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WELCOME TO MWP COMMUNITY CARE




Empowering Ageing by
Embracing Prevention

Welcome, congratulations and thank you for giving the gift of your time to
MWP community Care and our clients.

Our programs would not be possible without the commitment of our
volunteers; extraordinary people who dedicate their time, energy and
enthusiasm to making our community a better place for all.

Whatever your motivation, your volunteering effort will enhance the life of the elderly in the
community and for that, we thank you.

We aim to provide you with a meaningful volunteer experience where you may develop personally
and professionally. The purpose of this handbook is to provide information to volunteers about
our organisation and to equip them with the knowledge, resources and confidence to deliver
services responsibly and efficiently.

OUR MISSION STATEMENT

MWP Community Care, through its volunteers, staff and community networks, provides quality and
caring individualised services to support people and enable them to live independently and
participate in their communities.

In 1967, our founder Daphne Elsworthy saw a need in the community and responded. Older people,
often living alone, needed support to maintain their independence and social connections with others
in the community.

Today, MWP Community Care continues to evolve to assist our clients and their needs. From our new
Dementia Cafe, to an exciting Events an Outings calendar, and a holistic health and wellness program,
we continue to empower our clients to age well, and age as they choose.

We have two programs as part of our organisation:

1. The Community Services Social Support Program covers the Northern Beaches local government
areas.

2. The Home Maintenance and Modification Program covers the Northern Sydney Health District.
We provide support services to people who cannot manage alone and offer a range of services such
as: accompanied transport, shopping, visiting, and social outings, home maintenance and
modifications.

We offer social events and training throughout the year for our volunteers.
“Our volunteers are the heart and soul of our
organisation. We would not have the community outreach, without our volunteers’
valuable contribution of time and generosity”



Our Vision + Values

Social connection is crucial for older Australians as it supports their mental and emotional well-
being, promotes physical health, provides cognitive stimulation, offers a sense of purpose, and
establishes a support system. It is an essential component of a fulfilling and healthy life for older
adults.

Our vision is to be the service provider of choice for older Australians living on the Northern
Beaches, offering a vast array of support services to both our Social Support and Home
Modifications and Maintenance services clients, to empower our clients to age by embracing
prevention.

To our team, you are not just another number. We believe that you know what is best for you, and

we will work in partnership with you and do our best to tailor our services to meet your needs and
preferences for all of your services and requests.

We operate on the CARE system

Working togetheras ateam withourvolunteersand partners
to improve the lives of older people and people with a

Collaboration

disability in our community.
Agility Responding quickly to change, e.q. safety requirements, new
technology and ways of connecting with people.
Respect At the core of who we are, respecting the choice and dignity
of our clients, volunteers and staff.

Excellence

Striving to deliver excellence in care by going that extra mile
to ensure the best possible care is provided in the safest way

possible.



What our clients say

“l love being a client
of MWP. It’s a
lifesaver. | love the
friendships I’'ve made,
| love the staff and |
love the exercise. |

am totally in love with
MWP!”

~ Iris, MWP client
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Our Services

MWP Community Care has provided a range of support services for individuals within the Northern
Beaches community since 1967.

Our aim is to assist people to remain in their own homes longer, by providing a diverse range of
services

Community Services (Social Support)
The Neighbour Aid team assists volunteers by coordinating the following tasks:

Accompanied Transport (Door to Door)
Driving and accompanying clients to medical and other appointments

Escorted Shopping
Take the client shopping and assist where required.

Shop By List
Collecting shopping list for client and doing their shopping for them.

Home Visits
A client in, or near, their own home to provide friendship and companionship

Phone Calls
Making a daily call to ensure a client is well or a regular weekly or fortnightly call for a friendly chat

Social Outings
Accompanying clients on individual or group outings to cafes, nurseries, libraries or social events, etc.

Phone Room
Based in our office, this involves talking to clients and matching their request for service with our field

volunteers as well as other administration tasks.

CALD / Multicultural Social Support Groups
Volunteers who speak another language may assist with social activities and outings designed for

specific cultural groups. The Neighbour Aid CALD (Culturally and Linguistically Diverse) Program
supports this service.

Home Maintenance and Modification service (HMM)
Professional tradesmen and handymen carry out minor repairs to maintain safety and comfort in

clients’ homes. Jobs such as installation of ramps, grab rails, or external handrails are provided, as
well as minor plumbing and electrical work.

Northern Sydney Home Modifications Scheme (Upper Level)
A regional service incorporating the Home Modification Services of the Northern Sydney area in the

provision of support with modification work to clients’ homes of a larger nature, costing over $5,000.
Modifications to kitchens and bathrooms for example, enable frail, aged and disabled people to
maintain mobility and independence in their own homes. Installation of chair lifts, widening of
doorways for wheelchair access, ramps and other modifications assist home access and client
mobility.




Our Philosophy

MWP Community Care believes in the right of people to:

* Make choices in their own lives

* Dignity, respect, privacy and confidentiality

* Be valued as individuals

e Access services on a non-discriminatory basis
* Receive accountable and responsive services

Outcomes
The outcomes pursued by MWP Community Care are:
* That people who cannot manage alone and who have no family or friends to rely on are provided
with a support service
* That people who are frail, aged or disabled can remain in their own home
e That primary caregivers are supported in their role
e That the agency operates in a caring, responsive and accountable manner

Welfare Principles
* Respect for the dignity and uniqueness of the individual
e Self-determination
* Acceptance of an individual's behaviour, rights and values
* Having a non-judgmental attitude - not judging a situation at face value
* Being genuine and committed
* Respect for confidentiality

Commonwealth Home Support Program

What is CHSP?

The Commonwealth Home Support Program helps senior Australians access entry-level support services
to live independently and safely at home.

Financial assistance is provided for services that support people living at home who are at risk of
inappropriate institutionalisation.

CHSP programs provide community care services to frail, aged people (over 65), younger people with
disabilities and their carers.

The Aims of CHSP are to:
* Provide a comprehensive, coordinated and integrated range of basic maintenance and support
services for frail, aged people, people with a disability and their carers.
e Support CHSP clients to be more independent at home and in the community, thereby enhancing
their quality of life and/or preventing their inappropriate admission to long-term residential care.
* Provide a greater range of services and flexibility in service provision to ensure that organisations
respond to the needs of the user.



The basic principles of CHSP are:

* The type, level and quality of the services should be matched to the user's needs, using assessment
services where appropriate.

¢ Services should be made available to all members of the target group with priority given to those
persons most at risk.

¢ Services should be delivered in a manner that promotes independence, achieves integration, avoids
duplication and is cost effective.

e Users must be given adequate information to get their needs met and should have confidence in the
responsiveness and continuity of the services. Service can be provided to anyone of any age who has a
disability, which makes independent living difficult, people with a functional disability, or people who
are frail or aged or who have dementia. This is also available to their carers.

Aged Care Quality Standards

Everyone has the right to be treated with dignity and respect. The Aged Care Quality
Standards define what good care looks like. The standards which apply to MWP
Community Care are:-

e Standard 1: The Person

¢ Standard 2: The Organisation

e Standard 3: The Care and Services
e Standard 4: The Environment

Serious Incident Response Scheme (SIRS)

The Serious Incident Response Scheme (SIRS) is helping to reduce abuse and neglect in Australian
Government-subsidised aged care. The SIRS builds the skills of providers, so they can better support older
Australians receiving aged care services.

The SIRS sits alongside, and complements, other legislative requirements that aged care providers must meet.

From 1 December 2022, the SIRS will be extended from residential aged care to home care and flexible care
delivered in a home or community setting.

The Commission must be notified of all reportable incidents. This includes incidents that occur, or are alleged
or suspected to have occurred, and includes incidents involving a care recipient with cognitive or mental
impairment (such as dementia).

Incidents that are not one of the 8 reportable incident types listed below are not required to be reported to the
Commission. However, depending on the circumstances, they may need to be reported to another government
body.

Approved providers should always consider their local regulatory environment when determining whether an
incident must be reported and to whom.

All incidents that occur in the provision of care, whether reportable or non-reportable, must be managed in line
with a service’s IMS. The SIRS categorises incidents as either Priority 1 or Priority 2



PRIORITY ONE
Residential aged care providers must report all Priority 1 reportable incidents to the
Commission within 24 hours of them becoming aware of the reportable incident.

Priority 1 reportable incidents include those that cause, or could reasonably have been expected to have
caused, physical or psychological harm and/or discomfort that would usually require some form of medical or
psychological treatment, or where there are reasonable grounds to report the incident to police.

All reportable incidents involving instances of unexplained absence from care, unexpected death of a person
who receives aged care, unlawful sexual contact, or inappropriate sexual conduct, are always Priority 1
reportable incidents.

Priority 1 reportable incidents must be reported to the Commission within 24 hours of the provider becoming
aware of the incident.

PRIORITY TWO
Residential aged care providers must report all reportable incidents to the Commission including Priority 2
reportable incidents.

Priority 2 reportable incidents are all those that do not meet the criteria for Priority 1. These must be reported
to the Commission within 30 days of a provider becoming aware of the reportable incident.

Providers must report Priority 2 reportable incidents to the Commission within 30 days of becoming aware of it
occurring.

How do | report an incident?
INCIDENTS ARE REPORTED using the SIRS tile on the My Aged Care Provider Portal.

What are Reportable Incidents?

Unreasonable use of force - for example, hitting, pushing, shoving, or rough handling a person who receives
aged care

Unlawful sexual contact or inappropriate sexual conduct - such as sexual threats against a person who
receives aged care, stalking, or sexual activities without consent

Neglect of a person who receives aged care - for example, withholding personal care, untreated wounds,
or insufficient assistance during meals

Psychological or emotional abuse - such as yelling, name calling, ignoring a person who receives aged care,
threatening gestures, or refusing access to care or services as a means of punishment

Unexpected death - where reasonable steps were not taken by the provider to prevent the death, the death
is the result of care or services provided by the provider or a failure by the provider to provide care and
services

Stealing or financial coercion by a staff member - for example, if a staff member coerces a person to
change their will to their advantage, or steals valuables from them

Inappropriate use of restrictive practices - such as:
o where a restrictive practice is used without prior consent or without notifying the person's representative
as soon as practicable
o where a restrictive practice is used in a non-emergency situation, or
o when a provider issues a drug to a person to influence their behaviour as a form of restrictive practice

Unexplained absence from care - where the person is absent from the service without explanation
and there are reasonable grounds to report the absence to the police.


https://www.agedcarequality.gov.au/consumers/minimising-restrictive-practices

MWP Community Care & Our Volunteers

Rights of Volunteers
Volunteers have the right to:-

Work in a safe and healthy environment in accordance with the Work, Health & Safety Act of 2011
Be treated fairly and shown respect

Be appointed within the EEO and Anti-Discrimination Legislation

Be provided with adequate orientation and training

Be provided with safe systems of work

Be provided with adequate supervision and support

Be provided with a Position Description for your role and agreed working hours

Access to a grievance procedure

Have your information stored and confidentially maintained in accordance with the Privacy Act 1988
Be recognised as a valued team member

Be covered by insurance

Refuse a work request if it is not part of the duties as outlined in your job description

Be reimbursed for out of pocket expenses

Be informed and consulted on matters which directly or indirectly affect them and their work
Receive a reference if required.

Responsibilities of Volunteers

In conjunction with your rights you have a responsibility to:

Be reliable

Fully understand and comply with MWP Community Care’s Policies

Carry out the specified job description

Undertake training as requested

Ask for support when it is needed

Value, support and respect other team members

Carry out the work agreed to, responsibly and ethically

Respect the rights of clients

Respect decisions made by staff

Provide feedback relating to your role, any client concerns, or extensive wait times, to an appropriate
staff member

Report incidents and accidents within 24 hours of occurrence to a MWP Care staff member and
complete an accident report

Give notice when you are unavailable

Give notice before you leave the organisation

Ensure vehicle is adequately clean and tidy for the safety of comfort of the client.



Rights of MWP Community Care

To receive as much effort, dedication and service from a volunteer as from a paid staff member, even

on a short term basis.

To expect conscientious acceptance of responsibilities to: promptness, reliability and good

performance.

To expect loyalty and an understanding of the philosophy and goals of MWP Community Care.
To expect clear and open communication from the volunteer at all times, including constructive

criticism.

To assess work performance and to suggest relocation to another task if necessary.

To release any volunteer who in the reasonable opinion of MWP Community Care, is inappropriate,
breaching the Code of Conduct or not performing tasks in accordance with the above terms

Responsible Behaviour and Code of Conduct
As a volunteer for MWP Community Care certain conducts of behaviour are expected to be adhered to

whilst undertaking volunteer duties:

Abide by the philosophy and rules of MWP Community Care.

Volunteers should not be under the influence of illegal drugs or alcohol when volunteering.
Volunteers must behave in a responsible and reliable manner.

Volunteers are acting as representatives of MWP Community Care and should adhere to the
highest standards of honesty, integrity and confidentiality.

Volunteers should not make any public comments or statements to the media that would lead
anyone to believe you are representing the views of MWP Community Care. All media appearances
should be approved and/or accompanied by the Volunteer Supervisor/Coordinator.

If medication is required, volunteers should ensure they have this with them at all times. All staff
have access to a basic first aid kit.

If resigning from your volunteer role, it would be appreciated if you could give adequate notice. One
to two weeks would give us enough time to organise or reallocate clients to other volunteers. We are
committed to constantly improving the program and this will allow us to replace your role promptly.
Adhere to all the accounting procedures of MWP Community Care.

Exercise discretion in the acceptance of gifts from clients. Always check with a coordinator when a
client is offering any gifts of monetary value.

Gifts of money should be seen as a donation to the service.

Respect the integrity and rights of clients in all aspects of human relationships.

Avoid discussing sensitive issues such as religion and politics with clients.

Follow the grievance procedure to try and resolve any conflicts with other volunteers or staff members
of MWP Community Care.

Not abuse, (physically/verbally), or harass in any form, clients, volunteers or staff of MWP Community
Care.

Not give advice to clients, instead be an active listener.

Not alienate clients from their family.

Treat clients with courtesy, respect and consideration and act on complaints and provide services to the
best of your ability.

* Failure by staff and volunteers to abide by the Code of Conduct may lead to dismissal from MWP

Community Care.



Volunteers also agree to:
¢ Attend the training that is provided for volunteers internally where possible. Volunteers are
encouraged to attend any ongoing training to meet the needs of our client group and service
guidelines.
* Read regular emails

Dress Code

Employees and volunteers are required to wear clean, neat and inoffensive clothing that is appropriate
to the work undertaken and client served. All volunteers will be given access to MWP Community Care
clothing.

Cancelling a Job

If you have accepted a job and subsequently need to cancel, please advise the office as soon as
possible. Arrangements will be made to provide a replacement volunteer or assist the client in
rescheduling.

Having a Break

Please let the office know of periods when you are unavailable, for example if you are going on
holidays. We will therefore not contact you unnecessarily and will also have an indication as to how
many jobs we can fulfil in any one week. If you have regular clients, it is important for us to find another
volunteer to cover the service while you are unavailable.

If you wish to have a break from the service, please call the Volunteer Co-ordinator or the phone room
staff and we will update your file to ensure that you are not bothered by calls from the office.
If you feel you are doing too much or too little, please contact us and we will try to accommodate you.

Identification Cards (ID)

It is required that you wear your Volunteer ID each time you are in contact with our clients. Should your
card get damaged or lost please contact the Volunteer Department so that arrangements can be made
to obtain a replacement.

Smoking / Vaping

The rules that apply to the general public in regard to smoking apply to volunteers, staff and clients of
MWP Community Care. No smoking by volunteers, staff or clients is permitted within MWP Community
Care premises or within vehicles owned by the organisation. Volunteers are not permitted to
smoke/vape in their own vehicles when a client is in the car.



Children

As a volunteer, your responsibility needs to be with the client. You are unable to give total support to the
client if you have a child accompanying you. Volunteers should not take children with them when working
for MWP Community Care. The possible exception to this would be when a volunteer is doing a shop by
list for a client. However, staff should be informed if you do intend to take any children with you when
providing a shop by list.

Pets
Pets should not be taken by volunteers when working for MWP Community Care

Boundaries
Regardless of a volunteer’s role with MWP Community Care, maintaining appropriate and professional
boundaries is extremely important.

Volunteers need to be mindful to not become overly involved with clients. There are professional
boundaries that are required to be maintained between volunteers and clients for the protection of both.
This is why clients are never given a volunteers’ surname or phone number.

Always use the office as a contact point and all information regarding the client needs to be fed back to
the Service Co-ordinator or Social Support Worker.

MWP Community Care clients are given the organisation’s phone number and should contact us directly
with any changes or additions to their original service request.

All communications regarding changes to service should be made directly through our office,
which will then liaise with the volunteers or clients as required. No changes to the client’s
arrangements should be made between the client and volunteer directly, without notifying MWP
Community Care.

This is important for many reasons, including client and volunteer insurance cover, duty of care, reporting
and resource allocation. We strongly encourage all volunteers to discuss any concerns regarding clients or
service delivery with the MWP Community Care team.



Boundaries and Limits
e |tis ok tosay 'no’
¢ Don't give out your personal phone number
¢ Don't give out your last name
* You don't have to fix problems - Just listen

Healthy Boundaries vs. No Boundaries

Healthy Boundaries:

* Feel happy and safe
Understood

An equal and supported part of the service

Energised
e Concerns are followed up & acted on

No Boundaries

e Exhausted Responsible Confused
e Helpless Angry/frustrated Resentful
* Feel guilty Pushed around Out of control

Safe Communication
Be aware of your body language and tone of voice
* Be professional and non-judgmental

Ask the clients’ preferred name
Active listening
Report any issues

Maintain professional boundaries

Communication

7% = Words
27% = Tone
66% = Body language / Actions

Understand what this means when you are building rapport, ‘reading’ dynamics with our clients,
encouraging someone to talk, or when you are giving a message or instructions, especially if English is
the client's second language.

Giving Advice
“Advice, contrary to giving information, is specifying a particular course of action with little or no choice
(imposing your ideas on someone)”.

It can be very flattering to be asked to give advice or an opinion about what someone should do, but it
is not advisable for the following reasons:

What you say may line up with what the client wants to do, but not what she/he should be doing
(adding to the conflict)



What you say may be contrary to what their doctor, solicitor, family, has advised
If the person acts on what you say and is dissatisfied with the outcome, you will be blamed.
This will also be a reflection on our organisation

Persons could be opting out of taking responsibility for their actions

Everyone is different. What might be a solution for you in a certain situation might be quite unsuitable
for other people

No one can know all the factors contributing to someone else’s situation.

The most important thing to remember when responding to people is that you cannot solve someone
else's problem for them. The best thing you can do is to just listen. If the client is asking for legal,
medical or financial advice, encourage them to contact professionals in that field as opposed to
solving the issue for them.

No matter how sure you are of what is right for them to do, or how much insight you think you have
into another’s problems, the other person must come to his/her own decisions and achieve his/her
own insights into the situation for himself/herself.

A good strategy when you are in this situation is to listen to the client and reflect questions back to
them. For example: What do you think would be the best outcome, or what would be of most benefit to
you?

Our office can help with appropriate professional help for our clients, support or referrals to
additional services if needed. We want to avoid any situations where volunteers are liable for
providing advice to clients.

Work Health and Safety

MWP Community Care is committed to providing a safe working environment for all staff and
volunteers. Volunteers primarily should look out for the health and safety of themselves and that of
fellow co-workers, volunteers and the public.

Manual Handling
Manual Handling results in around 1/3 of all occupational injuries within the Australian workforce.
Please take care in any activity involving manual handling and be aware of the dangers.

Manual handling is simply the action of:
Lifting Pushing Pulling Carrying
Lowering Moving Holding Restraining

Manual handling is more than simply carrying an object; it can include a wide range of activities that
can prove a risk to your health and well-being. It should be noted injury is not always simply caused by
the size of the load but the method used to lift or move the load.



Always assess any task with a manual handling risk with great care and consider your own stature,
strength and that of others in the workplace.

Duty of Care

Volunteer work is covered by the concept of “duty of care”. This means you have a duty to be as
caring as you would reasonably know how to, when dealing with clients. This entails giving the
client 100% of your attention whilst carrying out the service, being aware of the environment and
pointing out any trip hazards, or potential dangers.

The MWP Community Care Service Co-ordinator (staff member liaising with client/s) will do the
utmost to ensure that you are not put into situations that are beyond the scope of your agreement
with the Service. If you find yourself in a situation you cannot handle, do the best you can, given the
knowledge you have.

Volunteers should report any concerns about a client to the Service Co-ordinator as soon as
possible. Remember your safety comes first. If you are uncomfortable with a job for any reason, we
do not expect you to continue.

Incident Reporting

All accidents, incidents, injuries and near misses must be reported to a MWP Community Care staff
member immediately. It is important to report everything no matter how small so we can make
improvements to minimise the risk of something similar reoccurring.

Any incident or accident involving a volunteer where there is damage to property or a person must
be reported and an incident/accident report must be completed within 24 hours, as per the Work
Cover guidelines; for instance, property damage, or if a client/volunteer falls or is injured.

Please call our office and one of our staff members will guide you through the next steps. Please
remember that our office phone number and our out of office emergency mobile number are
written on the back of your Volunteer ID.

OTHER USEFUL PROCEDURES

Grievance Procedure

A grievance is any type of problem, concern or complaint related to your voluntary work
environment that may arise from an act, situation, decision or omission which you consider to be
unfair, discriminatory or harassing. Where feasible it is encouraged to discuss your dispute with the
concerned party, however it is also acknowledged that for whatever reason this isn't always
possible.

You will have the opportunity to provide feedback by responding to our annual volunteer survey
and we have an open door policy for you to contact us at any time to discuss any issues.



Informal Complaints
Informal complaints should be dealt with by the Team Members receiving the feedback unless it
involves acts of misconduct, negligence or potential breach of the MWP Community Care’s Duty of
Care to the Volunteer. As much as possible Volunteers’ requests for an informal complaint not to be
taken further should be respected. At times an informal complaint may wish to be discussed as a
suggestion. Informal complaints/suggestions are recorded on a Quick Compliments & Suggestions
Record Form and entered into the Compliments, Complaints & Suggestions Register.

Formal Complaints

Formal complaints are recorded in our CareMaster database in the Compliments, Complaints &
Suggestions Register. The record form is to be completed by the person receiving the complaint.
Volunteers are encouraged to raise their complaint with the Team Member concerned in the first
instance.

Team Members who have had a concern or complaint expressed to them must document the matter
on a Quick Compliments & Suggestion form or Complaints Record Form and enter it in the
Compliments, Complaints & Suggestions Register and also discuss matter with the Chief Executive
Officer/Supervisor. The Chief Executive Officer/Supervisor or appropriate person will enter the matter
onto the Volunteer's file (electronic and/or hard copy). If necessary, the matter may be referred to the
Board of MWP Community Care.

If the Volunteer is not satisfied with the outcome negotiated with the Team Members or they are not
happy to discuss the issue with the Team Members (staff/client/volunteer) concerned, they may
contact the Chief Executive Officer, or use an advocate to negotiate on their behalf. The Volunteer’s
complaint will be dealt with within 10 days of the complaint being made and the Volunteer will be
informed of the outcome of their complaint and asked for their feedback on the complaints
procedure.

If the Volunteer is not happy with the outcome, the Volunteer may raise the issue with the
Chairperson/Grievance Officer on the Governance Body. The Chairperson/Grievance Officer will take
the complaint and investigate accordingly keeping the Volunteer updated regarding progress (each 5
days). The Chairperson/Grievance Officer will inform the Executive of his investigations and the
Executive will make a determination. That determination will be advised in writing to the Complainant
within 14 days of the complaint being received by the Chairperson/Grievance Officer.

Confidentiality of Complaints

As far as possible, the fact that a Volunteer has lodged a complaint (and the details of that complaint)
will be kept confidential amongst Team Members directly concerned with its resolution. The
Volunteer's permission will be obtained prior to any information being given to other parties, that it
may be desirable to involve, in order to satisfactorily resolve the complaint.

MWP Community Care's Team Members are trained to take note of the Volunteers’' concerns and act
promptly so that they are addressed as part of service monitoring and before concerns become a
complaint.



Person/s affected by the complaint will be fully informed of all facts and given the opportunity to put their
case.

Compliments, Complaints and Suggestions can be made through:
e Completing a Quick Compliments & Complaints Form;
¢ Completing a Complaints Record Form;
e Contacting the Chief Executive Officer by telephone (9913 3244) or in writing; or
¢ Contacting external complaints agencies such as the NSW Ombudsman, the Older Person’s Rights
Service or Disability Rights Service

Contact Details of External Complaint Agencies:

Community Services Division of the NSW Ombudsman's office:

Level 24, 580 George Street, Sydney NSW 2000

Phone: 9286 1000/ Toll Free 1800 451 524

Complaint enquiries: Monday to Friday 9am - 4pm (call first to ensure staff are available to see you and
that your complaint is within their jurisdiction). Complaints can be made using our ONLINE COMPLAINT
FORM.

W: www.ombo.nsw.gov.au

Older Person’s Rights Service
Ph: 1800 655 566 E: rights@advocare.org.au

EMERGENCY PROCEDURE - Call 000
When the client is safe and comfortable please inform the MWP Community Care office of any emergency
situations on: 9913 3244 (Office hours are 9.00am - 4.00pm, Monday-Friday).
If after office hours please contact 0414 973 743

The two most important things to do in an emergency are:-
STAY CALM and TAKE ACTION

Staying calm in an emergency is vital for clear thinking and effective decision-making and it also keeps the
individual and those around you relaxed and calm. When responding to an emergency situation getting
immediate medical attention is vital.

Volunteers should also refrain from moving an injured individual unless they are in a dangerous location,
as moving someone who is injured or ill can cause more harm. Food or drink should be avoided unless
instructed by an ambulance officer.


http://www.ombo.nsw.gov.au/complaints/making-a-complaint
http://www.ombo.nsw.gov.au/complaints/making-a-complaint
http://www.ombo.nsw.gov.au/
mailto:rights@advocare.org.au

Important Stages When Dealing With An Emergency

Recognise the Emergency

In a medical emergency, or if a client has a fall:

Calm the client

Make them comfortable but do not attempt to move them if they cannot get up themselves.

Do not give food or drink

Dial 000

Inform our office as soon as is practically possible. We may have additional and helpful information

s N

about the client, and can help support you through the situation.
6. Document the incident.

Office hours : 9am to 4pm Monday to Friday
Address 3 Gondola Road, North Narrabeen NSW 2101
Phone 02 9913 3244 - messages may be left out of hours.
Fax 029913 1997
Emergency and after hour’'s number: 0414 973 743

Situations Where the Behaviour of a Person Cannot Be Managed Safely:

1. Consider your own safety; avoid taking risks if there is any possible danger to yourself or others

2. Speak quietly, avoid over-reaction to the person’s behaviour

3. Get some help; don't try to manage the situation yourself. Keep calm, move the person out of the
stress situation

4.If a person is violent to themselves or others and their behaviour cannot be safely managed, call

for Police Assistance on 000.

Once the initial stages of dealing with the emergency are completed, it is part of your professional duty
of care to report the incident, whilst being mindful of confidentiality.

Documenting the incident is an essential part of the response procedure and can be used by MWP
Community Care to identify reoccurring hazards or underlying health conditions in clients.

*To comply with Work Cover regulations, volunteers must report all accidents to the Volunteer
Supervisor/Coordinator within 24 hours.



What Happens if a Client Falls?

Dealing with frail, aged people, falls can happen and need to be dealt with accordingly. You need to
remember your client has a good idea of their capabilities. For instance, if you insist your client walks
down some stairs without a railing, (even though they don't want to) and they fall, then you would be
responsible for their fall. If the client insists on going down the stairs against your wishes, and falls,
then you would not be responsible.

Do not move the client if they cannot get themselves up.
Make them comfortable and call 000

It is also possible that you could fall while volunteering. MWP Community Care has insurance
coverage for all our volunteers. Should a volunteer be involved in a mishap, they are covered under
this insurance policy.

What To Do If You Cannot Make Contact with a Client

After knocking at the door and getting no answer, if it is possible, check through the windows of the
house/unit and check at the back of the house to see if the client is home, but has not heard your
knock.

If you see or find a client on the floor, assess the situation, keeping in mind your own safety is
paramount. A decision should be made taking into account the individual circumstances of the
situation and keeping in mind your duty of care.

Action may include:

* Ringing an ambulance straight away and notifying the police
* Ringing the office to notify staff of the incident.

Do not break into a client’s home or attempt to in the following scenarios:-

* If the client does not appear to be at home, please contact the office and let us know so that we
can follow up with the client's contact person we have on file. If you are concerned please ask the
office to call you with the outcome.

e If when you arrive at a house, there is someone else there to pick up the client, please ask their
name and what service they are with. If they are with MWP Community Care, decide who is going
to take the client to the appointment and please notify the office of the mix-up.

*|f they are from another organisation, please notify the office and we will make further enquiries.



INSURANCE

Volunteer Insurance

All registered MWP Community Care volunteers are covered under our Voluntary Workers Personal
Accident Insurance and Public and Products Liability Insurance policies, whilst undertaking MWP
Community Care volunteering activities.

In the event of death or permanent/partial disablement:
* Volunteers under the age of 75 are covered up to $100,000
¢ Volunteers 75 years of age and over are limited to $40,000 for permanent total disablement

Your third party car insurance covers injury to clients while in your car. If the client has an accident
outside of the vehicle, and you were at fault, you are covered to the value of $20,000,000 by our Public
and Products Liability Policy.

Optional Volunteer Car Insurance

Optional volunteer car insurance is available through MWP Community Care at a cost of $20 per
financial year (1 July to 30 June). This optional insurance covers volunteers while on duty for MWP
Community Care but is limited to vehicles with comprehensive insurance only. It is strongly
recommended that volunteers have comprehensive insurance.

Based on our experience, we highly recommend volunteers take this extra cover as it has proven to
be useful in situations where volunteers wouldn't have been covered otherwise.

It is the volunteer’s responsibility to keep the payment current. Payments can be made at the
Reception of MWP Community Care, Monday to Friday between 9 am and 4 pm.

The policy covers:
* Any excess and loss of no claim bonus, with a limit of $1,500 on any one claim.
¢ Hire costs of a replacement vehicle, with a limit of $5,000 and a maximum of $1,000 per week on
any one claim.

In The Event of an Accident
¢ Advise MWP Community Care immediately on 9913 3244
* |f you need to make a claim, contact your own insurer to arrange the repairs and pay the full costs
¢ When the work is completed a claim form will be provided by MWP Community Care for the
optional insurance.

When Making a Claim Please Provide MWP Community Care With
¢ Full details of the repairer and description of repairs carried out
* Copy of paid invoice for total amount of repairs
¢ Copy of current comprehensive insurance policy (All volunteers MUST have comprehensive
insurance)



e Letter from your motor vehicle insurer stating amount of excess paid and amount of No Claim
Bonus forfeited. The actual amount of money of No Claim Bonus reduction is required. Not the
percentage of reduction.

* Upon receipt of the above details the claim will be submitted to our insurers, which can take up to
12 weeks to process. If approved, payment will be forwarded to you.

This insurance cannot be paid retrospectively; so if it is not paid by the due date, MWP Community Care
will not be able to authorise a claim. Please bear in mind that it is important to keep this payment up to
date.
*For insurance reasons, it is important that we have the correct details of all jobs you are
undertaking as a volunteer with MWP Community Care.

POLICIES AND FORMS

Handling Money (Only for Shop By List)

Money can be the cause of many worries. While very few legal problems have arisen as a result of
volunteers handling clients’ money, it is important to know your rights and responsibilities. Our
organisation has a duty of care towards our volunteers and our clients; hence the objective of our Cash
Handling Policy for the Shop by List service is to protect both.

Please see below processes regarding handling money when shopping for a client:-

1. Always double check with your client the amount they are giving you and find out exactly what it is
for. Sometimes they will have already written a list for you, or they may like you to help them
compile a list of items to purchase.

2.Always keep receipts for shopping items, bills and banking transactions. This way you can clearly
explain to the client on your return exactly where their money was spent and provide the correct
change according to the receipts. A handy tip is to have a special purse solely for your client’s
money, receipts, and shop by list form.

3.There is an individual form on the App just for “shop by list” that you and the client both sign before
you leave their home with their shopping list and money, and again on your return with change,
goods and receipts. It provides safety for both parties. If you have chosen to do Shop by List, a staff
member will run you through the Cash Handling Policy and will discuss and go through the client
policy with the client.

If you lose or misplace money that is given to you by a client, then the client can pursue you through the
courts. If you spend your own money on a client on the understanding that they will repay you and they
refuse to, then you can pursue him/her through the courts. However, the time, energy and anxiety
caused by this would only cause strained relations with our organisation. It is best just to take
extreme caution by double-checking all amounts given and received; by keeping all receipts and
dockets; and by completing the Cash Handling form.

WE STRONGLY RECOMMEND THAT VOLUNTEERS DO NOT USE THEIR OWN MONEY TO PURCHASE
ITEMS FOR CLIENTS.



Mobility Parking Passes
Clients who have mobility parking passes issued by the RTA are asked to take it with them when they
are being transported by our service.

Politely ask your client if they have their parking permit with them before leaving their home.

MWP Community Care also has a limited number of passes that are available for use when
transporting clients. Should you require a loan of one please contact our office re availability of a
pass.

*Please read all parking signs carefully. MWP Community Care will not pay a parking fine if you are
at fault. We will help by writing a letter of support if given notice at time of fine, to help your case.

Use Of MWP Community Care Vehicles
MWP Community Care has a car available for our volunteers to transport clients.

Some important information you need to know:

* Volunteers who drive long distance are particularly encouraged to use them.

e If you need a car at the time you accept a job, please ask the person making the booking with
you if the car is available.

e AKkit containing policy, mobility parking permit, etc. is located in the driver’s door. Volunteers
who use a MWP Car car are asked to familiarise themselves with the contents of this kit. A
logbook is located in the car and needs to be completed at the start and finish of your day’s
work.

* Volunteers are asked not to eat in MWP Community Care cars. Please do not leave any rubbish
in the cars and smoking is prohibited.

* Please check that the car is adequately fuelled before embarking.

Should you experience any problems with the cars, please advise staff at so that the problem can be
rectified. On occasions, it may be necessary to make private calls from phones at MWP COMMUNITY
CARE. When such an occasion arises, please keep these to a minimum both in length and in
frequency.

Client Contributions

The contribution to be paid is discussed with the client on initial assessment with the Client Services
Co-ordinator. They are advised of the contribution they need to pay when they make a booking for
service. Volunteers are also advised of the amount of contribution when they accept a job. It is the
role of the volunteer to collect the contribution from the client on behalf of MWP Community Care
(this only applies if the clients pays by cash which will be indicated on the job sheet). If there are any
concerns about the amount paid, please speak to our Client Services Co-ordinator.

Should the client forget to pay on the day of the service, please advise the office and arrangements
will be made for the client to pay on the next service or be reassessed if they are finding the
payments difficult. In this case, please make a note on the Volunteer Claim Form. A client however
will not be refused service if they don't have their contribution at the time of their job.

Please Note: All tolls and parking charges are to be paid by the client



Volunteer Reimbursements

Please ensure you complete your Timesheet on the App at the completion of every service provided to
a client. Itis IMPERATIVE that a client signs the confirmation of the service at the completion of their
visit by clicking on END VISIT which is found on your schedule in the Sandwai App

Please return any money any money collected by the end of each month and documenting the record
of the completed jobs. This can either be delivered to the office OR direct deposit money in to the
account. Bank details - BSB:062-208 Account: 10251981. Please include the clients name and date of
service as the reference. Please do not leave cash in our letterbox or send cash through the mail

This serves various purposes:
1. To submit payments made by clients
2. To make a claim for reimbursement
3. To compile our statistics and the compulsory reporting we need to submit to our funding bodies

Reimbursement for Out of Pocket Expenses
Volunteers may claim for out-of-pocket expenses such as vehicle use (85c/km for petrol and 66¢/km for
electric)

Cancelling A Job

If the occasion arises where you need to cancel a job on the day, or late on the day prior to the
appointment, please contact the office as soon as possible. If out of office hours please leave a
message on 9913 3244 and advise of the cancellation.

Please do NOT contact the client directly. All communication will be done via a MWP Community Care
staff member.

Office Hours
Office hours are 8.30am - 4.00pm Monday to Friday.

The office number is 9913 3244. In cases of emergency or short notice cancellation, please leave a
message on the answering machine and a staff member will get back to you. Alternatively you may
contact the Emergency Mobile on 0434 226 781.

The answer machine is checked each morning from 8.00 am and the switchboard will be open at
8.30am

For any enquiries related to the volunteer job that you have been assigned,
please email: estiohn@mwpcare.com.au or call 9913 3244
Address: 3 Gondola Road Narrabeen

Web: www.mwpcare.com.au



Thank you for the gift of your time
Together, we can foster social connection and break the barriers of isolation for our
ageing population. Your choice to give your time to others will change people’s lives

for the better.

Our team would not be able to provide critical services to our community without
you.

Welcome to the MWP Community Care family !

eammoméz‘% Care



