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[bookmark: _Toc157441896]CONTINUITY OF SUPPORTS POLICY AND PROCEDURE

[bookmark: _Toc157441897]PURPOSE

Continuity of supports management is a crucial aspect of AmeCare's operational plans and risk management strategy. Ensuring continuity of supports can lead to higher client satisfaction, the provision of quality and efficient supports and business continuity. 

The purpose of this policy is to ensure that participants have continued supports and services and that possible risks of disruptions to supports are identified, mitigated and managed. This means that AmeCare strives to ensure the continuity of participant supports and services without disruptions.

[bookmark: _Toc157441898]SCOPE

This policy applies to all AmeCare staff, including permanent or casual employees, contractors, consultants, and people otherwise engaged by AmeCare (e.g., volunteers).

[bookmark: _Toc157441899]DEFINITIONS

	Term
	Definition

	Continuity of supports
	This means a commitment of the NDIS provider to ensure people with disability who were receiving services are not disadvantaged in the event of an emergency, disaster, staff shortage or any other event that may cause disruption.

	Staff shortage
	Means that there are not enough workers or not enough workers in specific qualifications, knowledge, skills, specialities, or settings to adequately serve participants’ needs.

	Emergency
	A serious, unexpected, and often dangerous situation requiring immediate action.

	Disaster
	A sudden accident or a natural catastrophe that causes great damage or loss of life.
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AmeCare is committed to the following:
· Ensuring participants have access to timely and appropriate support without interruption.
· Delivering services as described in the Service Agreement with participants.
· Providing the participants with the agreed supports at the agreed time and in a manner consistent with all relevant laws, including the National Disability Insurance Scheme Act 2013 and rules and the Australian Consumer Law.
· Keeping the scheduled services/appointments with the participant or giving a minimum of 48 hours’ notice if we need to make a change to a scheduled appointment.
· Ensuring day-to-day operations are managed in an efficient and effective way to avoid disruption and ensure continuity of supports.
· Allocating a suitably qualified and/or experienced person to perform the role in the event of a worker's absence or vacancy.
· Planning supports to meet the participant’s specific needs and preferences. These 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 preferences.
· Putting arrangements are in place to ensure support is provided to the participant without interruption throughout the period of their service agreement. Alternative arrangements for the continuity of supports for each participant, where changes or interruptions are unavoidable, will be:
· explained and agreed with them; and
· delivered in a way that is appropriate to their needs, preferences and goals.

AmeCare has established a continuity of support process to support service planning and delivery.

AmeCare has developed processes to provide continuity of services if unable to meet the above requirements, including (but not limited to):
· Arranging for contractors to provide services; or
· signing Memorandums of Understanding with other local service providers to provide services.

[bookmark: _Toc157441901]PROCEDURE

The following procedures are implemented to ensure that AmeCare meets its policy objective of ensuring continuity of supports:

WORKER ABSENCE OR VACANCY

In the event of a worker's absence or vacancy, a suitably qualified and experienced person will perform the role. 

If the usual position holder is unable to attend or fulfil their duties, the Director or a manager will delegate responsibility to another worker suitably informed and qualified. The Human Resource Register is used to identify the replacement or backup worker for each staff member. 

The Senior Management Team is responsible for avoiding service interruptions to participants by:
· Allocating suitable replacement workers that can undertake supports where practicable.
· Ensuring that the replacement worker has all required qualifications, skills and knowledge to properly support the participant.
· Ensuring the replacement or backup worker, where possible, meets the participants’ preferences (i.e., language).
· Delegating responsibilities to a worker who has worked with the participant before and is aware of their preferences and support needs.
· Informing the participant if the usual support worker is unable to provide services or attend an appointment.
· Obtaining the consent of participants and/or their families, carers or guardians before proceeding with services.
· Gathering feedback from participants on the replacement or backup worker upon completion of the service/activity.

DELEGATION OF AUTHORITY 

AmeCare is committed to ensuring responsibilities are delegated to the appropriate authority to meet the legislative, regulatory, financial and contractual responsibilities and to monitor and respond to quality and safeguarding matters associated with delivering supports to participants. 

The specific authorities for each role are outlined in the corresponding Position Descriptions and delegated authorities are outlined in the Delegation of Authority Register. 

To properly delegate authority, AmeCare will implement the following measures:
· Establish a clear and documented system of delegation, outlining who will assume responsibility in the event that the usual position holder is unavailable.
· Ensure that the designated backup worker has the necessary qualifications, knowledge and experience to effectively perform their duties.
· Minimize disruptions to important management tasks by:
· Postponing any non-critical meetings and management activities.
· Prioritizing and planning essential management activities.
· Communicating our delegation of authority plans to all employees.
· Keeping returning management staff informed of any work that was done during their absence.

The Senior Management Team is responsible for delegating responsibility and authority to another suitable person in the absence of a usual position holder in the event of planned or unexpected leave. The delegation decision will take into account the caseload and qualifications, knowledge and skills of the other workers at the time.

In the event that delegated duties involve the direct provision of services to participants, the managers/supervisors must obtain consent from participants prior to the reallocation of any direct participant services.

Each staff member will be informed of the planned and unexpected leave arrangements during the orientation and induction. Appropriate handover and training of the role and responsibilities to be covered will be undertaken by the replacement or backup worker prior to the leave period of the position holder.

The delegation of roles and responsibilities and the period of time of the delegation will be recorded via written communication (e.g., meeting minutes or emails), and a record will be kept in the delegated staff member's file.

All staff are responsible for reporting all planned and unplanned leaves to their line manager or supervisor. 

SUPPORT PLANNING

Participant needs, support requirements, and preferences, including the inputs from their family and support network, are identified during the initial assessment process and documented in the Participant Risk Assessment and Support Profile (located on Shift Care and Brevity)

These are reviewed regularly with the participants and their families/support network to ensure that each support is consistent with the participant’s needs, goals and preferences.

TRANSITION AND EXIT PLANNING

When a participant transitions to another provider or exits the service, AmeCare will coordinate with all relevant parties to ensure a seamless handover. This includes sharing necessary information (with consent) and supporting the participant to avoid any gaps in support.

AVOIDING SERVICE INTERRUPTIONS

Service Agreements between participants will include details of our cancellation arrangements (including rescheduling the support) and advice periods for cancellations and changes to agreed appointments.

When rescheduling service, AmeCare will proceed only if:
· There is no capacity to assign support duties to a qualified worker.
· The rescheduling will not negatively impact the participant's safety, health or well-being. Staff will document and handle any risks associated with rescheduling services

To reschedule a service, staff must:
· Contact the participant by phone or in person.
· Arrange a date and time that is suitable for the participant.
· Handle any related administrative promptly.

Communication During Disruptions
In the event of a disruption to supports, AmeCare will promptly communicate with participants, their families, and staff. Information will be provided in accessible formats and languages as required. 

Communication methods may include phone calls, SMS, email, or other agreed channels. Where possible, advance notice will be given, and updates will be provided as the situation evolves.


EMERGENCY AND DISASTER MANAGEMENT

AmeCare has developed an Emergency and Disaster Management Plan to ensure business continuity in the case of a disruption or disaster event that impacts the provision of services.

The Emergency and Disaster Management Plan incorporate strategies to ensure continuity of supports before, during and after the occurrence of a disaster event.

When an unavoidable interruption occurs, staff will contact the participants to inform them of the disruption event and changes to their appointments/services. If staff cannot contact the participant due to the disruption event (i.e., outage), they will be briefed at the next scheduled service.

FEEDBACK AND COMPLAINTS

Participants and their representatives are encouraged to provide feedback or raise complaints regarding the continuity of supports. All concerns will be managed in accordance with AmeCare’s Complaints Management Policy, ensuring prompt investigation and resolution.

STAFF TRAINING AND AWARENESS

All staff, including contractors and volunteers, will receive annual training on continuity of supports procedures and emergency preparedness. Training records will be maintained, and refresher sessions will be provided following significant policy updates or after an incident.

RISK ASSESSMENT AND CONTINUOUS IMPROVEMENT

AmeCare will conduct annual risk assessments to identify potential threats to the continuity of supports, such as pandemics, IT outages, or supply chain disruptions. 

Mitigation strategies will be documented and reviewed regularly. Lessons learned from incidents, audits, and participant feedback will be used to update and improve this policy and related procedures.

Scenario Planning

AmeCare maintains checklists and response plans for common disruption scenarios, such as staff illness, natural disasters, IT failures, or pandemics. These plans are reviewed annually and after any significant incident to ensure they remain effective and relevant.


RECORD-KEEPING

All decisions, handovers, and incidents related to continuity of supports will be documented and securely stored. This includes records of delegated authority, participant communications, and feedback received during or after disruptions.

ACCESSIBILITY AND INCLUSION

This policy and all related procedures are available in accessible formats, including Easy Read and translated versions, upon request. AmeCare is committed to ensuring all participants can understand and exercise their rights regarding continuity of supports.


[bookmark: _Toc157441902]RELATED DOCUMENTS

· Participant Portal
· Staff Portal
· Human Resource Register
· Delegation of Authority Register
· Participant Support Plan
· Shift Care (support profile)
· Participant Risk Assessment
· Emergency and Disaster Management Plan
· Governance and Operational Management Policy and Procedure
· Conflict of Interest Policy and Procedure
· Complaints Management Policy and Procedure
· Incident Management Policy and Procedure
· Risk Management Policy and Procedure
· Emergency Management Plan
· Transition to or from provider policy and procedure 
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· National Disability Insurance Scheme Act 2013 (Cth)
· NDIS Practice Standards and Quality Indicators – November 2021
· NDIS Code of Conduct
· National Standards for Disability Services
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