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Legislation and Guidelines

Aged Care Legislation and Guidelines

Australian Government ComLaw (www.comlaw.gov.au)

New South Wales Government (www.legislation.nsw.gov.au)
Age Discrimination Act 2004 (Commonwealth)

Commonwealth Home Support Program (CHSP) Guidelines
Commonwealth Home Support Program (CHSP) Manual (2021)
Living Well at Home: CHSP Good Practice Guide (2015)

The Aged Care Act 1997 (Commonwealth)

The Aged Care Quality Standards

Passenger Transport Act 2014 (NSW)

Charter of Aged Care Rights

Generic Legislation and Guidelines
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Anti-Discrimination Act 1977 (NSW)

Archives Act 1983 (Commonwealth)

Associations Incorporations Act 2009 No 7

Australian Charities and Not-for-profits Commission Act 2012 (Commonwealth)
Australian Human Rights Commission Act 1986 (Commonwealth)

Australian Privacy Principles 2014

Carers (Recognition) Act 2010 (NSW)

Carers Recognition Act 2012 (Commonwealth)

Community Relations Commission and Principles of Multiculturalism Act 2000 (NSW)
Corporations (New South Wales) Act 1990 No 83

Corporations Act 2001 (Commonwealth)

Crimes Act 1900 (NSW)

Employment Protection Act 1982 (NSW)

Equal Opportunity for Women in the Workplace Act 1999 (Commonwealth)
Fair Work Act 2009 (Commonwealth)

Government Information (Public Access) 2009 (NSW)

Guardianship Act 1987 (NSW)

Health Records and Information Privacy Act 2002 (NSW)

Human Rights and Equal Opportunities Commission Act 1986 [Commonwealth)
Industrial Relations Act 1996 [NSW)



Industrial Relations
s Industrial Relations Act (www.industrialrelations.nsw.gov.au)
Information and Privacy Commissioner (www.ipc.nsw.gov.au)
Information on Privacy legislation (www.adhc.nsw.gov.au)
Local Government Act 1993 (NSW)
Mental Health Act 2007 (NSW)
NSW Trustee and Guardian Act 2002 (NSW)
Premises Standards 2011 (Commonwealth)
Privacy Act 1988 (Commonwealth)
Privacy and Personal Information Protection Act 1998 (NSW)
Public Health Act 1991 (NSW)
Racial Discrimination Act 1975 (Commonwealth)
Sex Discrimination Act 1984 (Commonwealth)
State Records Act 1998 (NSW)
Work Health and Safety Act 2011 (Commonwealth)
Work Health and Safety Act 2011 (NSW)
Work Health and Safety Regulations 2011 (NSW)
Workers Compensation Act 1987 No 70 (NSW)
Workplace Injury Management and Workers Compensation Act 1998 NO 86 (NSW)
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Section 1 Introduction and Background

Sutherland Food Services was incorporated on the 29" day of November 1996 and is
a registered not for profit meal service funded by the Department of Health under
the Commonwealth Home Support Program (“CHSP”). Services are conducted in the
Sutherland Shire of Sydney.

Sutherland Food Services provides meals, wellbeing checks and social engagement to
eligible consumers who are assessed as meeting the criteria of the CHSP, or who
have a home care package under the Home Care Package Program. Consumers may
engage our service as a private consumer provided there are no waiting lists for
those assessed as requiring the service, and pay the current cost recovery fee.

Following the COVID19 pandemic, Sutherland Food Services implemented policies
and procedures to ensure safe and consistent meal delivery by enforcing that staff,
volunteers and consumers are all fully vaccinated. If any consumer is not vaccinated,
alternative delivery arrangements are designed. All vaccination records are kept
securely on our client management system in accordance with Privacy and
Confidentiality policy and legislation.

Sutherland Food Services provides services in accordance with the Aged Care Quality
Standards. This policy document is developed in accordance with those Standards.

Standard 1 Consumer Dignity and Choice

Standard 2 Ongoing Assessment and Planning with Consumers
Standard 3 Personal Care and Clinical Care

Standard 4 Services and Supports for Daily Living

Standard 5 Organisation’s Service Environment

Standard 6 Feedback and Complaints

Standard 7 Human Resources

Standard 8 Organisational Governance

This Policy Manual has been updated in December 2021
Author Susan Green
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Section 2 Governance
Aged Care Quality Standard 8 Organisational Governance

Constitution

The Constitution of Sutherland Food Services underpins all of the organisation’s
management and service delivery arrangements, and specifies the legal framework within
which we operate and provide service.

The purpose of this policy is to confirm that the Constitution:

= Guides all of Sutherland Food Service's operations;

e |s used as the key relevant document when there is uncertainty or conflict about
Sutherland Food Service's legal requirements and obligations; and

s  Will be reviewed from time to time to ensure that its requirements remain
consistent with Sutherland Food Services’ contemporary and changing needs and
practices.

Vision
A Community working in partnership to support individuals to live the life they choose.

Values

» We are a vibrant organisation with a strong culture of celebrating the efforts and
achievements of not only our team but our customers, volunteers and our
supporters.

e We celebrate the diversity of our community and we acknowledge that people come
from all walks of life

¢ We welcome and embrace change. We are forward thinkers, smart and always
challenge ourselves.

e« We work in partnership with all community stakeholders. Together we transform
lives through quality and innovative solutions that empower people to meet daily
challenges.

s We actively listen to our consumers to not only respond but to continually improve.

s We value quality. We know that our community deserves nothing but the best and
we are dedicated to ensure Sutherland Food Services is always striving for
excellence.
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Section 3 Community Understanding & Engagement
Aged Care Quality Standard1 Community Dignity and Choice
Aged Care Quality Standard 2 Ongoing Assessment and Planning
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that it engages with the community and that this
engagement is reflected in service planning and development. Sutherland Food Services
will undertake the following processes which support community understanding and
engagement through continually monitor the profile of the community; and to continue

to adapt the service to meet the requirements of those with special needs’ groups as
identified under the Aged Care Act 1997 including:

people who identify as Aboriginal and Torres Strait Islander;

people from culturally and linguistically diverse backgrounds;

people who live in rural and remote areas;

people who are financially or socially disadvantaged;

people who are veterans of the Australian Defence Force or an allied defence force

including the spouse, widow or widower of a veteran;

people who are homeless, or at risk of becoming homeless;

people who are Gender or Sexually Diverse;

people who are Care Leavers (which includes Forgotten Australians, Former Child

Migrants and Stolen Generations);

e parents separated from children by forced adoption or removal;

e Continue to monitor the funding agreement and contractual obligations and notify
the department where there may be barriers to services;

e Engage consumers, and the community, in planning and service development where

appropriate;

Keep abreast and survey the community to determine specific needs;

Attend interagency. information and network meetings in the community;

Survey consumers on an annual basis.

Sutherland Food Services will engage in community events, expos and information days to
ensure the community is aware of the service. It will strive to maintain a presence in the
community and will continue to promote and market the service appropriately to ensure
access and equity for all community members.

Sutherland Food Services is part of a consortium group of local CHSP Services branded
‘Wellness Champions’ to ensure a flow of information to the Community and also to share
resources.
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Section 4 Continuous Improvement
Aged Care Quality Standard 7 Human Resources
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will actively pursues and demonstrate continuous improvement in
all aspects of service management and delivery. Information gained from consumer
engagement will be linked to the Continuous Improvement Plan. Any feedback, complaints.
issues or items identified by staff through consumer engagement and/or volunteers or
management committee meetings will be listed on the Continuous Improvement Plan and
an improvement plan developed,

Sutherland Food Services will strive for ongoing improvement. This will include:

e Continuous engagement and feedback from the community, consumers, staff and
volunteers;

s Maintain a Continuous Improvement Plan and regularly review;
o Regularly investigate areas for improvement;

s Carry out regular internal audits to ensure that our service is meeting the Aged Care
Quality Standards and consumer expectations;

e Remain up to date with any changes to the Commonwealth Home Support Program;

e Maintain registers of feedback/complaints, WHS incidents or accidents and areas for
improvement.

As well as the above, Sutherland Food Services will maintain records of achievements,
awards, audits and other positive activities undertaken by the service. It will actively
engage in Quality Review audits, Financial Audits, Food Audits and other audits as are
necessary and in line with regulatory requirement to ensure improvement is a focus.

In response to the COVID19 pandemic Sutherland Food Services is now a 100% vaccinated
service for staff, volunteers and customers.
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Section 5 Emergency Management

Aged Care Quality Standard 1 Consumer Dignity and Choice
Aged Care Quality Standard 2 Ongoing Assessment and Planning
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will have plans in place to manage the risks associated with a
range of emergency or disaster events that may impact service delivery and the safety of
their consumers in the local government area including, but not limited to:

e Extreme weather events such as storms or floods

» Bushfires or major urban fires

e Accidents, toxic spills, or structural collapse leading to road closure or reduced
access to local facilities.

s Catastrophic power failure lasting several days

s Pandemics

* Major Bio-hazard events

Sutherland Food Services will work with their Local Emergency Management Officer (LEMO)
to identify the local and seasonal level of risk for particular events and assist with the
development of a Local Disaster Emergency Risk Management Plan for continuity of service
delivery in each of the service areas. The LEMO works through the Local Government
authority.

Sutherland Food Services will work with their LEMO to establish lines of communication
before, during and after an emergency event for each area, to ensure that staff and/or
volunteers are able to:

Maintain up to date information on the emergency warnings and directives to evacuate;
s |dentify and forward information about who may need assistance;
* Confer with the Local Emergency Management Officer (LEMO);
= |dentify and confirm emergency supports that are available, to be able to provide
accurate information to consumers;

= Develop plans for recovery after the event.

Staff and volunteers are instructed to contact the appropriate emergency service e.g. fire
brigade, ambulance or police, if necessary in the event of an emergency. It is imperative
that the participant, participant's carer or emergency contact are notified of the occurrence,



as soon as possible. An Accident, Incident and Hazard Report form should be completed. [t
is essential to remain calm in the event of an emergency and reassure all other consumers,
staff and volunteers that the situation is under control.

Emergency Evacuation Procedures - Sutherland Food Services will follow the Sutherland
Hospital’s Fire Control Plan prominently displayed in the premises, which outlines the
procedures to be taken in the event of a fire or other incident requiring evacuation. Fire
Drills are carried out at least annually in the facility to ensure staff are familiar with the
evacuation procedures. These drills are conducted by Sutherland Hospital.

In response to the COVID19 pandemic Sutherland Food Service is now a 100% vaccinated
service for staff, volunteers and consumers.
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Section 6 Enterprise Risk Management
Aged Care Quality Standard 8 Organisational Governance

Enterprise Risk Management refers to all the major risk categaries listed below and includes
the co-ordination, integration, monitoring and reporting of strategies that are developed.
Sutherland Food Services is committed to managing risk and will promote identification and
mitigation of risk in all areas of operations, including but not limited to:

Governance

Finance

Management and Administration
Reputation

Human Resources and Staff Support
Work Health Safety

Legal and Legislation

Service Delivery.
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The Enterprise Risk Management Plan will underpin the overall operation of Sutherland
Food Services and be regularly reviewed through analysis of identified hazards, reported
incidents, and potential liabilities and risks.

The Manager is responsible for developing and maintaining the Enterprise Risk Management
Plan and reporting annually to the Management Committee on its effectiveness.

The Enterprise Risk Management Plan will:

o identify risks in each of the categories

s identify the level of risk according to the risk management matrix (below)

e include strategies for the mitigation of risk

* allocate responsibility for the implementation of the strategies

= define the timeframe within which strategies will be implemented if they are not
already in place

+ identify the level of risk once the strategies are implemented.

Almost certain
A

Likely
B
Possible
C

Unlikely
D

Rare
E
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Section 7 Fee Policy

Aged Care Quality Standard 1 Consumer Dignity and Choice
Aged Care Quality Standard 2 Ongoing Assessment and Planning
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that it operates in accordance with the Commonwealth
Home Support Program’s current Fees Contribution Framework which reinforces fairness,
transparency and consistency in the collection of fees.

Sutherland Food Services intends to improve the sustainability of the organisation by
collecting a target of approximately 15% of the total grant revenue provided by the
Australian Government. This policy will be publicly available to all stakeholders and will be
provided to new consumers of the organisation. Revenue from fees will be used to enhance
and expand services.

Fees will be reviewed by Sutherland Food Services on an annual basis while considering:

e That the cost of providing the service is covered;

o (Costs are relevant to the community socio-economic status, and affordable for
consumers generally;

 The organisation can develop and expand to meet the needs of the community;

e The Australian Government recommendations on fee frameworks.

Consumers will be asked to contribute to the cost of each service in accordance with these
guidelines:

# The consumer will be advised of the relevant fees at the time of intake, and given a
copy of those fees.

* Consumers undergoing financial hardship may request a meeting with the Manager
to discuss their situation and negotiate a solution;

¢ Consumers are asked to advise the Manager of any change in their circumstances
which will affect their ability to contribute;

» The full cost of service will be charged if Consumers are receiving, or have received,
compensation payments intended to cover the cost of the service;

# Fees do not apply to information, assessment and review services. A record of
contributions will be maintained and reported to the Australian Government
Department of Health as per funding requirements.
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Section 8 - Financial Management
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that the finances of the organisation are managed in
an open and transparent manner, in accordance with funding body and all
legislative/regulatory requirements. The financial management of Sutherland Food Services
is the responsibility of the Manager and/or the Treasurer who will:

» Ensure that there is an approved budget for the financial year;

e Monitor expenditure in accordance with the budget;

¢ Reconcile funding deposits with Funding Agreement;

e Manage debtors and creditors;

e Provide the Management Committee with budget reports and regular
expenditure/income statements/Profit & Loss and bank statements;

e Ensure that all funds received are used for approved activities;

e Complete annual acquittal returns, and submit financial reports as required to the
funding body;

e Funding is utilised in accordance with the CHSP guidelines.

The Management Committee will approve the purchase of large equipment or capital
expenditure. Requests and authorisation must be approved by the Management
Committee and where appropriate recorded in the Minutes

The Manager is authorised to approve purchases of up to Two thousand dollars (52000)
provided they fall within in the current budget allocations. Amounts outside this delegation
must be authorised by the Management Committee.

All new applications for Government grants must be recommended and approved by the
Management Committee and executed by the President if they are successful. Should
Government funding for any or all CHSP programs cease, Sutherland Food Services will
terminate the operation and make appropriate disbursement of remaining funds and
equipment, as per funding body requirements and as outlined in the Constitution.



Consumers, potential consumers and/or their advocates may lodge an appeal if they are not
satisfied with the level or extent of fees charged by:

¢ Contacting the Manager and requesting a review of the fees;

e The Manager will respond within seven (7) days to schedule a meeting to discuss the
fees;

e Staff will advise the consumer, that they may use an advocate to assist them in their
negotiations;

e If a service is unable to waive the fee, the reasons why will be explained clearly to
the consumer and/or their advocate.

If the consumer, or their advocate, is still not satisfied with the result they may follow the
Complaint’s process.
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Section 9 - Insurances
Aged Care Quality Standard 8 |Organisational Governance

Sutherland Food Services will provide, and ensure that all appropriate insurances, are
current and that those policies adequately protect the organisation and staff, volunteers
and consumers.

Insurances will include:

Public Liability Insurance with a minimum of $20,000,000.00 cover for any one
occurrence;

Workers' Compensation Insurance as required by law;

Volunteers’ Personal Accident Insurance;

Professional Indemnity;

Property (fire), contents (theft and burglary — replacement cost) and all risk
insurance to cover the organisation’s property and assets;

Vehicle Insurance as indicated in the Volunteer Agreements.

The Manager should ensure that all vehicles belonging to staff and volunteers, if used for
Sutherland Food Services business, are fully insured, including Compulsory Third Party and
Comprehensive or Third-Party Property Insurance.
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Section 10 - Capital Purchases and Capitalisation Threshold
Policy

Aged Care Quality Standard 8 Organisational Governance

Capital purchases comprise furniture, fixtures, equipment, software, leasehold
improvements, etc. that meet two criteria:

s 3 useful life of more than one year, and
o cost more than a certain amount.

The Management Committee of Sutherland Food Services agreed that one thousand dollars
(51000) as the threshold amount for capitalization.

For purchases in excess of One thousand dollars (51000), competitive bids (preferably three,
minimum two) should be sought when appropriate.

Sutherland Food Services’ Capital Budget is updated each year and should include proposed
capital purchases that are anticipated to take place during the year. Those purchases
itemized within the approved capital budget are considered approved.

Sutherland Food Services' Capital Budget includes a discretionary fund of One thousand
dollars (51000.00) that can be accessed by the Manager without prior approval, provided
resources are available, and with the stipulation that the board be informed of any use of
the fund at the next regular meeting.

Capital purchases not within the approved capital budget, or beyond the scope of the
discretionary fund, must be specifically approved by the Management Committee. To seek
such approval the Manager must provide the price and rationale for the purchase and
assurance of availability of financial resources to support the purchase.

Sutherland Food Services shall maintain a list of fixed assets showing the date of the
acquisition, its cost, and a schedule for depreciation of the asset. Sutherland Food Services
shall keep on file documentation for each purchase.

Annual depreciation expense will be included in Sutherland Food Services’ annual operating
budget.

For each purchase, the Manager shall evaluate whether the acquisition will have an impact
on insurance coverage, determine if present coverage valuations are adequate, and obtain
additional coverage if necessary.
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Section 11 - Governance and Regulatory Governance
Aged Care Quality Standard 8 | Organisational Governance

sutherland Food Services will ensure that its governance processes are transparent and
accountable to all stakeholders. This includes ensuring that there is a clear organisational
structure, roles and responsibilities, accountability and reporting process, planning
processes, financial management and monitoring of compliance to guidelines, standards
and regulatory requirements. The following outlines the current structure of Sutherland
Food Services and the lines of reporting are as follows:

SUTHERLAND FOOD SERVICES
ORGANISATIONAL STRUCTURE

Management Committee
Karen French President
Martina Wutzke Vice President/Treasurer
Michael Douglas Committee Member
Joanne Williams Committee Member
Michelle Metham Committee Member

Client Service Coordinator Client Service COGrd?natnr Operations and Systems
Permanent Part Time Permanent Part Time Coordinator
35 hours perweek 22 hours per week Permanent Part Time
30 hours per week
Manager
Volunteer Delivery Drivers Permanent Part Time Kitchen Officers
35 hours per week 20 hours per week

The roles and responsibilities of Management Committee Members are outlined in the
organisation’s Constitution. The roles and responsibilities of staff and volunteers are
outlined in each member’s Position Description.

Sutherland Food Services is constantly monitoring the service for opportunities to develop
and improve. The organisation undertakes annual planning which identifies areas for
improvement and potential opportunities. This enables the organisation to set goals for the
year ahead and to delegate responsibilities to staff or volunteers. Annual Planning also
enables the organisation to identify training needs, orientation requirements, audit
requirements and any other areas which require attention. The organisation also has a
strategic plan relevant to the current aged care landscape.
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Section 12 - Donations Gifts, Benefits and Bequests Policy
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services is committed to ensuring the integrity and reputation of the
organisation is always maintained. Sutherland Food Services' staff and volunteers will
ensure the declaration of any donations, gifts, benefits or bequests offered to the
organisation. This policy applies to all staff and volunteers, including the Management
Committee and all Members of Sutherland Food Services. Failure to comply with this policy
can result in financial and emotional harm to consumers, their carers and family, as well as
beneficiaries of the estates of former consumers. Sutherland Food Services is also at risk of
reputational damage within the community due to the perception of taking undue
advantage of consumers.

Donations

Members of the public, consumers, friends and family of consumers, businesses and others
may from time to time donate funds to Sutherland Food Services. Donations may be made
without any specific purpose to be used as general revenue. A donation may also be for a
specific purpose identified by Sutherland Food Services or by the donor. Any donations for
a specific purpose and accepted by Sutherland Food Services must be in line with the values
of the service and cause no perceived or actual conflicts of interest. The Management
Committee must vote to accept or decline the donation. If a donation is made for a specific
purpose, and the purpose accepted and agreed to by Sutherland Food Services then the
wishes of the donor must be adhered to. If the scope or purpose of the donation should
change and there are unexpended funds, this should be in consultation with the donor.
Sutherland Food Services is a registered charity with the Australian Charities and Not-for-
Profits Commission (ACNC) and is a registered deductible gift recipient. Sutherland Food
Services is required to provide a receipt to any donor, and a letter of thanks is also
recommended. Where the donation is made for a specific purpose, or as an unspecified
donation, this should be publicly recognised by mention in the Sutherland Food Services’
Annual Report, and any other appropriate forums.

Any donations received by Sutherland Food Services must be dealt with according to the
Financial Management policy. Australian Tax Law specifies the types of gifts that can be
accepted as charitable donations. To be tax deductible, a gift must be of money or property
that is covered by one of the following gift types:

s 52 or more;
e property purchased during the 12 months before the gift was made;
e property valued by the Tax Office at more than $5000;



e trading stock disposed of outside the ordinary course of business;

e property under the Cultural Gifts Program; or

e places listed in the National Heritage List, the Commonwealth Heritage List or the
Register of the National Estate.

From time-to-time Sutherland Food Services may be offered a donation in a form other than
cash or cheque, for example a vehicle or equipment. This type of donation must also be
considered as to whether it is in line with the values of the organisation and whether there
will be financial and/or compliance issues resulting from the acceptance of the donation.
This type of donation may require a third-party valuation for tax and insurance purposes.

Gifts

Gifts are unsolicited and meant to demonstrate a feeling of caring or appreciation, without
expecting anything in return. Token gifts, in particular are usually small and insignificant,
are insubstantial in value and are easily obtained or replaced.

Sutherland Food Services acknowledges that paid and unpaid workers, including members
of the Committee and Members of Sutherland Food Services, may be offered gifts by
consumers, their family, suppliers or potential suppliers, or members of the community
arising from their work and association with Sutherland Food Services. All offers of gifts
must be reported to the Manager or Coordinator, however only gifts of a token nature, are
permitted to be accepted. Examples of token gifts include flowers, home grown produce
(fruit and vegetables), home produced goods (e.g. toiletries or chocolates. Under no
circumstances should paid and unpaid workers accept offers of money, or items that
represent money such as cheques, bonds, casino chips etc. Under no circumstances should
items which have the potential to win money be accepted, such as instant scratch cards,
lottery tickets, keno tickets or similar items. Gifts of money to Sutherland Food Services
may be accepted on behalf of organisation by the Manager/ Co-ordinator.

Benefits

Benefits are often intangible and refer to something believed to be of value, or benefit, to
the receiver. Preferential treatment, promotions, access to information or services,
discounts, and fly buys/frequent flyer points are examples of benefits. Staff or volunteers
must declare any offer or receipt of a benefit to the Manager. Members of the
Management Committee and Members of the organisation are also required to declare any
offer or receipt of a benefit associated with their Sutherland Food Services responsibilities
to the President of the Management Committee.

Bequests

Beqguests are an inheritance, that is, a gift of property or money, from a deceased estate.

In some instances, Sutherland Food Services may be the nominated beneficiary of bequests
made by consumers, their family or other members of the community. These may be
accepted by the President of the Management Committee on behalf of the organisation but
the Committee must vote to accept or decline the bequest.



if staff or volunteers of Sutherland Food Services becomes aware that they have become
the beneficiary of a bequest made by a consumer they are to advise the Manager
immediately, while the Committee and organisation Members must notify the President of
the of the Management Committee.

While Sutherland Food Services cannot prevent paid or unpaid workers from accepting
bequests, all parties are requested to consider the implications to the remaining members
of the consumer’s family and other loved ones. These parties may be subjected to added
pressure and further grief, as well as any associated financial costs associated with possibly
contesting the will. Should Sutherland Food Services become aware that any staff or
volunteer has attempted to, or coerced a consumer for personal gain, this person is to have
their employment/relationship terminated and the consumer and their family informed of
such action. Further, the paid or unpaid worker may risk being subject to legal action if it is
believed they used their position or relationship with Sutherland Food Services to influence
or coerce the consumer into making a bequest. Sutherland Food Services will not assist any
paid or unpaid worker to defend against challenges to such bequests.



SUTHERLAND

FGOD

SERVICES

SUTHERLAND FOOD SERVICES

POLICY MANUAL

Section 13 - Open Disclosure Policy
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services encourages a culture of open disclosure, where feedback,
complaints, errors and/or incidents (near miss or harm) will be openly discussed, an apology
offered where necessary and improvements actioned. Open disclosure is the process that
an aged care provider has with consumers when something goes wrong that has harmed or
had the potential to cause harm to a consumer. Open disclosure refers to the practice of
communicating with a consumer when things go wrong, addressing any immediate needs or
concerns and providing support, apologising and explaining the steps the provider has taken
to prevent it happening again, Open disclosure may, where appropriate, also involve the
consumer’s family, carers, and other support people and representatives when a consumer
has instructed that they be involved.

Where there is a complaint, error, incident, near miss or harm involving a consumer or their
family the following will occur:

* The organisation will follow the Open Disclosure Framewaork and Guidance;

e The service will investigate and document the incident or situation and arrange to
meet with the complainant or consumer as soon as possible;

e Where the service is at fault, an apology will be offered and the consumer will be
involved in discussions around improvements to be made or actions to be taken;

e An action will be identified in the services Continuous Improvement Plan and
discussed at Committee, staff and volunteer meetings in an open and transparent
manner (without breaching client privacy/confidentiality), and canvassing
improvements;

# Staff and volunteers will be provided with training on Open Disclosure and the
importance of taking responsibility, owning mistakes and a culture of improvement
encouraged

e Errors, incidents or complaints will be registered in a register to identify patterns or
trends

o The Complaints Register and Continuous Improvement Plan will be discussed at
consumer meetings or forums openly, ensuring consumers are aware of issues or
concerns and have an opportunity to provide suggestions and/or feedback.



® FOOD

SERVICES

SUTHERLAND FOOD SERVICES
POLICY MANUAL

Section 14 - Physical Resources
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that the buildings and facilities in which it operates are
managed effectively with regular maintenance and monitoring of safety, comfort, physical
appeal and security.  Sutherland Food Services will ensure regular maintenance and
monitoring of the building and facilities in the following ways:

s The service environment is a welcoming place for all visitors, consumers, volunteers,
staff and/or community members;

s A sign infout book will be located at the entry to the building to ensure there is a
record of people who enter and exit the building;

e Appropriate COVID protocels in place in accordance with Public Health Orders;

e An Asset Register will be maintained;

s There is a budget for maintenance of the building;

o Regular safety checks will occur to ensure the building is safe, warm, comfortable,
clean, hygienic and secure

= Repairs or maintenance required will be identified and recorded in maintenance
register.

s Regular cleaning of the building will occur, ensuring the building is clean, hygienic
and free of clutter:

s Pest control will occur on a regular basis to minimise pests in the building (in line
with the Food Safety Plan);

¢ Regular inspection of fire extinguishers, exits, fire alarms will occur to ensure the
safety of consumers, staff, volunteers and visitors. This is undertaken by Sutherland
Hospital;

s Fire drills will occur regularly to ensure that consumers, staff and visitors are aware
of the process for evacuation. This is undertaken by Sutherland Hospital;

* A Fire Evacuation Plan will be posted on the walls of main rooms to ensure people
know where to go when an evacuation is necessary;

e Chemicals will be stored safely and securely in accordance with safe work method
statement requirements and our Food Safety Plan.
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Section 15 - Records and Document Controls

Aged Care Standard1 Consumer Dignity and Choice
Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 7 Human Resources

Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that it manages all records and documents in a
professional, safe and secure manner with full regard to privacy and confidentiality and in
line with the NSW State Records Act 1998, Privacy Amendment Act 1917 (Motifiable Breach)
and the Australian Privacy Principles.

Consumers, staff and volunteer’s information will only be collected or stored with the
consent of the person. Consumers, staff and volunteers will be encouraged to read this
policy or be aware of how their records are stored, managed and/or disposed of.

Sutherland Food Services has a cloud-based management system, Salesforce, for secure
storage of all service, consumer and volunteer records. The system is provided access to
only authorised staff members.

Sutherland Food Services has a cloud-based financial system, Xero. The system provides
appropriate access levels to only nominated staff members.

Staff files will be retained in a confidential GDrive Folder will access only available to the
Manager which includes:

e Letter of Offer

e Position Description

e Supervision notes

e Any disciplinary letters

» Any notification of changed contracts or other materials relating to staff or
volunteers; and

e Criminal record check results.

Access to consumer files will be limited to staff who have the correct authority and have
signed the Privacy or Confidentiality Agreement. See also Privacy and Confidentiality.




Consumer files include, but not limited to:

e File notes;

e Assessment information both from external agencies and internal information;
o Support Plan;

e Emergency contacts;

e Change in circumstances of the consumer;

e Complaints;

e Reports or information from other agencies;

e Requests from the consumer for any change in service

Staff computers will be timed to shut down after a period 2 minutes and all computers will
be password protected. Coded (de-identifiable) consumer information will also be
uploaded on to the Departments Data Exchange (DEX). Consumer files are archived (and
de-identified) if services have ceased and unlikely to be resumed. Archived files are
destroyed after seven (7) years, or per the NSW State Records Act 1998.

From February 2018, specific services have a statutory obligation to report a data breach if
this occurs (as a government funded service Meals Services must meet this obligation). The
service collects, stores, transfers and disposes information in accordance with the Privacy
Policy and Record/Document Control Policies.

A data breach occurs when personal information that an entity holds is subject to
unauthorised access or disclosure or is lost.

Personal information is information about an identified individual, or an individual who is
reasonably identifiable. Entities should be aware that information that is not about an
individual on its own can become personal information when it is combined with other
information, if this combination results in an individual becoming ‘reasonably identifiable” as
a result.

A data breach may be caused by malicious action (by an external or insider party), human
error, or a failure in information handling or security systems.

Examples of data breaches include:

loss or theft of physical devices;

unauthorised access to personal information by an employee;

inadvertent disclosure of personal information due to ‘human error’, for example an
email sent to the wrong person;

disclosure of an individual's personal information to a scammer, as a result of
inadequate identity verification procedures;



Where a data breach is suspected, the service must:

e carry out an assessment within 30 days

s notify the individuai(s) who the breach has involved

e notify the Commissioner. Contact details are:
o 1300363992
o enquiries@oaic.gov.au
o hitps://www.oaic.gov.au/privacy-law/privacy-act/notifiable-data-breaches-

scheme#how-to-notify
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Section 16 - Work Health and Safety

Aged Care Standard Consumer Dignity and Choice

Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 7 Human Resources

Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will strive to provide and maintain an environment which is safe, secure
and in accordance with Work Health and Safety legislation and Work Cover NSW guidelines and
requirements. Sutherland Food Services seeks to make the workplace as safe as possible for staff,
visitors, consumers and volunteers by reducing hazards and preventing injury by the implementation
of risk management strategies. The organisation recognises the legislative requirement to comply
with the Workplace Injury Management and Workers Compensation Act 1998 and supports
strategies to ensure that an injured worker receives early and effective treatment and to enable
them to return to work as soon as possible. Following the COVID19 pandemic Sutherland Food
Services is now a 100% vaccinated service for staff, volunteers and customers.

Mote: Enterprise Risk Management refers to other risks associated with the business such as
reputation, financial, environment, staffing etc.

Sutherland Food Services staff, Management Committee members and volunteers accept their
respaonsibilities to:

» Take reasonable care to protect their own health and the safety and the health

s« ofothers;

» Co-operate in ensuring that the workplace is safe by prompt reporting of incidents and
hazards;

» Follow procedures, processes, directions and training and use all personal protective
equipment provided;

e Ensure that staff and volunteers are represented on matters relating to Workplace Health
and Safety;

e Staff and volunteers are advised of their rights, responsibilities and obligations under Work
Health and Safety legislation, including reporting of incidents and hazards;

o Work Health and Safety will be part of the orientation program for all new staff and
volunteers;

s Include a Work Health and Safety standard item in all staff and committee meetings with
regular reviews of policies, procedures, incidents and hazards;

* To comply with all legislative requirements as outlined by Work Cover NSW including
mandatory notification, Workers Compensation applications, and development of Return-to-
Work plans;

* Schedule, carry out, record and evaluate regular fire and emergency drills conducted by
Sutherland Hospital;



= Sutherland Hospital schedules regular inspection of fire safety equipment and exits;

s Involve staff and volunteers in development, implementation and evaluation of Work Health
and Safety programs, maintenance requirements, strategies for safe work practices and
training opportunities or needs;

e Ensure safe and secure storage of hazardous materials, including cleaning products and that
Materiat Safety Data Sheets (MSDS} are attached or available on file;

e Seek advice from the appropriate Health authority when an outbreak of notifiable or
communicable disease occurs or staff are in contact with such diseases;

s Maintain building and equipment via regular safety inspections and proactive reporting of
hazards and the need for repairs;

¢ Facilitate staff wellbeing through training and the availability of a counselling service for
staff;

Sutherland Food Services understands its responsibilities to:

» Acquire and keep up to date knowledge of Work Health and Safety matters and relevant
Codes of Practice (Work Cover NSW), including an understanding of its role as a Person
Conducting a Business Undertaking (PCBU} under the Act;

= Ensure appropriate resources and processes are provided to enable hazards to be
identified and risks to be eliminated or minimized;

e Ensure the organisation has, and implements, processes for complying with any legal
duty or obligation regarding Work Health and Safety;

e Access the building or office after hours only with prior staff approval and with
appropriate entry and exit from the front of the building only;

e Perform Electrical Testing and Tagging for all electrical equipment by a qualified person,
every 12 months;

e Ensure the building is cleaned regularly and pest control carried out to keep it free of
vermin;

e Provide adequate and safe storage is provided for equipment and documents;

e Provide and maintain adequate heating, ventilation and lighting in office and service
areas, with natural light enhanced as much as possibie;

e Designate a smoking area for staff and consumers which must not be positioned adjacent
to open windows, or on any direct pathway to and from access points to the building.

Risk Assessments are carried out for:
¢ Home visits when visiting for the first time;

@ Activities that may be considered hazardous for participants

Safety Audits will be carried out including but not limited to:
e  First Aid Kits

e Building maintenance
e  Workstations

Australian Federal Police Check Certificate is a requirement for all staff and volunteers and
stored on the client management system.
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Section 17 - Food Safety
Aged Care Standard 4 Service and Supports for Daily Living
Aged Care Quality Standard 8 Organisational Governance

Sutherland Food Services will ensure that it adheres to all relevant Food Safety Standards
when receiving, preparing, storing, heating and delivering and/or disposing of potentially
hazardous foods. These standards, which contain health and hygiene obligations for food
handlers, aim to lower or minimise the risk of food borne iliness.

Legislation and procedures for Meal Services will vary depending upon the type of food
prepared, purchased for distribution and/or delivery. Sutherland Food Services will ensure
that each consumer’s individual needs in relation to food likes, dislikes and any allergies,
swallowing or food intolerance is taken into consideration when developing a menu. The
organisation understands the severity of allergies and intolerances as well as conditions
such as anaphylaxis and will adhere relevant guidelines.

Sutherland Food Services maintains a Food Safety Plan which is available in the office and
kitchen area of the office. The Plan is also stored on the GDrive/Food Safety Plan. There
are five national food safety standards that apply in Australia:

3.1.1 — Interpretation and Application

3.2.1 — Food Safety Programs

3.2.2 — Food Safety Practices and General Requirements
3.2.3 — Food Premises and Equipment

3.3.1 — Food Safety Programs for Food Service to Vulnerable Persons.

These standards provide a risk-based, preventative approach to providing safe and suitable
food. They are based on the principle that food safety is best ensured by implementing food
hygiene controls at each stage of food handling and that additional risk management tools,
such as food safety programs, may be required for high-risk food industry sectors.

Of the five standards, Standards 3.1.1, 3.2.2 and 3.2.3 apply to all Australian food businesses
and establish fundamental requirements for minimising food safety risks. Safe Food
Australia provides information to assist with understanding the intent of these three
standards, including the food safety outcome intended.



Food Safety Program

A food safety program is a written document indicating how a food business will control the
food safety hazards associated with the food handling activities of the business. Only
certain high-risk food businesses are required to have food safety programs:

Businesses that serve or process potentially hazardous food for service to
vulnerable people are required to comply with Standard 3.2.1, in accordance
with Standard 3.3.1-Food Safety Programs for Food Service to Vulnerable
Persons. This includes businesses providing food to hospital patients, aged care
residents and children in child care centres. It will also normally apply to
delivered meal organisations, that is, organisations that prepare or distribute
food for delivery to vulnerable people.

Seafood businesses that engage in the primary production or processing of, or
manufacturing activities concerning, bivalve molluscs must implement a
documented food safety management system that effectively controls the
hazards. These businesses can comply with the requirements by following
Standard 3.2.1 or other compliance options listed in subclause 16(2) of Standard
4.2.1 - Primary Production and Processing Standard for Seafood.

Businesses producing manufactured and fermented meats are required to
develop a food safety management system in accordance with Standard 4.2.2
(Poultry Meat) and Standard 4.2.3 (Meat).
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Section 18 - Service Delivery
Aged Care Standard Consumer Dignity and Choice
Aged Care Standard Ongoing Assessment and Planning

Elder Abuse

Abuse can be defined as a single, or repeated act, or lack of appropriate action, occurring
within any relationship where there is an expectation of trust which causes harm or distress
to an older person. Abuse can take various forms such as physical, psychological or
emotional, sexual or financial abuse. It can also be the result of intentional or unintentional
neglect. Staff should contact, or provide information regarding Elder Abuse to consumers
from the Elder Abuse Hotline.

Sutherland Food Services recognises that abuse of any form is a crime. The organisation will
do all that it can to raise awareness of abuse, and to ensure abuse is reported and acted
upon immediately, and that older people are protected from abuse.

Principles for Intervention
People who are at risk of or have experienced abuse will be:

¢ Provided with information about available options;

¢ Encouraged and assisted to make their own decisions;

¢ Respected and given the choice to refuse services if competent to make the decision;

e The wishes of the alleged victim experiencing abuse will be considered;

e The needs of the alleged victim will be kept separate from those of the alleged
abuser;

e Responses to reports of abuse will focus on safety and protection from further abuse
and will be in the best interests of the alleged victim;

e The person experiencing abuse will be given information about available options,
including how to access an advocate.

Responses to identified abuse will be in line with the Mew South Wales Elder Abuse
guidelines which involves immediate referral to the Police, Ambulance or Mental Health

team (for more information http://elderabusehelpline.com.au/for-everyone/what-is-elder-

abuse)

Responses to reports of abuse will be sensitive to needs associated with Aboriginality,
culture, disability, language, religion, gender and sexuality.



Emergency Procedure for Abuse of Older People
In an emergency, when a person is in immediate danger of injury or harm and/or who needs
medical attention:

Tell the person that you are going to contact the Police, Ambulance or Mental Health
team;

Contact emergency services regardless of whether the victim has given you
permission to do so;

The report the incident, and your actions, to your direct supervisor;

Protect evidence that may be needed to assist an investigation (without
compromising the health and well-being of the alleged victim);

As soon as possible, record and document everything that you observed, heard and
did and sign and date the document.

General Procedure
In a situation of witnessed, suspected or disclosed abuse that does not require an
emergency response;

The staff member or volunteer who identifies the situation will advise the person of

their responsibility to report concerns about consumer well-being to their

supervisor;

The staff member or volunteer will:

o Pass on all relevant information to their supervisor including what happened,
what was seen, said and done;

o Complete an Accident, Incident and Hazard report;

o Participate in debriefing.

The Manager will decide the most appropriate action based on the nature and extent of the
abuse and the urgency and risk of the situation. This may include:

L

Collate and record all information about the situation and the mental capacity and
wishes of the alleged victim;

Seek advice from a specialist agency on the appropriate response;

Adjust service provision to suit the needs of the situation;

Immediate referral to Police, Ambulance or Mental Health team.

The Manager will ensure that documentation is completed and updated so that debriefing
can be made available.

More information regarding Abuse:
NSW Elder Abuse Helpline and Resource unit — 1800 628 221 or

http://elderabusehelpline.com.au/for-everyone/what-is-elder-abuse
The Aged Care Rights Service (TARS) - 02 9281 3600 or http://www.agedrights.asn.au/nsw/




Older Persons Advocacy Network (OPAN) — 1800 700 600 (131 450 Interpreter service) or
http://www.opan.com.au/

Seniors Rights Service - 1800 424 079

http://seniorsrightsservice.org.au/

Aged Care Quality & Safety Commission-

1800951822 https://www.agedcarequality.gov.au/
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Section 19 - Advocacy

Aged Care Standard 1 Consumer Dignity and Choice

Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 4 Service and Supports for Daily Living
Aged Care Standard 6 Feedback and Complaints

An advocate is a person who, with the authority of the consumer, represents the
consumers’ interests. Consumers may use an advocate of their choice to negotiate on their
behalf. This may be a family member, friend or advocacy service.

Sutherland Food Services will ensure that all consumers are made aware that they can have
an advocate to assist them in understanding or managing services provided. An advocate
could be used during assessments, reviews, in making a complaint or in other
communication with Sutherland Food Services.

Consumers wishing to access an advocate should inform Sutherland Food Services at intake,
assessment or reviews, that they wish to nominate an advocate. Consumers have the right
to change their advocate at any time and should inform Sutherland Food Services of any
changes.

Staff should ensure that consumers are aware of their right to use an advocate and should
regularly remind consumers of this option. This information is available in the Consumer
Handbook and should be explained at intake and reviews and through informal discussion.

Information around formal advocacy can be attained from the following external sources:

# The Aged Care Rights Service (TARS) - 02 9281 3600 or
http://www.agedrights.asn.au/nsw/

# Seniors Rights Service - 1800 424 079
http://seniorsrightsservice.org.au/

» Older Persons Advocacy Network — 1800 700 600
http://www.opan.com.au/
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Section 20 - Support Planning

Aged Care Standard 1 Consumer Dignity and Choice

Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 4 Service and Supports for Daily Living

Sutherland Food Services will ensure that each consumer has a Support Plan which reflects
the needs and wellbeing of the consumer and the funding program guidelines. The Support
Plan will be developed with the consumer (and their advocate where nominated) and will
ensure a focus on wellness and reablement.

A Support Plan will be developed by the My Aged Care portal after the initial assessment
with the consumer, and their advocate where nominated. This Support Plan will be based
on assessed needs and consumer preferences and will be:

s Goal orientated and outcomes based;

= Recognise and address the requirements of people with complex care needs;
= Promote social independence and quality of life;

e (Considerate of special needs groups;

e Centred around a consumer’s wellness and reablement.

As well as including the above information, Sutherland Food Services will expand Support
Plans to document the consumer’s preference and relevant circumstances. The Support
Plan, and additional information, will also outline:

s The type of service;

# The duration and frequency of service;

¢ Number of services;

e Cost of the service;

e The circumstances under which a service may be suspended or withdrawn.

Each person’s Support Plan will be reviewed as needs change, or annually.
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Section 21 - Carers
Aged Care Standard 1 Consumer Dignity and Choice
Aged Care Standard 2 Ongoing Assessment and Planning

The Carer Gateway is the national entry point for carers of those who have a disability,
chronic illness, dementia, mental illness, an addiction or are frail aged. Sutherland Food
Services will ensure that carers are supported to access information and assistance via the
gateway and to access services where eligible.

Carers can be family members or friends, they can be parents, children, siblings,
grandparents or neighbours. Some carers look after another person 24 hours a day and help
with daily living activities, while other carers look after people who are predominantly
independent but need help with some everyday tasks.

Carers make a significant contribution to the lives of the older person they care for and an
important economic contribution to the community. The Commonwealth Home Support
Program reflects priorities and principles identified within the National Carer Recognition
Framewaork and The Carer Recognition Act (Commonwealth) 2010.

Sutherland Food Services' service provision embodies the principles incorporated in the
Statement for Australia’s Carers under the Carer Recognition Act 2010, including the
following:

1. All carers should have the same rights, choices and opportunities as other Australians,
regardless of age, race, sex, disability, sexuality, religious or political beliefs, Abariginal or
Torres Strait Islander heritage, cultural or linguistic differences, socio-economic status or
locality;

2. Children and young people who are carers should have the same rights as all children and
young people and should be supported to reach their full potential;

3. Carers should be acknowledged as individuals with their own needs within and beyond
the caring role;

4, The relationship between carers and the persons for whom they care should be
recognised and respected;

5. Carers should be considered as partners with other care providers in the provision of
care, acknowledging the unique knowledge and experience of carers;



6. Carers should be treated with dignity and respect;

7. Carers should be supported to achieve greater economic wellbeing and sustainability and,
where appropriate, should have opportunities to participate in employment and education;

8. Support for carers should be timely, responsive, appropriate and accessible. All CHSP
service providers are to take all practicable measures to ensure that:

(a) their officers, employees and agents have an awareness and understanding of the
Statement for Australia’s Carers; and

(b} they, and their officers, employees and agents, take action to reflect the
principles of the Statement in developing, implementing, providing or evaluating
care supports.

Carers can call the Carer Gateway on 1800 422 737.
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Section 22 - Community Engagement

Aged Care Standard 1 Consumer Dignity and Choice

Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 4 Services and Supports for Daily Living

Sutherland Food Services will ensure that it engages with the community on an ongoing
basis. Community connections and ongoing networking is important and encourages
transfer of information and shared working relationships.

Sutherland Food Services will focus on community engagement in the following ways:

s Community events will be advertised or promoted in organisational
newsletters/information to inform consumers of what is happening in their
community and ensure they have an opportunity to participate;

s Sutherland Food Services will attend expos and information days and other events
where appropriate, to inform the community of what is available;

s Sutherland Food Services will regularly promote the services available in local media
(radio, newspaper, social media) where possible and where appropriate to inform
the community of what is available;

* Sutherland Food Services will participate in community events where appropriate
(for example, representation at local shows);

e Sutherland Food Services’ staff will attend network or interagency meetings in the
community to ensure they have an opportunity to engage with other businesses or
services;

e Sutherland Food Services' staff will attend community forums, consultation meetings
and other events where appropriate;

¢ Sutherland Food Services will respond to community surveys and consultation where
appropriate;

s Sutherland Food Services will encourage people of all ages to volunteer for the
service where appropriate;

e Sutherland Food Services will work collaboratively with other community service
organisations, businesses, clubs, groups and council to provide information and
share information and resources and knowledge where appropriate.
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Section 23 - Consumer Rights
Aged Care Standard 1 Consumer Dignity and Choice

Sutherland Food Services will ensure that each consumer of the service understands their
rights and responsibilities and feels comfortable to speak honestly and openly to us.

The organisation will display the Charter of Rights at the facility and ensure that consumers
are aware of and are provided the opportunity to sign the Charter of Rights and be provided
with a copy of the Charter. The Carter ensures:

s safe and high-quality care and services;

e be treated with dignity and respect;

¢ have my identity, culture and diversity valued and supported;

e live without abuse and neglect;

e beinformed about my care and services in a way | understand;

e access all information about myself, including information about my rights, care and
services;

e have control over and make choices about my care, personal and social life, including
where the choices involve personal risk;

¢ have control over, and make decisions about, the personal aspects of my daily life,
financial affairs and possessions;

e my independence;

e be listened to and understood;

= have a person of my choice, including an aged care advocate, support me or speak
on my behalf;

= complain free from reprisal, and to have my complaints dealt with fairly and
promptly;

e personal privacy and to have my personal information protected;

= exercise my rights without it adversely affecting the way | am treated;

Sutherland Food Services will treat each consumer with respect and seek to understand
different needs, values, beliefs and characteristics. Sutherland Food Services understands
that there will be varied social, cultural, linguistic, spiritual, psychological and medical needs
which influence each consumer’s care needs and will aim to spend time speaking with, and
documenting, specific personal circumstances and needs. The organisation also recognises
that the following groups have experienced exclusion and discrimination and will make
every effort to cater for specific needs of these groups identified under the Aged Care Act
1997:



e people who identify as Aboriginal and Torres Strait Islander

e people from culturally and linguistically diverse backgrounds

» people who live in rural and remote areas

e people who are financially or socially disadvantaged

e people who are veterans of the Australian Defence Force or an allied
defence force including the spouse, widow or widower of a veteran

e people who are homeless, or at risk of becoming homeless

e people who are Gender or Sexually Diverse

e people who are Care Leavers (which includes Forgotten Australians,
Former Child Migrants and Stolen Generations)

e parents separated from children by forced adoption or removal.

The Department of Health acknowledges that this list is not exhaustive and other
groups include people with disability; people with a mental problem or mental
illness; people with a cognitive impairment and people with dementia).

Each consumer will be encouraged to access an advocate where required and to provide
feedback about the services they receive. All feedback and complaints will be dealt with
fairly and in a transparent and open manner and will prompt ongoing improvements.

Sutherland Food Services will encourage consumer choice and engagement in some of the
following ways:

¢ Fach consumer will have a Support Plan developed with them (and/or their
representative/advocate where requested) which is person-centred and meets their
individual personal needs. A copy is available upon request;

e The Support Plan will identify how a consumer wishes to be treated and outlines any
specific diversity or culfural needs;

e Diversity and Cultural training will be provided to staff and volunteers of the service
to ensure that there is an increased awareness of varying needs;

e Consumers will be involved in the development of training and informal and formal
feedback;

e Sutherland Food Services will address any discriminatory practices which adversely
affect a consumer’s confidence or self-worth and encourage a culture of inclusion
and diversity.

As well as the above, Sutherland Food Services will ensure that the Charter of Rights is
provided to each consumer in a manner appropriate to their cultural/communication needs,
displayed at the facility and included in newsletters/websites and other forms of
communication.
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Section 24 - Consumer Dignity Autonomy and Choice
Aged Care Standard 1 Consumer Dignity and Choice

Sutherland Food Services will ensure that all consumers are treated with dignity and respect
and are free to make choices about the care and services provided and the way in which
they live their life.

Where consumers choose to take risks, they will be informed about risk and the
consequences and encouraged to be independent and empowered to make choices.
Information provided to consumers will be current, accurate and communicated in a way
which supports their understanding. This may mean a translated or simplified manner.

Sutherland Food Services is committed to a culture of inclusion, acceptance and respect and
will support consumers to exercise choice and control.

In order to ensure that consumers dignity, autonomy and choice is upheld, Sutherland Food
Services will undertake the following:

¢ Provide services in a COVID safe manner, according to current Public Health Orders
and maintain current COVID vaccination records for staff, volunteers and consumers;

s Ensure each consumer has a Support Plan developed with them which is based on
their needs, strengths and abilities;

s Ensure the consumer Support Plan is reviewed as a minimum on an annual basis and
that the goals are achievable and realistic and continue to meet the needs of the
consumer;

# Provide training for staff and volunteers on choice, risk and the importance of people
being able to make their own decisions and to remain independent and enabled;

= Encourage consumers to do things for themselves wherever possible and foster a
culture of doing ‘with’ rather than ‘for’ a consumer;

» Encourage staff and volunteers not to ‘take over’ or treat consumers in a paternal or
protective manner;

* Recognise strengths and abilities and encourage people to maintain their
independence;

e Support consumers to meet their personal goals where possible, including by
provision of aids to assist where necessary;

« Communicate respectfully and in a way which supports consumer
independence/choice;

s Respect consumer’s privacy and confidentiality;

e Support consumers right to maintain relationships;



Support consumers to participate in, and be included and valued in their community
Deliver services that are culturally appropriate;

Deliver services that are LGBTI responsive, inclusive and sensitive;

Respect an individual’s culture, diversity, religion, spirituality, sexuality, gender,
language and ethnicity;

Support consumers to make choices in the way that services are provided and the
way they live their life;

To encourage consumers to live a better quality of life and to set goals and make
personal gains in their life;

Assist consumers to understand the associated risks and consequences of their
choices:

Provide information in a range of formats to enable consumers to make informed
choices, this includes ensuring information is current, accurate and in a format which
supports each consumer understanding.

Dignity of risk is the right of consumers to make their own decisions about their care
and services, as well as their right to take risks. Sutherland Food Services takes a
balanced approach to managing risk and respecting consumer rights. If a consumer
makes a choice that is possibly harmful to them, then Sutherland Food Services is
expected to help the consumer understand the risk and how it could be managed.
Together, they should look for solutions that are tailored to help the consumer to
live the way they choose.

Sutherland Food Services has other responsibilities for the health and safety of the
workforce and others in the service environment. In meeting these obligations,
Sutherland Food Services is expected to show how they involve the consumer and
look for solutions that have the least restriction on the consumer’s choices and
independence.
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Section 25 - Lifestyle Services and Supports
Aged Care Standard 1 Consumer Dignity and Choice
Aged Care Standard 4 Services and Supports for Daily Living

Sutherland Food Services will facilitate consumers’ access to the services and supports that
they need. In order to encourage a consumer to have an optimum quality of life and
wellbeing, Sutherland Food Services will undertake the following:

e Align lifestyle supports and services with the needs and preferences of each
consumer;

e Focus on optimising the consumer’s wellbeing and quality of life;

s Support consumers to participate in the community;

s Support consumers to maintain personal and social relationships;

e Support and encourage consumers to undertake activities which interest them;

e Where consent is granted, share information about a consumer’s likes, dislikes and
interests with staff and volunteers where relevant and other service providers
(where a number of services may work with a consumer).

End of Life Planning and Palliative Care

Consumers who request information regarding End-of-Life Planning, will be referred to the
appropriate Allied Health Service and also encouraged to discuss with their own doctor.
Any referral with only be instigated with the consumer’s consent. Sutherland Food Services
will work with consumers who are receiving palliative care services to ensure services are
appropriate to their changing needs, such as smaller or textured meals.
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Section 26 - Exiting Service
Aged Care Standard 1 Consumer Dignity and Choice
Aged Care Standard 2 Ongoing Assessment and Planning

Sutherland Food Services will ensure that the process for a consumer to exit the service is
fair and equitable and consumers are not discriminated against.

A consumer may exit Sutherland Food Services in the following circumstances:

e At the consumer’s request;

e Where the consumer’s level of need exceeds the services resources;

e Where the consumer’s needs increase or become more complex and a service
provider is unable to provide the level of care required,;

e When a consumer moves outside the CHSP target group or the Service's delivery
area;

e ‘Where continuing the service may pose a Work Health and Safety risk, after
exploring every avenue to minimise the risk;

Where a consumer requires services outside of what Sutherland Food Services can provide,
a referral will be made to My Aged Care with consent on the consumer’s behalf.

When a consumer is exited from the service, the reasons for exiting the service must be
documented in the consumer’s file and the archived in the client management system.
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Section 27 - Feedback and Complaints Consumer or Community
Aged Care Standard 6 Feedback and Complaints

Sutherland Food Services understands that feedback and complaints will assist in the
ongoing improvement and development of the service. Feedback and complaints are
encouraged and Sutherland Food Services will make every effort to address and resolve
feedback and complaints where reasonable and possible.

Feedback and complaints will be dealt with in a positive and transparent manner and will be
linked to the organisations’ Continuous Improvement Plan. Each item (feedback or
complaint) will be documented in the Continuous Improvement Plan and discussed with the
team and improvements actioned where possible. The Open Disclosure Policy complements
this policy.

Making a Complaint
Sutherland Food Services encourages feedback from consumers, carers, family and the
community in a variety of ways. This includes (but is not limited to):

s \Verbal feedback;

e Feedback via emails, letters or social media;

e Surveys;

s Suggestion box;

e Feedback form provided to new consumers as part of our Welcome Pack;

o Feedback/complaints can be provided anonymously where preferred via feedback
form, suggestion box or survey;

Sutherland Food Services will provide regular information to consumers via a variety of
avenues including newsletters/e-newsletters, consumer/community, social media, meetings
etc to ensure consumers are well informed and information is provided in a way that
supports their understanding. The following procedures will also encourage a culture of
openness and disclosure:

¢ Training on complaints handling will be provided to staff/volunteers;

* Feedback forms will be included with each Welcome Pack, or upon request;

e Staff and volunteers will explain the process for feedback and complaints upon entry
to the service and when/as needed so that consumers feel comfortable to share
their feedback freely;



s A culture of improvement will be fostered and complaints will not be dealt with in a
negative or hostile manner; and

e Consumers will be encouraged to use an advocate when providing feedback or
making a complaint (where necessary/required) — see Advocacy Policy

Steps for making a Complaint

As well as encouraging ongoing feedback, if consumers, carers or community members are
dissatisfied with an aspect of the service and wish to make a complaint the following steps
will be taken:

1. Contact the Manager, or use the Feedback Form, providing details of the complaint
including:

« What the complaint is about;

* Who the complaint might be about;

s Any facts that they wish to outline such as day, time the issue occurred;
e \What the proposed resolution would be

L

Where a consumer doesn’t feel comfortable to make contact, they will be
encouraged to use an advocate fo assist them, or they may make a verbal complaint.

2. If the issue is not resolved in this instance, contact the President of the Sutherland
Food Services Management Committee. All contact details are contained in the
Customer Handbook,

3. If the consumer is unable to obtain a satisfactory resolution to their complaint with
the Manager or the President, there are external avenues for complaints:

o Aged care complaints can be made to the Aged Care Quality & Safety
Commission at 1800951822 or via the online complaints forms

https://www.agedcarequality.gov.au/making-complaintiodge-

complaint/online-complaints-form

o Orcontact:

Aged Care Quality and Safety Commission
GPO Box 9819, in your capital city

o Alternatively, you can contact one of the services below and ask them to help
contact the Aged Care Quality & Safety Cornmission on 1800 951 822:

Translating and Interpreting Service (T1S) - 131 450

Aboriginal Interpreter Service (AlS] - 1800 334 944

Kimberley Interpreting Service (KIS) — 08 9192 3981



More information can be found regarding aged care complaints at
https://www.agedcarequality.gov.au/making-complaint/lodge-complaint

Complaints may also be made through the NSW Ombudsman using the Online Complaint
Form www.ombo.nsw.gov.au Phone: 02 9286 1000 Toll free (outside Sydney metro): 1800
451524

o |If you are a non-English speaking person, the Ombudsman can help through
the Translating and Interpreter Service (TIS) on 131 450.

o |If you are hearing impaired or have a speech impairment, contact the
Ombudsman through the Mational Relay Service.

Responding to a Complaint
In responding to a complaint, the following will occur:

1.

The volunteer or staff member who received the complaint verbally will attempt to
resolve the issue immediately where possible;

Where the issue cannot be resolved immediately, the volunteer or staff member
must notify their direct supervisor verbally or in writing (email) as soon as possible;
The supervisor will contact the complainant within 48 hours and attempt to resolve
the issue;

The supervisor will follow up with a letter thanking the complainant for their
feedback, outlining the issue and how this was resolved;

Where a complaint was investigated, and considered vexatious, or was not able to
be resolved this will be outlined in the letter;

All feedback/complaints will be provided to the Manager in writing and this will be
recorded at either the staff meeting or Management Committee meeting.

Feedback and complaints will be maintained by the organisation to identify trends or
potential ongoing issues or future risks. This will be closely aligned with the Continuous
Improvement Plan and each feedback item or complaint (where possible/relevant and does
not breach privacy/confidentiality of the complainant) will be registered in the Continuous
Improvement Plan and actioned.
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Section 28 - Intake Assessment and Reassessment
Aged Care Standard 2 Ongoing Assessment and Planning

Sutherland Food Services will ensure that each consumer receives a comprehensive intake
assessment which identifies consumer needs and preferences and is undertaken in a fair
and equitable manner. Where multiple services are delivered by a variety of service
providers, the organisation will work collaboratively (with consent) ensuring the consumer’s
needs are met in the most effective manner. If an interpreter is required, Sutherland Food
Services will make the appropriate arrangements for the consumer.

Sutherland Food Services will also ensure that each consumer’s service is regularly reviewed
to determine if the service provided is adequate for their needs, or when needs have
changed. Whilst eligibility for CHSP services is determined by My Aged Care (MAC) and an
assessment undertaken by the Regional Assessment Teams, it will be necessary to
complement this with additional information obtained by Sutherland Food Services staff.

All assessments will consider each person’s:

* Individual goals, lifestyle and personal preferences;

e Specifics of the most appropriate meal service;

» Wellness and reablement goals;

s Strengths and abilities;

e Physical, social and emotional needs;

e Cultural, spiritual, psychological, social, medical and religious needs;
e Socio-economic needs:

s Communication preferences and/or ability to understand the process for assessment
« and planning;

s Cognitive function;

e Access and mobility issues;

s Informal and/or community supports.

An Intake and Support Plan will be used to gather the information and define the agreed
services including frequency, times and location, fees, and consumer’s goals. The Support
Plan will be developed with the consumer (and/or their advocate where necessary) and it
will be person centred, focused around wellness and reablement and support the consumer
preferences/needs. A copy of the Support Plan will be provided to each consumer upon
request.



Reassessments will be carried out annually, or when there is significant change to the
consumer’s needs or circumstances. This includes wellness and if appropriate reablement
reviews. All relevant information is securely stored on the customer’s file.

Sutherland Food Services may refuse access to our service consumers if it is determined that
the we cannot adequately, safety and appropriately meet the needs with the resources
available. Where this occurs, the reasons will be clearly explained to the consumer and
referral back to My Aged Care made where necessary.
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Section 29 - Meal Service
Aged Care Standard 4 Service and Supports for Daily Living

Sutherland Food Services provides high-quality meals to consumers. The quantity of meals
aligns with the National Meal Guidelines 2017 and will be considerate of the individual
needs of consumers. Meals will be delivered to the consumer’s home, in line with the
Commonwealth Home Support guidelines and the funding agreement with the Department
of Health. Sutherland Food Services recognises the importance of consistent nutrition for
consumers. NSW Meals on Wheels has developed the National Meal Guidelines (2017) to
support meal providers. Sutherland Food Services follows policies and protocaols as follows:

Follow all COVID/Public Health Orders, practices and protocols;
s Ensure that meals are delivered in a safe and appropriate manner to the consumer in
their home with due regard to the safety of volunteers, staff and consumers;

e Ensure meal delivery rosters are well planned and there is adequate back-up where
volunteers cannot deliver a meal:

e Allergies, food intolerances, swallowing issues, likes and dislikes of consumers are
catered for and determined during intake and at each review;

# The cultural needs of consumers are considered and catered for wherever possible;

e Equipment is provided for consumers where they need support with meal
preparation or consumption;

¢ Consumers who have specific needs will be referred to a dietician for specialist
support;

= Provide systems and processes in place for monitoring the quality and quantity of
food:

* Work within the Food Safety Standards and adhere to the Food Safety Plan;

= Review menus with dieticians wherever possible to ensure that there is sufficient
variety, adequate nutrition, portion sizes etc.

s Keep records of consumer’s needs, preferences, history etc.

e Ensure consumers have opportunities to provide regular informal and formal
feedback on the meals they are receiving;

s Make referrals to other services where necessary if needs cannot be met within
service provision and consent is obtained;

s Provide information to consumers around good nutrition and how to supplement a
meal service in the home:

e  ‘Work to continuously improve;

® Provide training to volunteers and staff on Food Safety, Food Handling and other
policies and procedures of Sutherland Food Services;



Kitchen Operations

o

All staff and volunteers working in any kitchen operation must have undertaken
Sutherland Food Services training module;

The kitchen area is designated for the picking, packing, collating and heating of
meals;.

Meal orders are generated through our client management system and forwarded to
the kitchen for packing. These orders are listed on the Packing Sheet and identified
with a run number and customer name. The orders are marked as either “frozen” or
“hot” on the packing sheet;

Packing Sheets are produced at 8am each day to ensure all customer orders are
entered;

Staff or Volunteers should complete the Operations Register Form first thing in the
morning to register the temperatures of the freezer room, and chest freezers as well
as at the end of each day;

Picking and subsequent packing of the meals are carried out by the kitchen
staff/volunteers by using the equipment supplied;

Staff or Volunteers entering the walk-in freezer should always wear PPE equipment
supplied [insulated jacket, gloves, fully closed in or leather shoes;

Staff or Volunteers should turn the fans OFF whilst picking the meals. The on/off
switch is located to the right of the freezer door with instructions for use;

At approximately 8.15 am frozen meals are assembled ready for collection by the
volunteers. The assembly is according to the delivery sheets. Individual items for
each customer are placed in plastic bags. Icesheets are placed at the bottom and top
of meals contained in the esky. Hot meal dividers are placed in between meals to
ensure the temperature is maintained during delivery;

Thermalised eskys are then placed in the volunteer area with the runsheet folder
ready for dispatch.

Meals requiring heating are removed from the freezer in preparation for heating at
around 9 am.

The oven is pre-set with the appropriate temperature at 160 Deg. The power switch
is on (located behind the oven). The fan switch (located under the power switch) and
lastly the ON switch (located on the front of the oven to the left);

Meals remain in the oven until 10:45 am in preparation for delivery;

Staff or Volunteers should use supplied protective oven gloves when removing the
meals from the oven in preparation for packing;

These meals are then packed in the thermalised esky ready for dispatch. A divider is
placed at the bottom and between each layer of meals to keep meals hot;

Staff or Volunteers should then continue picking and packing for the following day in
the same manner as outlined above;

All packed thermalised eskys are placed in the freezer in preparation for the following
day's runs;

The benches are then cleaned with D2 cleaner;

Kitchen area left prepared for the following day’s service.
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Section 30 - Non-Response to a Service
Aged Care Standard 4 Service and Supports for Daily Living
Aged Care Standard 2 Ongoing Assessment and Planning

Sutherland Food Services will ensure that each consumer is able to provide
contacts/planning they would like to occur if they don’t respond to a planned visit. This will
be identified in the Support Plan for each consumer and will ensure that staff and
volunteers understand and follow the correct process for each consumer, which aligns with
their instructions.

Sutherland Food Services will ensure that each consumer is able to clearly confirm their
instructions should they not respond to a planned visit from staff or volunteer of the
service, The following procedure will occur:

e Consumers will be asked to advise their instructions during the intake process for
non-response to a visit;

e Where a consumer does not respond to a visit, staff will refer to the Support Plan
and make contact with the ‘nominated contact person’ to determine if the consumer
is away or in hospital or follow any other instructions provided by the consumer;

e Volunteers who note a consumer does not respond to a visit will contact the office
staff immediately for instructions;

e Where the nominated contact person is not available, or not answering, and where
all aspects of the procedure have been attempted the volunteer will contact the
office immediately for further instructions;

e At no time, will volunteers enter a home unless advised by staff eg in the case of an
emergency;

e Where volunteers can see or view a consumer in distress in their home (for example,
they may have fallen and be unable to get up), they must ring Emergency Services on
000 immediately, followed by Sutherland Food Services’ office on 1300 637 301 for
further instructions.

¢ Volunteers must not at any time, move or attempt to move a consumer if they have
fallen. Volunteers can attempt to make the consumer comfortable where they are
but make contact but await further instructions or emergency services;

e The Support Plan will be reviewed on a regular basis to ensure that the consumer’s
instructions are documented.

e Volunteers are to complete an Incident Accident Report upon return to the office.
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Section 31 - Privacy and Confidentiality
Aged Care Standard 1 Consumer Dignity and Choice

Sutherland Food Services will respect each consumer’'s right to privacy, dignity and
confidentiality. All personal information will be collected, stored and shared only with
consent and in accordance with the Privacy Act 1988, Privacy Amendment Act 2017
(Notifiable Breaches) and the 13 Australian Privacy Principles. A consumer’s rights to
privacy and confidentiality will be communicated in a way which supports their
understanding.

Sutherland Food Services collects personal information from consumers to enable the safe
and appropriate delivery of services. Staff and Volunteers are advised that privacy and
confidentiality applies:

* |nthe work place;

e At home and in the community;

e When talking with other volunteers;

¢ When dealing with people of other agencies;

e Insocial environments;

e When dealing with other consumers;

e Consumers and other service users where consent has been granted.

Key principles for collection, storage and sharing of personal information:

e Consent is obtained from consumers for the collection, storage, transfer and disposal
of their personal information;

¢ Information regarding privacy and confidentiality is communicated in a variety of
ways which support consumer understanding (plain English, verbal, pictorial);

s Consumers will understand where their information is stored, how and why;

s Consumer files are kept in a secure location with authorised access only;

s Services will ensure that they adhere to Privacy Amendment Act 2017 (Notifiable
Breaches) and follow due process where a breach occurs;

e Consumers have the right to access their information at any time;

s Consumers are encouraged to provide updated information if their circumstances
change;

e Sutherland Food Services' staff will update information when they become aware of
changes to consumer circumstances, and/or when a review is carried out, to ensure
that all information is current and accurate;



All information relating to consumers is confidential and will not be disclosed to any
other person or organisation without the consent of the consumer

Statistical data submitted to funding bodies is de-identified. Sutherland Food
Services uses a client management system, Salesforce, which completes bulk uploads
to the Department’s Data Exchange (DEX). The Statistical Linkage Key for a consumer
will be saved in a consumer-level unit record that is stored by the Department in the
DSS Data Exchange. The information that is stored in a consumer-level unit record
will not include the consumer’s name or pseudonym, or address;

Only information necessary for delivering effective services will be collected;
Photographs or electronic recordings will not be taken without permission;

Each consumer will be offered the right to choose whether to participate in any
research or auditing process;

All staff and volunteers will receive training regarding confidentiality and privacy;

The intake process is conducted over the telephone in a secure environment.
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Section 32 - Wellness Service Delivery
Aged Care Standard 1 Consumer Dignity and Choice
Aged Care Standard 2 Ongoing Assessment and Planning

Sutherland Food Services will support a wellness approach in relation to service delivery.
This support is in line with the “Pillars of Wellness”. Sutherland Food Services understands
that each person has the potential, and the right to make personal improvements, to be
independent and to make choices which improve their quality of life.  In line with the
Australian Governments Living Well at Home — Commonwealth Home Support Program’s
‘Good Practice Guide’ Sutherland Food Services will ensure that it encourages people to
have a better quality of life by ‘doing with’, rather than ‘doing for’ model of service.

In order to ensure that older people have more opportunities for wellness Sutherland Food
Services will undertake the following process:

e Provide training for staff and volunteers on a wellness approach to service delivery;

e Do ‘with’ consumers, rather than ‘for’ consumers;

e Ensure each consumer is treated with respect and dignity and that their social,
psychological, cultural, linguistic and medical needs are considered when
developing a Support Plan with each consumer;

¢ Consider our language with consumers and also in documentation;

e Consider equipment or aids to enhance independence;

s Support wellness, reablement and restorative approaches by discussing nutritional
options that meet the specific needs of individual consumers and ensuring that
nutritional screening has been offered should it be required;

s Referral to more appropriate services, with consent, if they are unable to undertake
the services we are providing.

As well as ensuring the above, Sutherland Food Services will ensure that consumers are able
to actively participate in the development of their service and their goals and to make
decisions about their services. Consumer’s Support Plans will be reviewed regularly to
ensure that they are meeting goals.
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Section 33 - Safe Home Visiting

Aged Care Standard 1 Consumer Dignity and Choice
Aged Care Standard 2 Ongoing Assessment and Planning
Aged Care Standard 7 Human Resources

Sutherland Food Services will ensure that staff and volunteers of the organisation are
competent in their roles and that they understand all risks associated with home visiting and
minimise these risks where possible.

The following procedures provide a guide for safe home visiting:

When visiting a new consumer, staff must check the information on My Aged Care to
ensure that there are no known risks of visiting that consumer at home;

If there is no documentation regarding risks, make contact with the consumer, or their
nominated representative, to arrange the visit and check if there are any possible hazards,
such as dogs, excessive steps, or other risks which you should be recorded when visiting;
Where risks are evident, investigate alternate options for safe delivery;

In some cases, Sutherland Food Services may not be able to visit the consumer due to the
level of risks. Where possible, the meals may be delivered elsewhere or collected from the
office:

Consumers will be asked to restrain dogs when home visiting occurs;

Consumers will be asked not to smoke when staff or volunteers are present;

Risks which are obvious must be identified and discussed with staff to determine the best
way to minimise harm;

At all times volunteers should keep their phone, or the office phone, on and available;
Staff and volunteers must take note of exit and entry to the home when they visit and
ensure that they are able to exit quickly should the need arise;

Staff and volunteers must only visit a consumer’s home during work hours and respect the
individual preferences and lifestyles of each person they visit;

Where staff or volunteers notice aspects of the home which are concerning (for example,
declining hygiene or fall hazards) they must notify the Co-ordinator as soon as possible
Staff and volunteers must respect the privacy and confidentiality of consumers and not
disclose information relating to a consumer or their home/lifestyle to anyone other than the
Manager or Coordinator;

Where a consumer appears distressed or aggressive attempt to identify why the
consumer is upset, distressed or aggressive. Remain calm. Speakto the person in a



soothing, calm manner. Endeavour at all times to remain calm and not to place yourself
or others at risk by challenging the consumer. If the consumer is distressed, talk to
them in a calm, empathetic manner and offer support or solutions to the. Maintain
your distance from the consumer

If the consumer is physically aggressive,remove yourself from immediate danger, but
try to remain in the consumer’s line of sight and identify a safe point of exit

Allow for exitfrom the area and do not allow the consumer to block point of exit

Exit and report the situation by mobile phone to your supervisor or manager as soon as
possible and request assistance

After the event, and as soon as practical, the person who was present must complete an
Incident Report Form, detaining the situation that occurred and any follow up action
required with the consumer or themselves

Arrange for critical incident debriefing and arrange any counselling asrequired

Devise proactive strategies to prevent further occurrences

Where a critical incident occurs (for example, death of a consumer), staff and volunteers will
make contact with emergency services immediately and notify their Co-ordinator (for more
information, see Safe Home Visiting DVD provided by NSW Meals on Wheels Incorporated
Debriefing or counselling will be provided to staff or volunteers who have witnessed or been
part of a critical incident.
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Section 35 - Staff Employment

Aged Care Standard 7 Human Resources
Aged Care Standard 6 Service Management

Sutherland Food Services will ensure that it recruits staff fairly, transparently and in line
with the Equal Employment Opportunity principles and all relevant legislation.

All vacant positions will be advertised publicly and will enable all people to apply. People
with disability, or with special needs, will be welcomed and are encouraged to contact
Sutherland Food Services to seek assistance with the application for employment.

Successful Staff will be provided with an employment pack prepared by our HR Consultants.
The pack contains a position description, Fair Work Statement and an employment contract.

All staff will undergo an Orientation process upon commencement which outlines:
s Requirements of the position;
o Code of Conduct;
¢ Work Health and Safety processes;
s Introduction to staff and volunteers;
# Policy Manual and any other relevant documentation;

Staff will be provided with regular supervision and support in their role and will be provided with an
opportunity to advance, where possible, or to increase in grades or levels where possible (as per
relevant Award). Where staff are not performing as expected, Sutherland Food Services will follow
all legislative processes.

Staff will be provided with opportunities to develop and to meet personal career goals where
possible, this includes attendance at training. Training will be identified by staff or the Manager
relevant to their role and responsibilities. Staff will be required to request leave in advance, with a
minimum of four weeks’ notice where possible (unless an emergency).

Delegation of Authority

The Manager of the service has a discretionary authority regarding spending of items
relevant to the operations of Sutherland Food Services up to Two thousand dollars (52000).
All receipts and evidence are uploaded to our financial management system, Xero. This
amount is determined by the Management Committee and reviewed annually.
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Section 36 - Dismissal Policy
Aged Care Standard 7 Human Resources
Aged Care Standard 6 Service Management

Sutherland Food Services will ensure that where a dismissal of a staff member is required, the
process is fair, impartial and in line with the Fair Work Act, the relevant Award and any industrial
relations requirements, All employees will be provided with the opportunity to make
improvements to their work and will be well informed of the policies, procedures and the
implications of unsatisfactory work. Where an employee breaches the code of conduct they may be
instantly dismissed without warnings.

Before commencing the process for dismissal Sutherland Food Services will seek advice and support
from Employsure, our HR Consultants, or another organisation who may be engaged at the time.
The decision to progress to a dismissal stage with an employee must agree with the Management
Committee. The process must always remain confidential and only involve the employee, direct
supervisor and committee members. Where employees will proceed to the dismissal process they
will be offered the use of the Employee Assistance Program for free 24-hour counselling service.

The following process, confirmed by Employsure, that must occur before an employee is dismissed:

Step 1 - Employees who are performing unsatisfactorily will be counselled so they understand the
standards expected of them. They will be helped and given guidance in achieving the expected
standards.

Step 2 - Confidential records of any meetings/counselling undertaken will be made. The employee
will be shown and given a copy of the written records and will have an opportunity to comment on
its contents. This can be done either in writing or orally. The record will only be placed on the
employee's personal file when the employee has been given the opportunity of responding to the
record and adding any notations regarding the contents of the record.

Step 3 - Employees whose performance or behaviour is unsatisfactory will be given adequate time to
demonstrate a willingness to improve. If at the end of this period the employee shows no
willingness to improve in the opinion of the employer, a final warning in writing will be issued to the
employee. This notice will inform the employee in writing that disciplinary action up to and
including dismissal may be taken if the employee does not cease the unsatisfactory performance or
behaviour immediately.

Step 4 - The employer also has the right to summarily dismiss an employee for serious and willful
misconduct.

Step 5 - At every stage of the disciplinary process, the employee has the right to have another
employee or union representative present as a witness.

During the dismissal process the Manager will need to ensure that all meetings and interactions are
clear and well understood verbally. This verbal communication will also be followed up with a
written record of the meeting and signed and dated by all parties. Generally, providing three written
warnings is good practice before an employee is dismissed, these warnings will be clear, concise and
clearly outline the situation.
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Section 37 - Grievance Policy
Aged Care Standard 7 Human Resources
Aged Care Standard 6 Service Management

Sutherland Food Services is committed to providing a safe, supportive and productive work
environment for all staff and volunteers. Staff and volunteers will be encouraged to treat
each other with dignity and respect at all times and to act fairly and professionally.
Sutherland Food Services will provide staff with a clear internal procedure aimed at
resolving staff grievances.

The following outlines the process for dealing with a grievance:

L

All grievances will be dealt with in a timely, factual, confidential and impartial
manner;

It is expected that all parties involved in a grievance or dispute will have a desire to
resolve the grievance or dispute in a co-operative manner and in good faith;
Individuals must not harass or bully the other party or parties involved in the
grievance or dispute;

Confidentiality will always be maintained and only those directly involved in the
grievance will know about, or be involved in the resolution;

Those involved in the grievance will be involved in the outcome as soon as possible;
Staff involved in a grievance have the right to a support person during the resolution
process (this might involve a friend, family member or advocate);

All/any investigator(s) must act in a timely, fair, confidential and equitable manner.
Where there is a conflict of interest, or perceived conflict of interest the investigator
must identify this conflict of interest and remove him/herself from this role;

Staff involved in the grievance will be provided with the Employee Assistance
Program details and encouraged to seek counselling via this method.

The process for making a grievance is as follows:

e Complaint or grievance is made to the Manager in the first instance;

e Where the employee has a grievance with their direct supervisor, the grievance
must be discussed with that staff member’s supervisor;

= The grievance must be documented clearly, outlining the date, times, grievance
in a factual and professional manner;

e The supervisor will activate the resolution procedure within a 48-hour period;

= The supervisor will provide information about the grievance to the staff member
concerned and request a response about that grievance within a 48-hour period;



= Where possible, both staff, or staff involved with the grievance will meet to
discuss the grievance together with resolution options considered and discussed;

e Mediation between staff may be required, and this will occur where consent
provided by all parties concerned in the grievance.

s Both parties will be asked to sign off on a resolution to the grievance

s Both parties will act to resolve the dispute with dignity and respect

e The supervisor will meet regularly to follow up with the grievance to ensure a
resolution has occurred for all parties

e Where a resolution has not occurred, parties may be required to meet again, or
another action sought

e Where a staff member is found to have breached the Code of Conduct or have
acted in a manner inconsistent with the organisation’s aims and objectives the
supervisor or organisation may be required to commence disciplinary
proceedings.

« Both parties will be asked to sign off on a resolution to the grievance;

= PBoth parties will act to resolve the dispute with dignity and respect;

e The supervisor will meet regularly to follow up with the grievance to ensure a
resolution has occurred for all parties;

e Where a resolution has not occurred, parties may be required to meet again, or
another action sought;

e Where a staff member is found to have breached the Code of Conduct or have
acted in a manner inconsistent with the organisation’s aims and objectives the
supervisor or organisation may be required to commence disciplinary
proceedings.

All actions and processes will be in accordance with instructions from our HR
Consultants.
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Section 38 - Bullying and Harassment
Aged Care Standard 7 Human Resources
Aged Care Standard 6 Service Management

Sutherland Food Services is committed to providing a safe environment for all staff and
volunteers where they are treated with dignity and respect. Sutherland Food Services will
not tolerate bullying or harassment of any kind.

Bullying refers to the unwanted, repeated and unreasonable behaviour(s) to an individual or
a group which adversely affects the wellbeing of that individual or group. Some examples of
bullying include:

e Intimidation;

¢ \Verbal abuse or threats:

& Swearing, yelling or offensive language;

® Assigning of impossible or unpleasant or meaningless tasks;

e Managers or leaders gossiping or talking about other staff members negatively;

e Spreading rumours;

s Cyber bullying;

s Physical abuse.

Harassment refers to a range of repeated, unwanted offensive behaviours which are
disturbing, upsetting or threatening. Sexual harassment refers to persistent and unwanted
sexual advances where consequences of refusing these advances are disadvantageous to
the employee. Sutherland Food Services will do all that it can to provide a culture where
staff and volunteers feel safe and secure and are free from bullying or harassment. Staff will
be encouraged and supported to report incidents of bullying or harassment and incidents
will be dealt with in a prompt, confidential, fair and equitable manner. The organisation will
ensure that it provides training on bullying and harassment to staff and volunteers on a
regular basis. The organisation will act immediately where bullying and harassment is
reported or suspected. Where staff are subjected to bullying or harassment they should:

# Discuss the matter with the Manager in the first instance;

¢ Where the Manager, or other staff, is the alleged bully or perpetrator of harassment,
the victim should discuss the matter with the President of the Management
Committee.

e Staff or volunteers should diarise or document the incident clearly with dates, times
and facts of the incident;

e The Manager or President must investigate the incidence of bullying or harassment
within 48 hours of the alleged incident (ensuring privacy and protection of the
alleged perpetrator and the victim);



Both the alleged victim and perpetrator of bullying or harassment will be provided
with the Employee Assistance Program® number for free confidential, 24-hour
counselling;

The Manager/President must provide the alleged perpetrator with a summary of
alleged incident and provide an opportunity for a response within a 24-hour period;
The Manager/President should discuss the incident and information with
Manager/President. At all times the privacy and safety of both alleged victim and
perpetrator must be considered,;

Where bullying or harassment is proven to have occurred the supervisor must
undergo disciplinary proceedings immediately or contact police, depending upon the
severity of the act;

Further ongoing monitoring may be required between the complainant and alleged
perpetrator;

Where necessary and effective, mediation might be considered or undertaken;
Where a bullying or harassment complaint is found to be vexatious, the Manager or
President may counsel the complainant or follow disciplinary procedures (depending
upon the severity and nature of the complaint);

Further training for all employees on bullying and harassment will be provided to
ensure staff are clear on what constitutes bullying or harassment and how to ensure
all staff can be comfortable in their environment.
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Section 39 - Social Media Policy
Aged Care Standard 8 - Organisational Policy

Sutherland Food Services recognises social media as an effective communication tool that
can assist developing community engagement and the sharing of information. Social media
content is subject to the same policies and procedures as other forms of communication.

When using social media, employees and volunteers are to:

Ensure personal use of social media is undertaken in personal time;

Maintain the high standard of professionalism at all times when using social media;
Not engaging in behaviour that is harassing, bullying, illegal or in breach of the
organisation’s Code of Conduct, whether using an official or private social media
account;

Represent the organisation professionally when publishing content in an official
capacity;

Adhere to the Code of Conduct when making public comment (posting on
Sutherland Food Services’ behalf or as an individual);

Ensure all official content has been approved by the Manager prior to being posted;

Mot disclose information, or make commitments on behalf of Sutherland Food
Services, unless authorised to do so.
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Section 40 - Volunteer Policy
Aged Care Standard 7 Human Resources
Aged Care Standard 6 Service Management

The definition of volunteering is ‘time given freely or willingly without any financial gain
given or expected’. Sutherland Food Services recognises the very important role that
volunteers play in supporting the organisation to develop and to provide a vital service to
consumers and the community. Sutherland Food Services will support volunteers in their
role and ensure that they can be as safe and happy as possible within the workplace and in
their community.

Volunteers will be supported in their role and provided with training to increase their
professional development.

In order to ensure that volunteers are supported in the workplace, Sutherland Food Services
will:

# Recruit volunteers fairly and equitably;

e Ask volunteers what their skills are and also, where they may have any challenges;

e Volunteers will be provided with aids, equipment and/or assistance where special
needs are identified:

e Ensure adequate screening of volunteers prior to work placement (this includes
police check screening, reference checks and interview);

e Ensure information about volunteers is retained securely and privately (including
contact numbers; police check screening information; licence information, motor
vehicles and motor vehicle insurance information);

e Ensure adequate orientation of all volunteers;

# Provide training on all aspects of service delivery;

e Provide ongoing relevant information to volunteers;

e Provide supervision for all volunteers;

e Enable volunteers with an opportunity to provide feedback to their direct report;

e Meet with volunteers on a regular basis to provide information and updates of what
is happening;

e Ensure volunteers understand the processes and procedures of the organisation;

e Ensure volunteers understand Work Health and Safety process and reporting
procedures;

¢ Provide opportunities for volunteers to gather together and share experiences;

e Acknowledge and thank volunteers on a regular basis;
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Section 41 - Infection Control Policy
Aged Care Standard 3 | Personal Care and Clinical Care

Sutherland Food Services will take all measures to effectively prevent, manage and control
infection in order to minimise adverse impacts on customers, staff, volunteers and the
community. Following the COVD19 pandemic Sutherland Food Services is now a 100%
vaccinated service for staff, volunteers and customers.

This policy should be read in conjunction with the Work Health and Safety Policy; Food
Safety and Meal Services policies.

In order to prevent, manage and control infection, Sutherland Food Services will:

¢ Undertake a risk assessment to determine the types of infection; associated risks,
risk minimisation procedures; impact on the consumers, volunteers and staff;

+ Provide training to staff & volunteers on infection prevention and control;

» Provide information to staff and volunteers around the types of infection that may
be present within the community (where known);

« Encourage staff and volunteers to have annual flu vaccines;

« Ensure staff, volunteers and customers have current COVID19 vaccinations and/or
boosters as outlined by relevant Public Health Orders;

« Make information available to volunteers and staff around infection control,
prevention and minimisation in newsletters, email notification, website/social media
and other methods as appropriate;

« Ask staff or volunteers to remain at home when they are unwell and to not return to
work until they are fully recovered;

=« Where staff or volunteers become unwell at work, or arrive at work unwell, request
them to return home until they have recovered;

« Ensure that staff, volunteers and consumers are provided information on performing
hand hygiene effectively;

« Ensure staff and volunteers are aware of appropriate use of PPE equipment when
used and/or required;

» Ensure routine cleaning is undertaken in a regular and appropriate manner.
Documentation of cleaning dates undertaken will be recorded as part of our Food
Safety Plan;

» Ensure cleaning of all/any shared equipment (such as eskies, baskets, heat packs and
other equipment used to store food). This information will be recorded as part of
our Food Safety Plan;



Ensure all volunteer/staff delivery vehicles are clean and hygienic at all times;

Ensure safe handling and/or disposal of all/any waste eg linen, cloths, towels,
aprons, tea towels etc.

Provide adequate sinks in kitchens and food preparation areas, in line with Food
Authority requirements, with liquid soap and paper towels available at ali times;
Ensure Sanitation Stations have adequate supplies of hand sanitiser;

Request customers to advise if they are unwell and if possible (within privacy
requirements) to notify you of the type of iliness;

When a customer is unwell, or in certain situations such as COVID19 periods,
deliveries may be made outside the house on a chair, table or similar. The
volunteers/staff shouid knock and stand back from the door, adhering to all COVID
protocols, making sure the customer receives the meal and is able to take it inside
and open/eat the meal. Alternate arrangements are made for any customer not
vaccinated;

Ensure staff and volunteers are provided with adequate PPE equipment to deliver to
an unwell consumer and/or perform duties {such as apron/gown; mask; gloves;
sanitiser/wipes and eye protection)

Where an unwell consumer is unable to come to the door, staff/volunteer will
deliver the meal inside for the consumer adhering to any protocols, such as social
distancing. Upon exiting the volunteer/staff should wash hands, sanitise, change
gloves/PPE equipment.

Volunteers/staff must notify the staff if they believe a customer is unwell at any
time.

Steps of risk management, based on the NSW Health Risk Management Framework *

ESTABLISH THE CONTEXT

What sort of setting am i working in?

Who else is in this setting?

Would this be considered a controlled environment?
What sort of clinical procedures are occurring here?
What group of patients are we protecting?

IDENTIFY INFECTION RISKS

Is there a risk that this could lead to an infection in a patient, staff member or
visitor?

Is anyone in this setting particularly susceptible to an infection?

Is there shared patient care equipment identified as an infection transmission risk?
sue with the flow of patients in the clinical area?

Do we need to collect further data/information?




ASSESS THE RISK OF INFECTION

What is the likelihood of infection occurring in a susceptible person in this
setting?

How serious is the risk of infection to the patient, staff or visitor?

Have we had incidents or an outbreak?

Do we need to seek additional expertise to assist in identifying the risk?

CONTROL THE RISK OF INFECTION

How is this infection spread and how do we prevent it?

Do we need to change a process, practice or procedure?

What education or training do we require?

Do we require an improvement team using quality improvement
methodology?

How are we involving patients in our control measures?

REVIEW EFFECTIVNESS OF CONTROL MEASURES

Have we included the right people in our discussions?

Did our measures determine the effectiveness of the risk controls for our
patients, visitors and staff?

How will we sustain the changes?

http://www.cec.health.nsw.gov.aw’  data/assets/pdf file/0010/383239/[PC-Practice-

Handbook-2020.PDF
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Section 42 Code of Behaviour
Aged Care Quality Standard 7 Human Resources
Aged Care Quality Standard 8 Organisational Governance

All members of staff, volunteers and committee members, are covered by the one Code of
Conduct. This code includes:

personal and professional behaviour;
personal relationships with customers;
conflict of interest;

gifts and benefits;

outside employment & other external business activities;
party political participation;

public comment;

use of official resources;

use of internet and email;
recommending services;

notification of rights to complain;
discrimination, bullying and harassment;
corrupt conduct;

occupational health and safety;

breach of Code of Conduct.
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Section 43 Kitchen Procedures
Aged Care Quality Standard 8 Organisational Governance

e All staff and volunteers working in the kitchen operation must have undertaken
Sutherland Food Services training module.

e The kitchen area is designated for the picking, packing, collating and heating of meals.

e Meal orders are generated through our client management system and forwarded to
the kitchen area. These orders are listed on the Packing Sheet and identified with a
run number and customer name. The orders are marked as either “frozen” or "hot”
service delivery on the packing sheet.

» Packing Sheets are produced at 8am each day to ensure all customer orders are
entered.

e Staff or Volunteers should fill the Operations Register Form first thing in the morning
to register the temperatures of the freezer room, fridge and chest freezers as well as
at the end of the day.

e Picking and subsequent packing of the meals are carried out by the kitchen
staff/volunteers by using the blue packing trolley.

e Staff or Volunteers entering the walk in freezer should always wear PPE eguipment
supplied (insulated jacket, gloves, shoes (or fully closed in leather shoes)).

e Staff or Volunteers should turn the fans OFF whilst picking the meals. The on/off
switch is located to the right of the freezer door with instructions.

s At approx 8.15 am frozen meals from the previous day are assembled ready for
collection by the volunteers. The assembly is according to the delivery sheets.
Individual items for each customer are placed in plastic bags marked to the attention
of the customer. Icesheets are placed at the bottom of the thermalised esky as well
as the top.

s Thermalised eskys are then placed in the volunteer area with the runsheet folder
ready for dispatch.

* Meals requiring heating are removed from the freezer in preparation for heating at
around 9 am.

* The oven is pre-set with the appropriate temperature at 160 Deg. Ensure that the
power switch is on (located behind the oven). Then the fan switch (located under the
power switch) and lastly the ON switch (located on the front of the oven to the left).

+ Meals remain in the oven until 10:45 am in preparation for delivery.

e Staff or Volunteers should use supplied protective oven gloves when removing the
meals from the oven in preparation for packing.



These meais are then packed in the thermalised esky ready for dispatch. A divider is
placed at the bottom and between each fayer of meais to keep meals hot.

Staff or Volunteers should then continue picking and packing for the following day in
the same manner as outlined above.

All packed thermalised eskys are placed in the freezer in preparation for the following
day’s runs.

The benches are then cleaned with D2 cleaner.

Kitchen area left prepared for the following day’s service.
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Section 44 Police Checks
Aged Care Quality Standard 8 Organisational Governance

s Al staff and volunteers working in the kitchen operation must have undertaken
Sutherland Food Services training module.

e The kitchen area is designated for the picking, packing, collating and heating of meals.

s Meal orders are generated through our client management system and forwarded to
the kitchen area. These orders are listed on the Packing Sheet and identified with a
run number and customer name. The orders are marked as either “frozen” or “hot”
service delivery on the packing sheet.

s Packing Sheets are produced at 8am each day to ensure all customer orders are
entered.

o Staff or Volunteers should fill the Operations Register Form first thing in the morning
to register the temperatures of the freezer room, fridge and chest freezers as well as
at the end of the day.

# Picking and subsequent packing of the meals are carried out by the kitchen
staff/volunteers by using the blue packing trolley.

o Staff or Volunteers entering the walk in freezer should always wear PPE equipment
supplied (insulated jacket, gloves, shoes (or fully closed in leather shoes)).

¢ Staff or Volunteers should turn the fans OFF whilst picking the meals. The on/off
switch is located to the right of the freezer door with instructions.

e Atapprox 8.15 am frozen meals from the previous day are assembled ready for
collection by the volunteers. The assembly is according to the delivery sheets.
Individual items for each customer are placed in plastic bags marked to the attention
of the customer. Icesheets are placed at the bottom of the thermalised esky as well
as the top.

e Thermalised eskys are then placed in the volunteer area with the runsheet folder
ready for dispatch.

¢ Meals requiring heating are removed from the freezer in preparation for heating at
around 9 am.

* The oven is pre-set with the appropriate temperature at 160 Deg. Ensure that the
power switch is on (located behind the oven), Then the fan switch (located under the
power switch) and lastly the ON switch (located on the front of the oven to the left).

e Meals remain in the oven until 10:45 am in preparation for delivery.

s Staff or Volunteers should use supplied protective oven gloves when removing the
meals from the oven in preparation for packing.



These meals are then packed in the thermalised esky ready for dispatch. A divider is
placed at the bottom and between each fayer of meais to keep meals hot.

Staff or Volunteers should then continue picking and packing for the following day in
the same manner as outlined above.

All packed thermalised eskys are placed in the freezer in preparation for the following
day’s runs.

The benches are then cleaned with D2 cleaner.

Kitchen area left prepared for the following day’s service.



