual, Amwrelle Cleaning & Home Care Services will utilise a specific approach that focuses on the strengths of the participants. This ensures that participants recognise and understand the importance of kinship and family. The participant's needs, aspirations, abilities, and level of independence should become clear and evident as a result of utilising this approach. Workers of Amwrelle Cleaning & Home Care Services will guide participants' development of individuality by 


undertaking regular reviews on the participant's progress and developing new plans to improve. These will be monitored through regular assessments.
Management will ensure to employ culturally skilled individuals with varying qualifications and life experiences to ensure there is a wide range of personnel available to participants. By employing individuals with significant differences, Amwrelle Cleaning & Home Care Services is able to ensure all participants are receiving the services and quality care they require.
Amwrelle Cleaning & Home Care Services understands the importance of delivering services of care in a way that adheres to the participant's rights, makes them feel safe and secure while at Amwrelle Cleaning & Home Care Services, and supports the individuality of each participant. Workers should always aim to show their utmost respect for all individuals while delivering these services of care and encourage participants to engage in activities that allow them to pursue their aspirations and desires. To ensure this is achieved, Amwrelle Cleaning & Home Care Services will ensure all participants have the opportunity to make decisions in all aspects of their personal lives and the delivery of service they require.
It is the responsibility of Management to identify and provide referrals to additional services where appropriate. This should be done in conjunction with Amwrelle Cleaning & Home Care Services’ Providing Information, Advice and Referrals Policy and Procedure.
There are certain circumstances in which Amwrelle Cleaning & Home Care Services may be obligated to provide a referral to additional services. Below outlines these circumstances, however, are not limited to:
· Outdoor Activities
· Housing options that are suitable for the individual
· Beneficial community programs (E.g. Culture related activities)
· Occupation
· Schooling
· Transportation Via Trains, Trams or Bus
· Physical and Mental Health
· Leisure activities (E.g. sporting events, socialising events)
Amwrelle Cleaning & Home Care Services recognises that the needs of the participants may vary and change over time and will ensure to support and adhere to those needs. Amwrelle Cleaning & Home Care Services’ workers will undertake regular assessments and reviews to ensure any significant changes to the participant's condition are recognised, and the current practices and strategies implemented for the participant can be modified in a way that better suits the participant's needs.
[bookmark: _Toc119404319]
Interpreters and Translation
Amwrelle Cleaning & Home Care Services recognises and understands that certain participants may struggle to communicate effectively with the workers of Amwrelle Cleaning & Home Care Services. If the situation arises, Amwrelle Cleaning & Home Care Services will ensure to provide high-quality resources such as language services that are suited to the needs of the individual and enable effective communication between participants and workers of Amwrelle Cleaning & Home Care Services.
Amwrelle Cleaning & Home Care Services will include this information in the Amwrelle Cleaning & Home Care Services Handbook to ensure participants obtain the relevant information regarding the access of interpreters and translators. This information should also be displayed within Amwrelle Cleaning & Home Care Services’ facility. Amwrelle Cleaning & Home Care Services’ Referral Database will also contain the appropriate information regarding service contact details.
In addition to this, Amwrelle Cleaning & Home Care Services understands certain unknown circumstances may affect an individual’s ability to effectively communicate, even if they are confident in their English. In these circumstances, Amwrelle Cleaning & Home Care Services will provide the necessary services to ensure effective communication between Amwrelle Cleaning & Home Care Services and the individual. Families of the participant should be consulted to determine if an interpreter is required.
To determine if a participant requires an interpreter, Amwrelle Cleaning & Home Care Services will utilise the following steps as a guideline to come to a decision:
· Evaluate participants’ comprehension of English
· Undergo an informal interview with the participant
· Workers of Amwrelle Cleaning & Home Care Services should aim to gain a thorough understanding of the individual's background.
· Consult with participants' families or advocates to determine if an interpreter or translator is required.
There are certain circumstances in which Amwrelle Cleaning & Home Care Services is obliged to provide an interpreter or translator for the effective and efficient communication between participants and workers of Amwrelle Cleaning & Home Care Services. Below outlines the circumstances in which participants who are not confident in their English skills will be provided with an interpreter or given the option to obtain the information in their preferred language.
· When making participants aware of their rights and responsibilities, they must always ensure all participants adequately comprehend this information. If unable to do so, they should provide the participant with the necessary resources (an interpreter or translator) suitable to their needs to ensure they understand their rights and responsibilities.
· 

· Examples may include informing participants of their right to privacy and required payments.
· It is important for workers to understand and acknowledge the life decisions made by participants.  Participants who are unable to communicate these decisions may require an interpreter or translator to ensure workers are able to comprehend the information. In addition to this, it is crucial for participants to be able to comprehend important information to support their choices.
· Examples may include forms relating to medication, the administration of medication, if a participant requires a referral and more.
· If a participant is required to provide informed consent, they must ensure all participants are aware and understand what they are consenting to. Participants who have minimal English skills would require a translator or interpreter to ensure they understand what is required of them.
· Examples of this may include the release of information, guardianship, treatment and administration of medication.
Amwrelle Cleaning & Home Care Services recognises and understands that some participants may have no English skills at all or may use AUSLAN to communicate with others. In this situation, Amwrelle Cleaning & Home Care Services is expected to provide participants with the use of a professionally accredited interpreter, which is free of charge. Amwrelle Cleaning & Home Care Services welcomes participants to request a preferred interpreter that is professionally accredited.
Only a professionally accredited translator or interpreter can assist if a participant requires the translation or interpretation of important information. Interpreters or translators without a professional qualification are only able to interpret general information.
Amwrelle Cleaning & Home Care Services recognises the importance of ensuring a qualified interpreter is utilised when providing the participant with important information. Information that is considered important includes, however, is not limited to:
· Legally binding information
· Consent forms
· Medication forms
Generally, if a participant requests forms or plans of Amwrelle Cleaning & Home Care Services, an accredited interpreter or translator should be present to ensure the important information is understood.
If Amwrelle Cleaning & Home Care Services is unable to access an accredited translator or interpreter suitable to the participant at a particular time when it is essential, Amwrelle Cleaning & Home Care Services is able to seek assistance from the family or friends of the participant or a worker who speaks another language. If this situation arises, Amwrelle Cleaning & Home Care Services must ensure the decision and factors influencing the decision must be documented on the participant's record.

However, Amwrelle Cleaning & Home Care Services must access a qualified interpreter at the earliest opportunity to ensure the participant understands the information and is given accurate information. Persons under the age of 18 cannot be used as an interpreter.
Amwrelle Cleaning & Home Care Services will utilise the Victorian Interpreting and Translating Service (VITS), or the state equivalent, to access qualified Interpreters and Translators suitable to each participant. This organisation provides a variety of options to access its services. They provide on-site interpretation, over-the-phone interpreting, Video interpreting and language translations. Video interpretations are usually used for participants who are deaf or have a hearing impairment and use Australian sign language (AUSLAN) to communicate with others effectively.
If a participant requires a video interpretation, bookings can be made using the following:
· By phone on (03) 9280 1955 (24/7 Access)
· Online at http://participant.vits.com.au;
· By email to interpreting.bookings@vits.com.au
[bookmark: _Toc119404320]Supporting Documents
Documents relevant to this policy and procedure include:
· Providing Information, Advice and Referrals Policy and Procedure
· Feedback, Compliments and Complaints Policy and Procedure
· Privacy and Confidentiality Policy and Procedure
· Assessment, Planning and Review Policy and Procedure
· Decision-Making and Choice Policy and Procedure
· Service Access Policy and Procedure.
· Records and Information Management Policy and Procedure
[bookmark: _Toc119404321]Policy Review
Amwrelle Cleaning & Home Care Services may change 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, and other stakeholders and their feedback. 


image1.png
2

AMWRELLE





