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[bookmark: _Toc157441992]PERSONAL SUPPORT POLICY AND PROCEDURE

[bookmark: _Toc157441993]PURPOSE

NDIS participants who receive personal support in their own homes may experience a level of risk if those supports are provided by the same individual NDIS worker for any extended period of time. This risk is likely to be greater when the NDIS participant lives alone.

Under the additional condition imposed under section 73G of the National Disability Insurance Scheme Act 2013 (NDIS Act) for providers of assistance with daily personal activities to participants who live alone, if AmeCare supports a participant who lives alone and is to receive personal support from a sole support worker, we will work with them to assess whether there are any risks to them from relying on a sole worker and put in place arrangements to monitor the quality of the supports provided by that worker, as well as the participant’s satisfaction with them.

This policy outlines the approach of AmeCare in providing assistance with daily personal activities to NDIS participants who live alone, ensuring compliance with the additional condition of registration under section 73G of the NDIS Act 2013. AmeCare is committed to the safety, well-being, and independence of participants, and to delivering high-quality, person-centred support that respects the participant's rights and dignity.

[bookmark: _Toc157441994]SCOPE

This policy applies to all employees and contractors of AmeCare who are involved in the delivery of personal support to participants living alone.

[bookmark: _Toc157441995]DEFINITIONS

	Term
	Definition

	Face-to-face communication
	Communication or contact in person and directly with the participant and does not include online or virtual communication or contact.

	Participant
	An NDIS participant who lives alone.

	Personal Support
	Assistance with daily personal activities as defined by the NDIS.

	Risk Factors
	Factors that may impact a participant's capacity to engage in the community, as outlined in the NDIS Act.

	Service Agreement
	A written agreement detailing the provision of personal support.

	Support worker
	Individual providing personal support to a participant.
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POLICY

AmeCare acknowledges the risks associated with providing daily personal activities supports to participants living alone, including:
· Receiving supports at home from a sole support worker for extended periods.
· Limited face-to-face interactions with other NDIS providers.
· Limited contact with relatives, friends, or support networks.
· Dependence on equipment or another person for physical mobility.
· Dependence on another person or equipment for communication.

AmeCare recognises that participants who live alone face increased risks when receiving support for daily personal activities. These risks are heightened when participants:
· Have limited or no contact with other providers, relatives, friends, or supporters.
· Depend on assistance from others or equipment for physical mobility and/or communication.

Living alone and receiving support from a lone worker heightens risks such as neglect and abuse. When lone-worker supports are unavoidable or preferred by the participant, a comprehensive risk management strategy must be implemented. This strategy will include:
· Formulating this policy and procedure in strict compliance with NDIS requirements.
· Conducting comprehensive participant risk assessments to identify and address these specific risks.
· Rostering staff with careful consideration of these risks and aligning with participant preferences whenever possible.
· Implementing robust monitoring, supervision, and training protocols for staff to ensure they:
· Understand and fulfill duty of care requirements.
· Effectively interpret and act upon risk assessments and risk management plans.
· Accurately identify and appropriately respond to changing circumstances.
· Efficiently report significant changes and incidents.

AmeCare recognises that participants living alone face increased risks when receiving support for daily personal activities. To mitigate these risks, AmeCare will take the following steps in consultation with them:
· Wherever possible, avoid assigning sole support workers to NDIS participants who live alone.
· Conduct thorough risk assessments for participants receiving support for daily personal activities, addressing all risks identified by the NDIS Commission.
· Develop a tailored risk management plan for each relevant participant that:
· Aligns with NDIS Commission requirements, this policy, and the participant’s preferences wherever possible.
· Is included in the participant’s service agreement.
· Is implemented according to the service agreement.
· Continuously monitor the implementation of the risk management plan to ensure its effectiveness.

PROCEDURE

This procedure outlines the steps necessary to ensure the safety and well-being of NDIS participants who live alone and receive daily personal activities supports. It details the responsibilities of the staff in conducting risk assessments, developing and implementing risk management plans, and ensuring proper staffing and supervision. This procedure aims to mitigate the heightened risks associated with lone-worker supports and ensure compliance with NDIS requirements.

RESPONSIBILITIES

1. Director:
· Oversee the implementation and monitoring of this policy.
· Ensure compliance with NDIS requirements.
· Review and respond to reports from support workers and supervisors.
· Ensure appropriate staff selection, training, and supervision processes are in place.

2. Staff Delivering Daily Personal Activities Supports:
· Conduct risk assessments for participants.
· Develop and implement risk management plans.
· Provide feedback and reports as required.
· Participate in regular supervision and training sessions.

3. Supervisors:
· Monitor support workers’ performance.
· Conduct regular in-person visits to participants’ homes.
· Ensure the implementation of risk management plans.
· Provide regular reports to the Director.

RISK MANAGEMENT

Risk assessments are critical in identifying and addressing potential hazards that NDIS participants who live alone may face. This process ensures that all identified risks are managed effectively through appropriate planning and intervention. The assessments will evaluate various factors that contribute to the participant's vulnerability and guide the development of a comprehensive risk management plan.

Risk Assessments:

For participants who live alone and require assistance with daily personal activities, intake assessments will evaluate the level of risk based on the following factors:
· Frequency of face-to-face contact with:
· Other service providers
· Relatives, friends, and other supporters
· Dependence on others for physical mobility or communication
· Dependence on equipment for physical mobility or communication

The assessment will account for the heightened risk when multiple risk factors are present.

Risk Management Plan:

When assessments identify heightened risks to a participant, a comprehensive risk management plan will be developed, documented, implemented, monitored, and reviewed to address these risks. At a minimum, the risk management plan will include:
· Documented staff supervision processes.
· Regular communication with participants, including face-to-face interactions in their homes whenever feasible.
· Processes for engaging with other organisations providing support to the participant at home or in accessing community-based activities (subject to the participant’s consent to share information).
· Procedures to determine the appropriate frequency of communications, reports, reviews, feedback, and information sharing with other providers based on the participant’s level of risk.

When a participant is identified as having heightened risks, a detailed risk management plan must be formulated to address these risks effectively. This plan should be tailored to the individual needs and circumstances of the participant and should include the following elements:

1. Individualised Risk Management Plan:
· Develop a risk management plan for each participant identified with heightened risks. This plan should take into account the specific risks faced by the participant and outline strategies to mitigate these risks.
2. Inclusion in Service Agreement:
· Ensure that the risk management plan is included in the participant’s service agreement. This integration ensures that all support provided is in line with the identified risks and agreed-upon strategies.
3. Compliance with NDIS Requirements:
· Formulate the plan to reflect NDIS Commission requirements, ensuring it adheres to all regulatory and safety standards. This ensures that the plan is legally compliant and meets the highest standards of care.
4. Alignment with Policy:
· Ensure the risk management plan aligns with the overall policy on managing risks for participants who live alone. This consistency helps maintain a standardised approach to risk management across all participants.
5. Participant Preferences:
· Incorporate the participant’s personal preferences wherever possible. This includes considering their input on how they wish to receive support and any specific strategies they prefer for managing risks.
6. Actionable Steps:
· Outline clear, actionable steps within the plan to address identified risks. This includes specific actions to be taken by support staff, timelines for these actions, and any resources required.
7. Roles and Responsibilities:
· Define the roles and responsibilities of all parties involved in implementing the plan. This includes the participant, support staff, supervisors, and any other stakeholders.
8. Monitoring and Review:
· Include a robust framework for monitoring the implementation of the plan. This involves regular check-ins, progress assessments, and adjustments as needed. Set clear intervals for reviewing and updating the plan to ensure it remains relevant and effective.
9. Documentation and Record-Keeping:
· Ensure that all aspects of the risk management plan are thoroughly documented. Maintain comprehensive records of the plan’s development, implementation, and any updates or changes made over time.
10. Emergency Procedures:
· Incorporate emergency procedures within the plan to address any immediate risks that may arise. This includes clear guidelines on how to respond to emergencies and ensure the participant's safety.

The risk management plan will be included in the participant’s service agreement. The following steps will be taken:
· Provide a copy of the service agreement to the participant.
· Attach a copy of the service agreement to the participant’s file.

If significant changes occur that could impact the provision of personal support:
· Promptly update the risk assessment.
· Provide a copy of the updated assessment to the participant.
· Attach a copy of the updated assessment to the participant’s file.

The risk management plan will be reviewed at intervals appropriate to the participant’s identified risk.

To ensure the safety and well-being of participants, effective implementation of risk management plans involves the following steps:
· Implement the risk management plan as outlined in the service agreement, ensuring all actions and strategies align with the participant’s needs and preferences.
· Systematically monitor the plan’s implementation through routine check-ins, performance reviews, and feedback mechanisms to assess effectiveness and address issues.
· Collect and analyse data on the plan’s implementation, including incident reports and progress tracking, to inform necessary adjustments.
· Review and update the risk assessment and management plan if significant changes occur, involving stakeholders and documenting changes.
· Foster continuous improvement through ongoing training for support staff, integrating best practices, and conducting quality assurance checks.
· Ensure clear communication and coordination among all parties, including regular meetings, information sharing, and established emergency protocols.

STAFF SUPERVISION

To ensure the safety and well-being of participants, daily personal activities support will generally not be assigned to sole support workers. When this is unavoidable or preferred by the participant, sole support workers will be assigned only under the following conditions:

1. Comprehensive Risk Assessment: A thorough risk assessment has been conducted, and an appropriate risk management plan has been developed.
2. Written Service Agreement: A written service agreement has been established with the participant, or all reasonable efforts have been made to prepare and provide a copy of the agreement to the participant.
3. Documented Supervision Plan: A detailed supervision and monitoring plan, appropriate to the participant’s level of risk, has been documented and is in place to oversee the sole support workers.

Supervision Plan for Support Workers

A documented supervision plan for support workers must include the following risk management plans. The frequency of these treatments must be specified and appropriate to the participant’s level of risk:

1. Regular Feedback:
· Implement processes to regularly gather participant feedback to ensure satisfaction with the type, quality, and frequency of personal support provided.
2. Consistent Communication:
· Establish regular communication with participants, preferably face-to-face, to ensure they are satisfied with the level of service received.
3. Implementation Reviews:
· Assign a person, other than the support worker, to visit the participant’s home regularly to verify that the service delivery meets the agreed-upon standards.
4. Ongoing Supervision:
· Ensure support workers receive regular supervision, including a documented program to build their capacity to identify participant risks and needs, respond appropriately, and report as required.
5. In-Person Monitoring:
· Require the support worker’s supervisor to regularly visit the participant’s home to monitor and supervise the support worker in person.
6. Regular Reporting:
· Mandate that support workers provide regular reports on the care and skill with which they are delivering personal support to the participant.
7. Management Reviews:
· Have the Director and senior management review support worker reports regularly to ensure that appropriate standards of care are maintained.
8. Timely Response:
· Ensure the Directorand senior management take prompt action to address any concerns identified in the support worker’s reports.
9. Record Keeping:
· Maintain detailed records of all participants receiving personal support from sole support workers, review these records regularly, and update them as necessary.

Service Agreements

Support for participants will be provided in accordance with the service agreement. These agreements may include supports beyond daily personal activities as appropriate.

Service agreements will:

1. Account for Risk Factors:
· Take into consideration the participant’s specific risk factors.
2. Specify Rights and Obligations:
· Clearly outline the rights and obligations of both the participant and the provider under the agreement.
3. Support Worker Selection:
· Detail the support worker selection process, including the participant’s role in selecting their support worker.
4. Review Procedures:
· Describe the procedure for reviewing the implementation of support, ensuring it is conducted directly with the participant to confirm satisfaction. This includes:
· Assigning an independent person (other than the support worker) to review the implementation.
· Specifying the frequency of these reviews.
5. Performance and Safety Plans:
· Include a plan to ensure that the support worker’s performance aligns with the agreement and safeguards the participant’s safety and well-being. This involves:
· Regular supervision of the support worker, with specified frequencies.
· Monitoring the support worker’s performance in-person at the participant’s home, as far as practicable, with specified visit frequencies.
6. Communication Methods:
· Outline the means of communication between the provider and the participant, emphasising face-to-face interactions in the participant’s home whenever feasible, at a frequency appropriate to the participant’s identified risk level.
7. Collaboration with Other Organizations:
· Define the process for working with and sharing information with other organisations that provide services and supports to the participant, subject to the participant’s consent.

REVIEW AND AMENDMENT

This policy will be reviewed regularly and amended as necessary to reflect changes in legislation, practice standards, and participant needs.
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· Individual Risk Assessment
· Service Agreement
· Participant Risk Assessment 
· Participant Support Plan
· Participant Satisfaction Survey
· Performance Appraisal
· Accommodation Manual 
· Emergency Management Plan
· Management of NDIS
· Progress Notes
· Dysphagia Policy
· Complex Bowel Care Policy
· Incident Management Policy
· Complaints and Feedback Policy
· Participant Rights and Responsibilities Policy
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· National Disability Insurance Scheme Act 2013 (Cth)
· NDIS Practice Standards and Quality Indicators – November 2021
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· Disability Discrimination Act 1992 (Cth)
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