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	Background, Purpose and Scope

	Background: WentWest is funded by the Australian Government through its national Closing the Gap initiative to deliver the WentWest Close the Gap program. The WentWest Close the Gap team is comprised of a lead Project Officer and three Aboriginal Outreach Workers (AOWs) who provide outreach services and links to coordinated care to Aboriginal and Torres Strait Islander clients in Western Sydney. The program had approximately 40 enrolled clients at mid-year 2011 and is set to expand in the coming months and years as new strategies are implemented, new enrolees are added and as primary health care reform and ongoing initiatives present new opportunities for expansion.
Purpose: The purpose of this policy is to formalise the scope of the role of the WentWest Close the Gap team and the WentWest Aboriginal Outreach workers, with the following aims:

1. Ensuring at all times a physically and emotionally safe working environment for WentWest Aboriginal Outreach Workers;

2. Ensuring the WentWest Close the Gap program meets the needs of local Aboriginal and Torres Strait Islander communities in an equitable, accessible, safe, high quality, and culturally appropriate manner;

3. Upholding the privacy and confidentiality of all WentWest Close the Gap clients and ensuring WentWest’s compliance with funding bodies, reporting requirements, relevant laws and regulations in the context of delivering its Close the Gap program; 

4. Protecting WentWest- the organisation and its staff members- from undue reputational, legal or financial risk.

The procedures outlined in this policy should be made transparent to all stakeholders associated with WentWest’s Close the Gap program via appropriate channels (e.g., through promotional materials, information dissemination, consent and referral forms, ongoing delivery of the program, etc.).
Scope: The scope of this policy encompasses all WentWest employees, programs and services that relate to the delivery the WentWest Close the Gap program. 

	References/Other Associated Documents

	This policy should be adhered to in accordance with the WentWest Code of Ethics.

	Responsibilities

	The CEO, General Manager and WentWest Close the Gap team are responsible for ensuring all aspects of this policy are followed.

	Procedure

	1. Ensuring at all times a physically and emotionally safe working environment for WentWest Aboriginal Outreach Workers:
a. Clients should not contact AOWs outside normal business hours and AOWs are not permitted to liaise with clients outside normal business hours for issues relating to the Close the Gap program. AOWs are not permitted to provide personal transport or financial assistance to clients. NB WentWest understands that AOWs live and work in their communities and as such interaction outside the scope of the program is normal but must be limited to personal interaction and should not include AOW work or discussion of primary health care coordination.
b. When conducting an initial client visit, AOWs should, where possible, bring a Close the Gap team member with them.
c. Upon commencing the AOW role, AOWs should ensure they receive all relevant immunisations (e.g. influenza vaccine, etc.) to protect themselves and the community.
d. If an AOW experiences an issue where a client is acting inappropriately toward them, the AOW is required to report the issue immediately to the Close the Gap Project Officer who should then address the issue in the community and within WentWest.

	2. Ensuring the WentWest Close the Gap program meets the needs of local Aboriginal and Torres Strait Islander communities in an equitable, accessible, safe, high quality, and culturally appropriate manner:
a. AOWs should complete a home safety check for all enrolled clients as soon as is reasonably possible.
b. AOWs should never provide clinical advice or treatment, provide medications to clients other than those prescribed, or influence a client’s choice of treatment or care provider.

c. Upon commencing the AOW role, AOWs will undertake the Working with Children check.

d. Part of the AOW’s role is to coordinate the client’s care in the community. AOWs should be familiar with all referral sources and should have a working knowledge across the spectrum of care providers in the community and who should be contacted or referred under what circumstances.

e. AOWs should at all times be sensitive to a client’s psychosocial characteristics and needs. This includes ensuring the client understands the scope of the Close the Gap program and what AOWs are and are not permitted to do. AOWs should refer to the Client Information Sheet and ensure that clients understand it.

	3. Upholding the privacy and confidentiality of all WentWest Close the Gap clients and ensuring WentWest’s compliance with funding bodies, reporting requirements, relevant laws and regulations in the context of delivering its Close the Gap program:

a. AOWs will ensure that all relevant client documentation in accordance with the Close the Gap Process Flow (under development) and including but not limited to consent forms, GP referral forms, assessment forms, medication and health information, and hospital discharge summaries are documented and data is stored in a centralised database for reporting and monitoring purposes.

b. AOWs will never provide a client’s personal or health information to anyone other than the client’s agreed health care providers. NB it is not the AOW’s responsibility to mandate that other service providers with whom they interact maintain confidentiality but AOWs should at all times treat confidential information with the utmost care when coordinating services and communicating with service providers throughout the community.
c. AOWs will clearly communicate the scope of their role to clients and health care providers in order that there is a clear expectation of what services AOWs can and cannot provide and coordinate. AOWs must not misrepresent their role or use it for personal reasons and must adhere to the WentWest Code of Ethics.

	4. Protecting WentWest- the organisation and its staff members- from undue reputational, legal or financial risk:
a. AOWs should not commence services with a client under the Close the Gap program until the client has signed the consent form.

b. If a client is non-compliant with his/her care provider’s treatment regime and prescribed medications or goes missing/ceases participation in the program, the AOW will document this in the reporting database, along with the AOW’s actions taken to encourage compliance or re-engage the client in the program.

c. AOWs must maintain a working knowledge of the Australian Government’s Department of Health and Ageing (DoHA) Closing the Gap initiative and policies associated with it. NB the Close the Gap Project Officer and General Manager are responsible for ensuring that DoHA contractual obligations and reporting requirements are fulfilled. 

d. Close the Gap clients are entitled to a formal grievance mechanism. If a client wishes to make a complaint about the Close the Gap program or an interaction with an AOW, he/she should submit the complaint in writing where possible. AOWs should immediately notify the Project Officer and General Manager of all complaints. The Project Officer will liaise with the client and community where appropriate to resolve issues and will keep the General Manager and CEO informed of the progress. 

i. If the complaint cannot be resolved in the community, the Project Officer will work with the General Manager and CEO to determine a formal strategy for resolution.

ii. If the General Manager deems that disciplinary action within the Close the Gap team is required, it will be referred to the CEO who will address the complaint in accordance with the WentWest Discipline and Termination of Employment Policy. 

iii. WentWest will respond to all complainants in writing within 10 business days.

iv. If Close the Gap clients wish to make a complaint regarding a health service provider, WentWest will provide the client with information including but not limited to: how to lodge a complaint with the Royal Australian College of General Practitioners (RACGP) and the NSW Health Care Complaints Commission (HCCC), along with any other relevant information. If the client is unable to submit a complaint on his/her own, the WentWest Close the Gap team will provide assistance in lodging the complaint, in the context of support through the Close the Gap program. NB WentWest assumes no professional or personal liability for clinical services rendered by a clinician who is not an employee of WentWest; this includes where the clinician is funded or contracted to provide services under the auspices of WentWest programs and community initiatives. General practitioners and allied health providers must adhere to and uphold the standards of their respective accrediting bodies, and must obey all laws and keep current all relevant insurance policies as related to their profession. AOWs are responsible for ensuring that clients have a basic understanding of this aspect of the policy when complaints arise.
e. AOWs are in a unique position in that they both live and work in the community. AOWs are expected to maintain respect and integrity at all times, including maintaining confidentiality and ethical behaviour in the community outside of normal business hours.


This Quality Policy is approved and issued by the CEO of WentWest Limited.
	CEO:
	
	Date:
	


	Close the Gap Team Member Acknowledgement

	Name:

	Position:

	 FORMCHECKBOX 
 I have read, understand, and agree to the procedures and terms set forth in this policy. 

	Signature:
	Date:

	Manager Name:

	Manager Signature:
	Date:
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