Demand Management (Referrals and “»’Access 4.

Waiting List) Policy

Purpose and Scope

Access4u effectively manages demand for services, including high demand periods to reduce stress on staff
and resources, while ensuring the provision of high-quality services.

This policy outlines procedures to predict, prepare for, and effectively manage customer numbers to ensure
that customers access quality services as quickly as possible, and that those most in need are prioritised.

The Demand Management Policy outlines the principles to be adopted, and the procedures and processes to
be applied, to enable effective management of demand on services (referrals and waiting lists).

It is intended to support system leadership and give the direction required to achieve the following service
outcomes:

e Equitable, effective and sustainable services that are responsive to community need

Timely access to services

e Better integration of services across the system

e Be person-centred

e Transparent and appropriate performance targets, informed by timely and reliable data.

Key Principles

e A person-centred approach is adopted, where each person is respected as an individual and not as a

condition to be treated.

e Priority of access to services is based on identified need risk factors and assigned category.

e The provision of services is responsive to the customer’s individual needs and circumstances, including

their level of vulnerability and disadvantage.

e Service is integrated across all service settings.

e Optimise the customer’s experience.

e Timely and effective communication takes place between the customer, carers and referrers.

e Where possible, customers are referred to services near their place of residence, or at another service as

close as practicable to their place of residence.

e The policy aims to help change from allocation of appointment by order of receipt of referral to an
accountable system based on prioritising by urgency and evidence. It provides processes, strategies and
resources for managing waiting lists and do not attend (DNA) within current resource levels. In this policy
DNA is used as a generic term to cover all situations where a customer / their family do not attend a
booked appointment, and do not notify the service before or at the appointment time.

Responsibilities and delegations

This policy applies to Governing Body. Staff and Volunteers

Specific responsibilities | The Board — Responsible for ensuring effective governance mechanisms are in
place.

The CEO and Managers — Responsible for monitoring and ensuring adherence to
Policy and related procedures.

Ensure due diligence and take reasonable steps to ensure Access4u are meeting
their obligations.

Ensure objectives of the policy are achieved.

Practitioners, Developmental Educators, Support Coordinators — Responsible for
adherence to this and related policies, procedures and forms that support this

policy.
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Policy context — this policy relates to:

Standards National Disability Insurance Scheme Quality and Safeguarding Framework
UN Convention on the Rights of People with Disabilities 2006
Legislation ¢ National Disability Insurance Scheme (Provider Registration and Practice
Standards) Rules 2018
e National Disability Insurance Scheme Act 2013
e Disability Discrimination Act (DDA) 1992
e The Disability Services Act SA 1993
e The Disability Act 2006
e Mental Health Act SA 2010
Contractual obligations NDIS Code of Conduct
Organisation policies and A4U Policy Access to Services
procedures
Forms, record keeping, other Access4u Registration of Interest and Personal Requirements Form
documents
Procedure

Decisions to undertake and the timing of customer access to assessments and services are made with due
consideration of expected benefits, customer risks, and opportunities for alternative treatment contexts (e.g. sole
discipline, multidisciplinary team).

All referrals will be reviewed and an urgency category assigned.

All referrals received by the service, whether an individual-discipline service or a multidisciplinary team service,
will be categorised on the basis of urgency as the first action.

Categorisation by urgency is to facilitate equitable and timely access to appropriate services according to urgency
of need.

Services will consider two categorisation schedules such as the example below, however, may not be defined by
this due to unique circumstances of the individual and other prevailing contextual factors.

Schedule for Categories

Category 1 urgent, requiring appointment within ten working days. This would include dramatic increase
in behaviours of concern, high risk to self and others (refer to provide examples of these)

Category 2 non-urgent and requiring an appointment according to the regular system of
availability/waiting list. The waitlist can vary with demand and the person referring needs to be
advised of the waitlist time so that they can make a determination if they want to be added to
the waitlist or not. This is the general waitlist procedure. .

Referred customers who are unable to be supplied with an appointment within a pre-set time for that category,
should be placed on a waiting list so that assignment of these appointments can be managed with equity.

The allocation of appointments will be dependent on the geographical location and perhaps on the need of the
customer (non-verbal, mental health condition with disability, age group, program requested).
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Responsibility for Categorisation

The appointed staff member/manager/coordinator accountable for service delivery in the particular discipline or
team is responsible for the appropriate categorisation of all referrals. The task of categorisation may be delegated
to a nominated staff member where a clearly defined schedule of categorisation exists and where there is a
defined sequence of processes.

Prioritisation within Urgency Categories

Factors (not ranked) which may influence the prioritisation of referred customers to an urgency category, or to a
further rank within an urgency category, are:

e Frequency and intensity/severity of behaviours of concern

e Unauthorised restrictive practices

e Authorised restrictive practices

e High risk of harm to self or others

e Co-morbidity of mental health condition

e Potential for significant increase in support needs

e Ability to perform roles

e Ability to retain or re-establish independence

e Impact on caregivers, family and/or others residing with participant
e Level of social and community support

e Access to service (distance from service; available transport; available accommodation; regular visits to
outlying areas conducted by practitioners)

e Urgency according to referrer if justified
e Evidence about outcomes of interventions and support in relation to a certain timeframe

When selecting customers from the waiting list for the next available provision of service, customers with the
same urgency category who been on the waitlist for longer should receive priority when all other factors are
equal.

If customers have had previous appointments postponed (for example resolution of an acute health issue
required, unexpected NDIS review) they should be afforded priority in rescheduling for the next available service
start time.

Monitoring system to ensure appropriate management of customers on the waiting list

Monitoring of customers on waiting lists is required regularly to assess changes in the customer status that may
affect their urgency rating. Updates to changes in the customer status is usually provided by the referrer. The
level and type of monitoring required by Access4u will be determined by the types of customers.

Responsibility for monitoring the referred person on the waiting list must be actively decided and recorded.
Waitlist registers for each area of business must be maintained and discussed regularly at team and manager

meetings.
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Mon

itoring need not be a complex process, and may require no more than informing the referred customer /

family member / plan manager of who they need to contact if the customer circumstances and or condition

chan

ges.

Services will be managed to ensure coordination across the continuum of services provided by Access4u by:

Regularly consulting and liaising with relevant planners, practitioners and providers. Customers should be
removed from waiting lists when:

the services have been provided (i.e. service plan commenced, appointment with practitioner arranged)
when another provider can more appropriately provide the service

or when another provider has been chosen by the customer or plan nominee

The Referral and Wait List Flow chart in the Appendix A, provides an acceptable guideline for the process from
referral to service provision.

Addi

ng Customer to Waiting List

The following information must be recorded to the waiting list:

Date referral received by service
Date referral entered on waiting list
When secondary contact will be made

Urgency category confirmed or altered by the respective service area (Planner / Support Coordinator /
PBS/IDL Practitioner)

Other special considerations i.e. Aboriginal/Torres Strait Islander status, Guardianship of the Minister status

Actioning of referrals may include returning the referral to the referrer to obtain additional information.

Assessment and triaging of Referrals is the responsibility of the respective service area (Planner / Support
Coordinator / PBS/IDL Practitioner / delegate) to assess referrals and confirm an appropriate urgency category.

This

information must be recorded on the waiting list and the customer provided a timeframe (this will depend on

the waitlist time).

Access to services will be on the basis of need and within an appropriate period.

Man

aging Customers on the Waiting list

Allocation meetings will review waiting lists must accurately reflect customers who are actively waiting for an
appointment.

Regular Allocation meeting reviews of the waiting list are intended to identify customers who no longer
require service (e.g. they have since received services elsewhere).

Customers waiting three months or longer for an appointment will be reviewed at the Allocations meeting to
determine whether their appointment is still required.

Responses must be documented and appropriate action taken.

Where a response is not received from the customer within 30 days of the referral, it must be discussed with
the CEO and referring person prior to withdrawing the referral.
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e All attempts to contact the customer prior to withdrawing the referral must be documented.

e Any decision to remove a customer from the waiting list requires notification to the referrer and customer.

Removing Customers from the Waiting List

Access4u will ensure processes are in place to remove customers from the appointment queue when an
appointment has been scheduled. Other reasons for removing the customer from the appointment queue
include: The customer requests to be removed from the waiting list.

e The referrer requests that the customer be removed from the waiting list

e The customer has received the services elsewhere

e The customer cannot be contacted and numerous attempts have been made with no response
e The referrer is unable to contact the customer

Where customers are removed in the afore mentioned circumstances the reason for removal must be recorded in
the customer file and the relevant people informed.

Privacy Customer information

Waiting list register must be handled in accordance with relevant legislation and Access4u Privacy Policy.

Documentation

Factual documentation outlining the reasons or circumstances in which decisions are made by service about
referrals, including related communications with referrers or customers, must be documented in the customer’s
record.
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