
Service access v3 Current at 19 Nov 2021

Midway Community Care Page 1 of 3

Version: 3
Published: 21 Oct 2021, 10:19 AM Approved: 21 Oct 2021, Heath Flanagan
Last edited: 20 Oct 2021, 11:49 AM Next review: 26 Oct 2023

Service access

Introduction

Midway Community Care’s access to services is clear, transparent and non-discriminatory, so that all people are treated
equitably and fairly. Information about Midway Community Care’s services will be easy to read, widely available and adaptable
to individual’s needs. Midway Community Care will work with other organisations and community supports to share information
in order to build a strong referral network, keeping the needs of people with a disability at the centre.

Applicability

When

applies at all times and in all locations.

Who

applies to all representatives including key management personnel, directors, full time workers, part time workers,
casual workers, contractors, volunteers.

Principles

All people have the right to accurate, clear and transparent information about gaining access to and exiting Midway
Community Care’s services to inform decision making.
Information is not limited to one mode or type and therefore can be changed to suit individual needs and preferences
(including translated written material or through using graphics).
People have the right to be treated equitably and fairly in gaining access to services.
Services are provided in a flexible and responsive way to meet each person’s individual needs and goals.
Midway Community Care is committed to working with and referring to other community services or organisations to
meet the multiple needs of individuals.
Midway Community Care values feedback from people who use our services to help improve service access for others.
If requested Midway Community Care will make our Policies and Procedures available in alternative languages.

Responsibility

The Board of Directors is responsible for the final review and approval of this policy
The Chief Executive Officer is responsible for maintaining this policy, its related procedures and associated documents
Each Manager Service Delivery is responsible, and will be held accountable for the following:

ensuring the policy is effectively implemented in the service for which they have control;
monitoring staff compliance with the requirements of the policy;
ensuring training and information is provided to staff to carry out this policy.

Each Team Leader is responsible, and will be held accountable for the following:
ensuring staff are familiar with the requirements of the policy, and have sufficient skills, knowledge and ability
to meet the requirements.
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All Employees and Volunteers will be held accountable for the following:
complying with the requirements of the policy.

Equity and access considerations

Midway Community Care is committed to ensuring fair and equal access to physical environments, information, communication
and services. For the communication and implementation of this policy, this may include:

Considering the suitability of physical environments;
The use of augmentative and alternative communication methods to supplement or replace speech or writing for those
with impairments in the production or comprehension of spoken or written language. These methods include the
display of text, large print, tactile communication, easy English, accessible multimedia and accessible information and
communications technology; and
Ensuring people have sufficient time to consider their options and seek appropriate advice if they require it. These will
be based upon mutually agreed timeframes.

Cultural diversity

Employees are to ensure that services are provided with sensitivity to and an awareness of the cultural beliefs and practices
of individuals from culturally and linguistically diverse backgrounds. This includes an awareness of the needs of Aboriginal and
Torres Strait Islander people, their families and communities.

Communication about this policy should be done in a way that suits each individual with regard to their cultural background,
e.g. if required, the use of an interpreter, translated documents or easy English documents. All reasonable costs associated
with these requirements will be met by Midway Community Care.

**Failure to comply with this policy will be viewed seriously and may result in disciplinary action, that may include dismissal.

Review and evaluation of policy and procedure

This policy will be reviewed within the framework of Midway Community Care’s quality assurance and continuous improvement
process. Process performance and policy effectiveness will be measured against Midway Community Care’s standards,
objectives, and practises as part of a scheduled review of the policy procedures and related documents based on the level of
risk to individuals and the organisation.

Policies and procedures related documentation will be evaluated based on whether they are meeting the overarching
standards of the organisation in regards to quality, best practice, consistency, efficiency and effectiveness affecting service
provision and organisational capacity.

Service agreements

Where the service agreement is created in writing, each individual will receive a copy of their signed agreement. Where this
is not practicable, or the individual chooses not to have an agreement, a record will be made of the circumstances under
which the individual did not receive a copy of their agreement. Documentation to be uploaded to the individuals record in
Midways Quality management System ( carelink)

Service exit
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If a client wishes to leave Midway’s services a planned transition will occur. This will include measures to work in collaboration
with each client and their informal support. This process should be documented using Midways Quality Management System (
carelink)  demonstrating how it was communicated and effectively managed.


