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Absent service user

Introduction

The purpose of this policy is to ensure that Midway staff takes appropriate and timely action when a service user does not
respond to a scheduled visit. This will reduce the risk of an adverse event, or result in earlier discovery of a mishap.

Applicability

When

applies to all Midway Community Care's programs and activities.

Who

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

Procedure

Each service user is required to have a planned response for when they do not respond to a scheduled visit. Such a response
will be individualised for each service user, and documented in the service user’s plan with a copy made available to the
service user. In the event that a service user does not want any response, this will be documented in the service user’s plan.

It is important to note that even where a service user has requested that they do not want a planned response, if a
support worker has concerns or there is an indication that there may be something wrong, they will raise their
concerns with the office and have their concerns documented.

When a service user does not respond to a scheduled visit, the support worker will action the initial steps to implement the
service user’s agreed response plan.

The first step in a planned response will be that the support worker contacts the office to see if the service user has
advised that they will not be home and to identify the individualised response. During after-hours the emergency
contact person will be notified.

Upon confirmation a service user is absent at the time of a scheduled visit, it is the responsibility of Midway Community Care
to implement the planned response for that individual as previously agreed by the service user.

Where a staff member is rostered to work with an individual who is not available or chooses not to respond, the staff must
notify the on-call coordinator who will then reassign the staff to another service outlet.

If a Support Worker believes the client is inside the home and is presenting with signs of a medical emergency, staff should
call 000.

**Failure to comply with this policy will be viewed seriously and may result in disciplinary action, that may include
dismissal.
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Review and evaluation
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 regard to quality, best practice, consistency, efficiency and
effectiveness affecting service provision and organisational capacity.


