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Service management

Introduction

Midway Community Care’s governance framework meets relevant legislation requirements and ethically governs its financial
and human resources to maximise quality outcomes for people with a disability, their families and carers. Midway Community
Care’s quality management system drives and directs continuous quality improvement across the organisation.

Midway Community Care is governed by a Board of Directors in accordance with the Corporations Act 2001. Further information
on the role of Board members is outlined in the Role of Board Policy.

This policy refers to organisation-wide management and is supported by Midway’s Quality Management Framework.

Principles

Midway Community Care is committed to meeting all compliance requirements with relevant legislation and standards.
Midway Community Care is committed to meeting reporting obligations for Registration, Quality Assurance, Safeguarding
and funding requirements.
Midway Community Care’s governance structure is committed to guiding the strategic direction of the organisation and
to effectively monitor the management of the organisation.
Midway Community Care Board members will declare any conflict of interest so they are able to exercise objective and
independent judgement on corporate affairs and operational matters.
Midway Community Care will select Board members equipped with appropriate knowledge, skills and training to fulfil
their responsibilities, act in good faith with due diligence and care and in the best interest of the organisation and
stakeholders.
High quality services require strong internal controls that are responsive to future needs and increase demand for
services.
Midway Community Care understands the changing nature of disability services and is committed to having a skilled,
competent and supported workforce ready to meet the needs of people to deliver positive outcomes.
Midway Community Care is committed to continuous quality improvement through the active involvement of people
with a disability, family members, carers, staff and other stakeholders to provide ongoing feedback and to know how
their feedback has improved service delivery. The mechanisms for this are captured within Midway’s Quality
Management Framework.
Midway Community Care is committed to ensuring systems of control are in place for risk management, financial and
operational control, including all relevant insurances.
Midway Community Care’s Policies and Procedures reflect compliance obligations, its strategic and business plans and
effective management systems and are able to be made available to all stakeholders.
All stakeholders have a right to be involved in their individual service planning and evaluation, as well as being
informed of how their feedback has been used to improve service management within operations.
Midway Community Care is committed to creating and maintaining safe and accessible physical environments in
accordance with Work Health Safety legislative and policy requirements.

Responsibilities

The Board is responsible for ensuring:
Midway Community Care’s direction and performance.
Approval of the annual budget and financial plan.
Financial performance including monitoring/approval of the financial reports and liaison with auditors.
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Assessment of the performance of the CEO.
Monitoring of senior managerial performance.
Midway Community Care develops and implements strategies and supporting policies to enable Midway
Community Care to fulfil the objectives set out in the company’s Constitution.
Midway Community Care develops and implements systems and processes to enable Midway Community Care to
comply with the legal and policy obligations and ensure the assets are protected through appropriate risk
management.
There is appropriate reporting to stakeholders and regulatory authorities.
each Board member has the knowledge, skills and training to fulfil their responsibilities.
Adequate evaluation of the Board.

The Chief Executive Officer is responsible for ensuring the implementation of this policy.
The Board of Directors is responsible, and will be held accountable for the following:

Monitoring the financial management of the organisation and liaison with auditors;
Liaison with legal counsel as required;
Review of the financial plan and investment strategy.

The Manager is responsible, and will be held accountable for the following:
ensuring Team Leaders are familiar with the requirements of the policy, and have sufficient skills, knowledge
and ability to meet the requirements.

The Team Leader 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.

All Employees will be held accountable for the following:
complying with the requirements of the policy.

Continuous Quality Improvement

The process of reviewing and making improvements in an ongoing manner as defined in Midway’s Quality Management
Framework. The overarching process is guided by the PDCA cycle for Plan, Do, Check, Act:

 

PLAN: Design or revise business process components to improve results.

DO: Implement the plan and measure its performance.

CHECK: Assess the measurements and report the results to decision makers.

ACT: Decide on changes needed to improve the process.

 

More details about this can be found in Midway's Quality Management Framework.

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
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display of text, large print, tactile communication, easy English, accessible multimedia and accessible information and
communications technology.

Cultural diversity

Employees are to ensure that services are provided with sensitivity to and an awareness of the cultural beliefs and practices
of clients 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 or easy English documents.

**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.


