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A.E. Cruikshank
fyi-request-7690-b152db69@requests.fyi.org.nz

Dear A.E. Cruikshank

OIA request ref: H201803019

On 30 April 2018 you clarified your Official Information Act (OIA) request for information
made on 23 April 2018. In your clarification email you state:

"The directive to independence is being given and promoted as policy by support
worker trainers, to the support staff, during training sessions by at least one
support service provider.

The information that such a policy exists was given to a client, by a provider
administrative staff member, during an annual client review. This specific request
is in response to a conversation with a support reviewer during an annual care
review with a client, the client having a care plan, reasonably recently reviewed by

SupportNet, not in any way changed in content from the previous one, or altered to
cover this policy of independence.

The discussion included comments as to why certain tasks, allocated on the care
plan, were not being attended to as regularly or thoroughly, or even at all, as
previously and the response from the administrative reviewer was because support
workers are being actively trained to encourage clients into independence.

As any further anecdotal information would come from the perspective of a support
worker, who is not allowed to discuss such issues with their clients, there is no
other reliable method to gain this information.

Thus this request.

o Either the Ministry has put in place policy or guidelines that cover the
information requested in this inquiry, or it hasn'.

o Ifthis policy of independence is contained, even obliquely or as unstated
intent in the policy or training guidelines issued as any sort of MOH
requirement or suggestion, or made available in any form to service
providers for inclusion in staff training requirements, or for purposes of
administration of service provision then | wish ALL documentation of such
policy be provided by the Ministry."

We have interpreted your request to be for policies that promote independence through
the Ministry’s Disability Support Services (DSS). DSS articulates a philosophy and an
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over-riding objective of enhancing disabled people's independence. This is defined in
the DSS tier one service specification, which covers all DSS contracted services and in
a number of its tier two service specifications.

The Ministry does not issue policies about what it's contracted service providers must
include in their workforce training. That is a matter for the individual service providers to

determine.

In response to your request for information:

If this policy of independence is
contained, even obliquely or as unstated
intent in the policy or training guidelines
issued as any sort of MOH requirement or
suggestion, or made available in any form
to service providers for inclusion in staff
training requirements, or for purposes of
administration of service provision then |
wish ALL documentation of such policy
be provided by the Ministry.

Appendix One contains DSS tier one
service specification

Appendix two contains DSS Home and
Community Support Services tier two
service specification

All other DSS service specifications or
contract guidelines with references to
enhancing disabled people's
independence can be found on the
Ministry of Health website —

https://www.health.govt.nz/our-
work/disability-services/contracting-and-
working-disability-support-
services/contracts-and-service-
specifications.

| trust this information fulfils your request. You have the right, under section 28 of the
Act, to ask the Ombudsman to review my decision.

Yours sincerely;

Service Commissioning
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Disability Support Services
Tier One Service Specification

1. Introduction

This Tier One Service Specification applies to Disability Support Services purchased

by the Purchasing Agency under an Outcome Agreement, irrespective of delivery
setling.

Tier Two Specifications (and Tier Three Specifications, if any) define the service

specific requirements funded under this Outcome Agreement and must ead in
conjunction with this Tier One Service Specification, @\9

2. Disability Support Services
Disability Support Services (DSS) is a grou;:a 10n l
Directorate of the Ministry of Health. its Kma utl on k/% i8] n ntaened in the

New Zealand Disability Strategy of a g Z sive so ealand will be
nt

inclusive when people with im \zn sa th ;ﬁ n A somety that highly
values our lives and confingial Nances m %&A ipation.’

With this vision |

t ' alm ga)n gdisabled people’s quality of life and
enable their chriur @Bpai’u al \‘\3nd maximum independence. This is achieved
by creat &8 that all&: igabled people's needs to be addressed holistically,

{éj} rrﬁant o?.t\ggoroénate to them. The vision of DSS is to ensure
"D@b 2 {r’i‘}\l} n2fam||ses are supported to live the lives they choose”.
DSS \g/v‘sure that people with impairments experience autonomy on an
equal o others. Support options are required to be flexible, responsive and

@ ] based They must focus on the person and, where relevant, their family,
hanau and aiga, and enable people to make informed decisions about their lives.

3.  DSS Principles

The following Disability Support Service principles will be incorporated in the
provision of services by ithe Provider under this Cutcome Agreement. These
principles reflect the Purchasing Agency's commitment to the United Nations
Convention on the Rights of Persons with Disabilities {UNCRPD), the objectives of

the New Zealand Disability Strategy and the Code of Health and Disability Services
Consumers’ Rights.

3.1 People are individuals who have the inherent right to respect for their
human worth and dignity

a) The individual needs and goals of the person receiving services are met
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b) The rights of the Person to privacy and confidentiality are respected.
3.2  People have the right to live in and be part of their community

a) Services have as their focus the achievement of positive outcomes for People,
such as increased independence, self-determination and integration into their
community

b) Services contribute to ensuring that the conditions of the everyday life of
People are the same as, or as close as possible (o norms and palterns, which
are valued in the general community {(normalisation)

c) Participation in the local community is maximised through physmal and somal
integration L P

) An innovative, fiexible approach io meet changang;needs and chailengés is -
adopted. 3 - .

3.3  People have the right to realise their d;wdual capa(x tl_es for phys:cai
social, emotional and mtellectua] deve*opmenf R

a) Services promote rewgniuon of‘rhc mmpei "*\r@ of People and enhance the
image of peop%e w1th a Cilsabmty :

b) A Person-led approach petmcatca all"-sc'wmes wilh individualised services
appropr latciy refspondmg fQ he parlicular life skills, needs and goals of
_. md1v1dua| PCrbOﬂb w

: ; .'fn\_PeOpEe hqve the same :tghts as other members of society to services,
o whlch support their attaining a reasonable quality of life

-_\Se,{y!ce“s form part of a co-ordinaled service system with other services
- available to the general community

o b) There is exiensive co-operation and integration with Providers of other

supporl services for people with a disability,

3.5 People have the right to make choices affecting their lives and to have
access to information and services in a manner appropriate to their
ability and culture

a) The Person’s involvement in decision-making regarding individuatised
services received is evident

t) Service provision ensures that no single organisation previding services
exercises control over all or most aspects of the life of the Person, uniess the
Person chooses otherwise

c) Providers demonstrate that as an crganisation they are accountable to people
using their service
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3.6 People have the same rights as other members of society to participate
in decisions which affect their lives

a) Providers ensure that People are involved (or have advocacy support where

necessary to participate) in decision-making about the services, which they
receive

b) People are provided with, and encouraged to make use of avenues for
participation in the planning and operation of services, which they receive

c) Opportunities are provided for consultation with People in relation to the
development of the organisation’s policy.

3.7 People have the same rights as other members of s/m et we@

services in a manner which results in the least r rﬁl‘t\gm f their (i
and opportunities @

a) Opportunities are provided for People i@“\@o s ang n‘@yles which

are valued by the individual. R}
3.8 People have the right to-fp 39 gl e Eiatlon to services

without fear of the@ce heing d\@g@1 a éd or any form of

recrimination

a) Prowd n Hre app{op;\x av fues exist for People to raise and have
\g’évances t\s fvices, and to ensure that a person raising any

s@ rﬁava pes no suﬁer any reprisal
¢ i%\z
Feop e-fay \?» um protection from neglect, abuse and exploitation.

t\p @?%éiatlon QOutcomes

Q ulation Outcomes form part of the Resulis Based Accountability framework. The

opulation Outcomes relate to the welibeing of an entire population rather than the
clients of a single service or provider. Population Outcomes are not the responsibility
of any one provider, agency, service or programme.

The Outcome Statements for disabled people in New Zealand and their family/
whanau and carers provide a “Line of Sight” from service level activity to wider
population level outcomes. The Provider contributes to these outcomes but is not
accountable for progress under the Population Outcome Statement,

For the purposes of this Population Outcorme Statement the definition of disabled

people is all disabled people in New Zealand (not just those People using Disability
Support Services).
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41  Experience Statements

The Experience Statements provide context for the Population Outcome Statement
and illustrate what the population group might experience if the outcome statement
was being met.

4.2  Population Indicators

Population indicators are the measures the Purchasing Agency uses {o track
progress towards the Oulcomes described in the Population Outcome Stalement.
Providers are not measured directly against these indicators, but contribyte to these
as part of a suite of disability support services funded by the Purchasmg\Agency
Oulcomes for Peopte using specific services are measured Vla Fﬁ“erfOtma'n'ce
Measures contained in Tier Two Specifications. ) -

Disabied Peop[e
and are: equa{ catrzens

Popuiation Outcomes Tablea

o Feel safe 'a ma {

to communicale,
are heard and

v

W e HEALTHY

Have a balanced

choice
Have role models

3

Population Indicators are likely to change over time. as lSS lmprove Goliectlon an
measurement tocls tc suppert the Outcome Stateme 3’(

2 o

i

Have CHOICE &

CONTROL

Have a home of

life
Have nurturing

A;e EQUA:’
CJT!ZENS

Are treated wil

L are 58{8 i/ sense of ‘ their choice dignity and
L '-f"-muihple ’ welibeing/whénau i «  Have lhe respect
“environments ora; which E support, Are
> {thatis, at home, encompasses : information and acknowiedgad
in the wider cultural, physical, - olher resources and valued
community and mental and | needed 1o Have a wide
at work) spiritual elements | achieve effective range of
Have a ‘voice’; Are aclive in their communication positive
are empowered culture or faith of and get on with relationships

with social and
professional

decisions are and role model and loving peers

acted upon posilive lilestyies relationships Are welcomed in
Are free from all and choices with others the community
forms of abuse l.ead self- « Have ajobof and are valued

Are respected

determined

choice

as equal and

and valued by wellbeing and « Have an also diverse
others in the supporl others in education of members
community their wellbeing choice Are actively
Have trusi- journey. ¢« Have the engaged as
based information
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relationships needed 1o make leaders and

with others. informed choices decision-makers
and lead livesto |« Are aware of
the fullest and exercise
¢ Can fulfil self- rights and duiies
determined +  Support and
aspiralions benefit from the
»  Are financially principles of Te
secure and free Tiriti O Wailangi.

from poverty.

+ Have access {0
iransport for
pariicipation in

the commupity @@ %
}ajﬁfszal;reataona\lj\i (\(:9
Population Indicators /,\(é\gg \

= Rate of reporied | ¢ Rate of <l \f\pe/rs%i @c%ss rate by

abuse. Emergency tu aorito DSS
Deparimen{ ale cisb
admis 5

services
» Access rale by

s Access rafe by
Asian peaple to
D88 Services.

€a é\e ale % Pacifika peoples
(b ncy @3‘ ioyment io DSS Services
?0 Q rate

h

ment

G
@& wﬁanh checks.
4.4 <@%®>0m; Statement

D%aise has a responsibility to carers, family and whanau of disabled people. The
@: below details the Population Outcome Statement for this population group.

Family/ whéanau and carers in New Zealand are healthy, supported, valued
and enjoy life
Familiesfwh&nau and carers of disabled people:
- Feel valued and are appreciated for the skills, roles and contributions made
+ Have a balanced sense of wellbeing / whanau ora; which encompasses
cultural, physical, mental and spiritual elements
Feel well and are supported to stay well
+  Are aclive and engaged learners and have access 1o {raining and
education to meet people's needs
Have the information and resources needed fo fulfil their roies of choice
Are respected for their diversity and choices
Are culturally safe and supporied
+  Are financially stable
+ Enjoy life and live life to the fullest
+ Fulfil collective and individual goais and aspirations
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| Have trust-based and mutually respectful relationships with their loved
l ones
1 »  Are included in communities of choice

_Are identified as being part of hapu and iwi.

%L_______M.W.J

Population Indicators - o
[ Carer depression rale
E
E

Carer injury rate
Hate of carer uptake of the carer support subsidy
Employmentrate,

5. Eligibility

People able to access Disability Support Services are those who* are ehgjb e for New N
Zealand Public Health Services. according to the Guide i0- Eilg b}hiy for Publ;ciy
Funded Health and Disability Services in New Zealand: ava;lable on the' Mmis’{(y of
Health Website, and who have been assessed w1th a physmal ntelleciuai or sensory
disability, including ASD (or a combmat on of these) wi'nch s s

a) Is likely 1o continue for at least 8|>< ‘ nihis

b) Limits their ability to J‘uhcho}ri mdcpcndam{ 1he extent thai ongoing support

is required.

Generatly, Serwces fumjed by mc Pu&chdsmg Agcﬂcy are available to those under
the age of 6§- yea:s “The majm uceptaon o this is Equipment Support Services
funded ijy {he F’urc:hasmg Agency which are available lo eligible disabled people of
_all ages : .

‘!.--\w

Tbe F’urc]gas ng Agency Wi” also fund Services for people with:

: 'Some riewologlcai conditions that result in permanent disabilitia

b) X"‘Seme developmental disabilities in children and young pecple. such as
7 autism.

c) Physical, intellectual or sensory disability that co-exists with a health condition
andfor injury.

Specific eligibility and access criteria to Services provided under this Agreemenl are
defined as part of the atiached Tier Two Service Specifications.

The Purchasing Agency generally does nol fund Services for pecple whose primary
diagnosis is for:

a) Personal health condilions such as diabetes or asthma.

b) Menial health and addiction conditions such as schizophrenia, severe
depression or long-term addiction to alcohol and drugs.

C) Conditions more commonly associated with ageing such as Alzheimer's
disease.
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Disability support services are also not funded for most people with impairments
such as paraplegia and brain injury caused by accident or injury.

6.  Cultural Acceptability

6.1 Cultural Values

The Provider will deliver services in a culturally appropriate and competent manner,
ensuring that the integrity of each Person’s culture is acknowledged and respected.
The Provider will take account of the particular needs within the community served in
order that there are no barriers to access or communication, and that services
provided are effective.

6.2 Services to Maori «@‘% @ 35
>
All contracted providers, whose service users may 1\@ g i, sh ll Sg\f\te
F

in their Quality Plan how the policies and practi ovidef- g sz,‘a\tzon and
service delivery shall henefit Maori. This r ﬂe tives @f"f\ )Z8aland

Disability Strategy, to ensure that ma\iiiry o) lderﬁ_ﬁ(&%bﬂsty services are
for/ dis

accessible {o, and culturaily app ep ahle d their whanau.
This approach also refl;@ ires s\gb\ety Support Services Maori
Disability Strategy V\Eg 8 mg

&’ﬁ'les aong sabled
e &( slpport § rwh : \S
O partn\er% it Maori

espensive disa y services for Maori.

% cé ta Pasﬁ'xka
@?@\jces to Pasifika are to recognise differences especially as they relate o

iguistic, culturai, social and religious practices. The Provider must develop and
maintain linkages with key cultural groups in order io facilitate consultation and in
planning, implementation, monitoring and review of services.

The Provider wilt deliver services to Pasifika and their aiga in accordance with the
priorities set out in Faiva Ora - the Disability Support Services’ Pacific Disability
Plan. These are:

° Pasifika are aware of and understand disability issues and know how to
access disability services
° Disability support services meet the needs of Pasifika People
o Pasifika family members and carers are supported to provide effective care.
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Services to Pasifika peoples will be provided in accordance with the ‘Organisational
Guidelines for Disability Support Services: Working with Pasifika People with
Disabilities and their Families’ (L.e Va September 2014).

7. Quality Management

The Provider is required to develop. document, implement and evaluate a
lransparent syslem for managing and improving the quality of services, miligating
risks and ensuring quality management and governance tc achieve the best
oulcomes for Peopie,

7.1 Written Policy, Procedures, Programme, Protocol, Guldehne, .
Information, System or Plan : :

Where {he Provider is required to develop a wriilen poltcy, procedure p;og;émme
protocol, guideline, information. system or plan in- order io meet any Spemﬂcaﬁon
under the Outcome Agreement, the Provider wm deve[op such a Ocument and
demonstrate systems for tewewmq and upﬁia{mg all such documenis regularly.

7.2 Quality Plan

The Provider wili have & Qu__ 11;; Pla‘n desugnecﬁ ‘i;a improve oulcomes for People. This
plan may be mtegrateci mt@ regu[ar busmess plans. The plan will oulline a clear
quality sl:aieg,f amd will |denin’y 1§“e o:gamsailoﬁal arrangements {o implement if. The
plan will: be of a Size and smpe appmpﬂaie io the size of the Provider's organisation
and serwces and wz{l at least include:

.

. an exp |c;1i qugl\{y phllosogahy

o clear u alty objectives

e ...nq’\Ufa"\iity improvement and risk management sysiems

- s éystems for monitoring and Qualily Audil compliance

« designated organisational and staff responsibilities

e input from People into services and info development of the Quality Plan

¢ how the Purchasing Agency will address Maori issues including recognition of:

i. Maori participation with Strategic. Governance, Management and
Service Delivery planning, implementation and review functions

i.  Maori as a Government Health Gain pricrity area

ii.  Maori Health priority areas

iv. The Ministry Maori Health and Disability Policy and Strategies, and the
Maori Healith Clause Appendix 6 of the Quicome Agreement

v. Maori specific guality specifications, monitoring requirements and
service specific reguirements,
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7.3 Employee’s Registration, Education and Training

a) All emplovees will receive disability awareness training, including education
on the rights of people with disabilities (with reference to the UNCRFD and
the Code of Consumers Health and Disability Rights), disability values and
appropriate attitudes towards people with disabilities.

b} Employees will, where relevant, he registered with the appropriate New
Zealand statutory body (inciuding the relevant heaith professional
organisations}, and will hold a current New Zealand practising certificate.

enhance service delivery, including access to Contlnumg educ
maintenance of professional registraiion and enhancery

c) Employees will receive orientation and ongoing support and trainjng to
% upport
delivery/clinical practice, and 10 ensure practice is an Iects km{\\wja/eg 50

of recent developments in service delivery.

The Ministry encourages providers {o support @fu atlgd ion Skills
Level 2 of the National Cerlificate in Hea a dl p ortas a
minimum qualification, or the New Ze’? n’lc ale n and Wellbeing (Level

2}).
Providers are encoura{%%\ ke se ft@s et Real: Disability Framework to
assess and | rmpro C‘j\u etenei {/ f\%rww lepou.co.nzflibraryitepouslels-get-real-

disabilily
&@S\g’n\ Super\i‘b -of Trainees and Volunteers

an t@ ele@nt support employees will receive training to enable them
owde rv1 e \)S/T’iy, and will work only under the line management supervision
and i%} ~o pproprately qualified staff.

raifees will at all times be clearly identified as trainees, and will provide services
@ vunder the supervision and direction of appropriately qualified slaff.

7.5 Internal Audit Process

The Provider will have in place service audit/peer review processes that incorporate
input from relevant peers from similar services.

7.6 Personnel ldentification

Staff, trainees or volunteers undertaking or observing service delivery will identify
themselves to Peopie and their family/whanau.

7.7 Risk Management

a) The Provider will have a risk management plan in place to;
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i. identify key risks including risks to health and safety, People, and
financial sustainability

ii.  evaluate and prioritising those risks based on their potential severity,
the effectiveness of any controls and the probability of occurrence

iii. manage those risks and where possible mitigating them

iv.  minimise the adverse impact of inlernal emergencies and external or
environmertal disasters on People, staff and visitors

v.  work with the organisations who have responsibility for co-ordinating
internal and external (environmental) disaster services .- >

vi. manage accidents and hazards to safeguard Peop!e staﬁ and vssnors
from avoidable incidents, accidents and hazards _ ‘ sy
0} Risk management policies processes and procedures wall mclude ciefmlilons
of incidents and accidents that are compliant: with the Mlmstry of Hea ith
Reporlable Events Guidelines, and wilt "Cieariy outlma the IeSpOHSlbihtles of all

employees, including:

i. laking ;mmedzaie ac,i on io msn m&so fun 1er harm

s ‘\__ s e" j.-‘

it epor‘nng mOmtDHng and LO%I‘EL. \Je action to minimise incidents,
| nﬁ hazcud& anci :mprovc, safely

i;i. debﬂeﬂng and cstaﬂ %t ppm‘t as Necessary.

:and!or Neglect

- Pre\renhon of Abu_k

f _-:.“The Mlmstry has ZE10 tolerance of any form of abuse or neglect of People
. “using ifs, fupded services.
-__Thé Paomdes will safeguard Pecple and their family/whanau , advocates, staff
- Land Vigitors from abuse, including physical, mental, emotional, financial and
o ¢ -gexual maltreatment or neglect when interacting with the Service. The
"1 Provider will have policies and procedures on preventing, delecting and
eliminating abuse and/or neglect. These will clearty outline the responsibilities
of ali staff who suspect actual or potential abuse, including immediate action,
reporting, monitoring and corrective action. These procedures will also include
reference to the Complaints Procedure.
c) The Provider will ensure that relevant employees are able lo paricipate in
family, inter-agency or court proceedings 1o address specific cases of abuse
and neglect.

7.2  Where Services are declined

The Provider will have policies and procedures in place to manage the immediate
safety of People for whom entry has been declined and where necessary, the safety
of their immediate family/whanau and the wider community. These include:
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° Applying agreed criteria for providing services

] Advising the Person and/or their family/whanau of appropriate alternative
services
o Recording that entry to the service has been declined, giving reasons and other

relevant information.

7.10 Exit from Service

The Provider will collaborate with other services to ensure People access all
necessary Services. When a Person is transferred or exits from services and
accesses other appropriate services they will do so without avoidable d

interruption @
The Provider will have policies and procedures for plannin ﬂis"% 2 exrdua

from services. These will facilitate appropriate cutcom eK?ff\a}n

The policies and procedures will include: @ @

° defined employees’ responsibllltie aﬁ

° incorporating discharge pianm he Per ofp\ of care/service plan,
where appropr:ate% f0| ns n

° full involvement \«5,13 in Ianmjhg \Vce exit

° involvement.of % han @ advising them of service exit, as
approp %

t.of any risks associated with the service exit

° assrss
° gége\ he Pir\;) elrcondatlon possible future course of this, any risks,

f
rgency| ¢ S, and how to access future treatment, care or support
senvjces

'1 Q_@ fopriate involving the Needs Assessment Service Coordination
nee original referrer and the health professional having ongoing

O\f sponsibility for the Person in planning discharge and informing them of

confirmed service exit arrangements

a process for monitoring that service exit planning does take place, which
includes assessment of the effectiveness of the service exit planning
programme.,

7.11 DeathfTangihanga

The Provider will have policies and procedures to follow in the event of a death

including:

° appropriate and culturally sensitive procedures for notification of next of kin

° any necessary certification and documentation

° appropriate cultural arrangements, particularly to meet the needs of Maori, are

taken into account in the care of the deceased, until responsibility is accepted
by the family/wh&nau or a duly authorised person.
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8.  Service Acceptability

8.1 Service information

Potential and current People, and referrers, will have access to appropriately
presented information in order for eligible people to access the Provider's services.
Service information will include at least the following:

s the services and supporls to be provided

° the location of those services

° the hours the service is available

° when the service may be available (o the person 2

¢ how {0 access the service (e.g. whether a referral is tequned) .

° consumer rights and responsibilities moludmg a cepy of Health & Dsabilziy
Commissioner's Code of Rights - - N

o availability of cultural support e N

. afler hours or emergency contacl n' nec;esSan) or appropr{aie

° the complaints procedure ‘ v

e any other important mformahon sn o dea fcr pgopfe 10 access services.

8.2 Advocates

a) The Prowde{ WIH mform P:ﬂepie‘; i a ‘manner appropriale to their
commLJn catzcm necds Of thelr right to have access to an advocate at any
-'_.’ume,y mriudmg supp@ﬂmg tiem to make a complaint,

Jhe Ptovndar wvll alt ow advocates reasonable access to facilities, People,
o em ioyee&aﬂd information 1o enable them to car ry out their role as an
oA Qca‘ie

‘_An‘ advocate may be a Health and Disability advocate or an informal advocate
of the Person’s chaice.

8.3 Person/Family/Whéanau and Referrer Input

a) The Provider will regularly offer People/families/iwhanau and referrers the
opportunity to provide feedback and use the feedback to improve service
delivery,

) Feedback methedologies used will be appropriate o the communication
needs of the People.

c) The Provider will make the feedback methodologies and results availabie to
Pecple and the Purchasing Agency.

d) Pecple/Family/whanau and referrer input wili be refiecled in the maintenance
and improvement of quality of service, both for the individual People, and
across the Service as a whole.
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8.4 Rights of People

The Provider will comply with all aspects of the Health and Disability Commissioner

{Code of Health and Disability Services Consumers' Rights) Regulations 1986 and
the UNCRPD.

8.5 Complaints Procedure

The Provider will enable People/families/whanau and other people to make
complaints through a process for the identification and management of complainis.

This process will meet the requiremenis of the Heaith and Disability Commjssioner’s
Code of Rights, and will ensure that; @

° the complaints procedure itself is made known to and 1& nderstanda [e
hy Peopleffamilies/whanau, and staff i;

s all parties have the right {o be heard @

° the person handling the complaint is im

/>: | acts
priaie to exny or gravity of

a complaints are handled at the !evef\f
the complaint
° corrective actions to he mpl 1ot dertaken in a timely manner
and the compla |s’ e r O‘IESE& actions, and positively
engaged in h m sa Ee
° it sets t_if)ih é c edies {o whom complaints may be made,
d%\\ S fo eg eopte/famﬁtes/whanau will further be advised
%ﬁ t to ct complam'i to the H&D Commissioner and to the
/§1ry Ir{/;fértlcularly in the event of non-resolution of a complaint

%@ reﬂ?andled sensitively with due consideration of cultural or other

or and their whanau will have access to a Maori advocate if, desired, to
@ Suppoﬂ them during the compiaints process
People who complain, or on whose behalf families/whanau complain, shall
continue to receive Services which meet all contractual requirements

® complaints are regularly monitored by the management of the Service and
trends identified in order to improve service delivery
o records are maintained of all complaints, including the outcomes and

improvements that arise.

9. Safety

9.1 General Safety Obligation

The Provider will protect People, visitors and staff from exposure to avoidable/
preventable risk and harm. The Provider will comply with the New Zealand Health
and Disability Sector Standards 2008 (and any related standards) and the Health
and Safety in Employment Act 1992 as appropriate to the Service being delivered.
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9.2 Equipment Maintained

The Provider will ensure that equipment the Provider is responsible for is safe and
maintained to comply with safety and use standards, and manufaciurer's guidelines.

9.3 Infection Control/Environmental and Hygiene Management

The Provider will safeguard People. staff and visilors from infection. The Provider will
have environmental and hygiene management/infection control policies and
procedures which minimise the likelihood of adverse health ouicomes arising from
infection for Peoples, staff and visitors. These will meet any relevant profession-
specific requirements and the relevant requirements of New Zealand He& ’th and
Disability Services Sector Siandards. O :

8.4  Security

The Provider will safeguard People, employeeskaﬁq vzsitors fsom ,muusmn and
associaled risks, The Provider will have ertt *“flimﬁfemented' Dd rewewed policies
and praclices relating to security to ensure t]xatbu:ﬁdlngs eqmpmem and drugs are
secure. The provider will have wiilter " safety and emergez‘;cy pians for the evacuation
of its premises. The Provndex wm have wr 1ti§n safety;and emergency plans for the
evacuations of any oiher prmmsea it u$m for serwce delivery, where is practicable to
do so. . - PR

]n‘farmatlon Ma nage ment Requirements

"i"he Prcwder Wl[ deveEOp an agreed information action plan for ds services. The
mformaiaon action plan wili include the Provider's plans for achieving any information
.(‘requxrements as sel out in the Service Specifications. The information action plan

_ Emay be included as part of the Provider's quality plan, as required in clause 7.2.

The information action plan will include the key largets outlined below, and will also
establish its own targets. The key largets to be included in the information action
plan are:

a) recording of Services/ireatment by National Health Index (NHI) number
b) information required as a result of ACC legislation.

The Provider will assess its own performance against the key targets and against its
information action plan, and report its progress to the Purchasing Agency at
appropriate intervais,
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10.2 Record keeping

The Provider must keep and preserve Records and protect the security of them in
accordance with stalutory obligations and make them available to the Purchasing

Agency in accordance with their reasonable instructions and their rights to access
such Records.

For the purposes of this Specification, Records are all written and electronically
stored material held by the Provider, or on behalf of the provider by siaff or sub-
contractors, which are relevant 1o the provision of services.

10.3 Continuity @
In the event of the Provider ceasing to provide the Services, t I%\Wi%l us
a) transfer Records relating to People to the new pro !g/@@wces

b} preserve Records not transferred to anothe r%

10.4 Retention of Health lnformatm@
In relation to health mformat la est/a
must keep records for ing on the day after the date

shown in the heaEth*in as ent date on which the Provider
provided Se u{/‘s O hat* 1 re- hls information is not held elsewhere.

%
@@ (%&
©<?@@

N 53
i er?fr hle individual, the Provider
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Disability Support Services
Tier Two Service Specification
Home and Community Support Services

1. Introduction

This Tier Two Service Specification provides the overarching Service
Specification for all Home and Community Support Services funded by Disability
Support Services (DSS). It should be read in conjunction with the DS Tler One

Service Specification, which details requirements common to a \eéfunded
hy DSS. @
2. Service Definition K}
he

This Service Specification is for Home and {Ty S
Services) that DSS will purchase from 1h r eligib 1 % who need

support in their home and comm@
DSS want to purchase 8 cus @K\i EF Goals through promoting
T

discussion and ag en th @ e Service Provider and their

Support Workes( s}ﬂ h@r Staﬁ er Vrs’)
The Sewsc(vgﬁ clu ?i Care, sleepover/night support; and
HO% ageme

2® K%

The fo i\ gﬁdefmitlons of key terms used in this Service Specification:

@"\(e\@ Definition
«Képroved Assessor An assessment facilitator employed by a Needs Assessment
Service Coordination Service organisation (NASC).

The Approved Assessor may have the tille of Needs Assessment
Facilitator or Assessment Facilitator.

Goalls An aspiration or target, or objective or future condition that the
Person wishes to achieve in relation to the Person leading an
everyday life.

Home Horne means residential premises in New Zealand in which the
Person lives.

Home does not include any hospital, rest home, or other
institution,

Note: Where a contractual arrangement exisis whereby the
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' Term : Definition

" resident pays for, or the facility owner is obliged to prowde the
' Home and Community Support Services usually purchased by the
' Minisiry of Healih, then this definition does nol apply.

Personal Plan A plan ag*eed w:ih ihe Person thai specétes how lhe Goals
nden ified in the Support Plan will be met

Needs Assessment ' These orgamsahons are funded by ihe rv%;rnstry Thexr roles are lo
Service Co-ordination | delermine eligibifity, assess the Person’s level of disabifity support

_ (NASC) needs, and 1o co-ordinale supporl services {o mest tnose needs,
j - NASCs co-crdinate such services, bul do nof fhemsefves provide:
 the services SRR e ;
Othor Staff Member An mdwtdual who is responsibie- for de]wer wg Ssmces oq be alf

of a Service Provider. This: lncludes the pmvmon O{ diréct care or
support Service to the Person And covers a! slaff 'who are:

{a) Empioyed o“
%

{b) Con%raoied

e USSR S

| Pecple/Person I u~=e of ﬂaC %Gm. P _gn)ie or Pcrson shouid be lead as

: - : 8 vg f Set \Jiﬁw User or Client. i refers lo the people who

L : are ellglble havp heer referred by NASC, and are receiving the
e serwces desenbed in this specification.

B - - e

'4___LL}sed mn 1h|s specmcaiaon o dcsc:sbe ihc vatious planning
exercises and lheir oulput that relale fo the Person being
supporied.

il.'f Su;}port Plan A p!an agreed with ihe NASC and he Person thal specifies their
overali Goals and Type or Amouni of Services

Supporl Worker An mdmdual who is lCS]’)DﬂSIblE} for deilvermg the Servxce on
behall of a Service Provider. This includes lhe provision of direct
care or support Service o the Person and covers all slaff who are:

{a) Employed
{b} Contracled; or

{c}) Volunieer suppori workers accountable o the service provider

Type or Amount of The quantlty or nature of Serwces approved by the NASC in
; Services accerdance with their legislation, contractuai obligations and
| operational policies, as set oul in the Supporl Plan,

L
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3. Service Objectives

The Person receives Home and Community Suppart Services to support them to
live an everyday life,

Successful services occur when:

a)

b)

c)

S

The Person is satisfied with the way in which Services have been
delivered.

The Person needs to be satisfied ihat:

° they have been, and are, respected as an md:v;dual

° they have an ongoing voice in, and their wellbem s\)ral to,
the Services being delivered

° progress is made on the Person's %

e the Goals are regularly revi Per @@

° they have received g%/ e agr E ithout any
unexpected mterr@ \such as the support

worker no\ mg \
Where ih R s n ots \ % ervices the Service Provider
£ac

will p t\ ‘ﬁla corr cfi plan in a timely manner.

th e hnk y oiher agencies that provide support
SQ%EBS SO th(\t work together to achieve the Person's Goals.

Thes e@For further injury, harm, or decline in the Person's health
d or reduced.

4. Se &E&ﬁformance Measures

mance Measures form part of the Resulis Based Accountability (RBA)

Framewerk The Performance Measures in the table below represent key service
areas the Ministry and the Provider will monitor to help assess service delivery.
Full Reporting Requirements regarding these measures are detailed in Appendix

3 of the

Outcome Agreement. It is anticipated the Performance Measures will

evolve over time to reflect Ministry and Provider priorities.

Measures below are detailed in the Data Dictionary available on the Ministry's
website, which defines what the Ministry means by certain key phrases,

How much How well Betier off
1.1 # of salisfaction surveys sent | % satisfaction surveys # ! % of people who
returned reporied satisfaction with
the service
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U SRS —
How much . How well Better off
2 | # personal plans completed | % of personal plans
- within three weeks of entry inlo | completed within three
the service weeks of eniry into the
service
3. % of pelsonal plans
reviewed and signed-off at
least once every 12

{ months

4 - :_ Yo of goals in personal
i plans achmevcci :

: 5  of people who repoded lhc—: 5 Y% of peop[e who reporleci
support worker did not turn up | their suppori worke: d
not 2urn up. /

- # of people who reporled their % mf people who f@po {ed 4
supporl worker did not tun- A, heir sup;vort\varkw dig
atthe agreed lime (defifed as.f:‘_; ol turn ps. a% the agreed
s within 15 minutes of ‘ih{: " S ' lime (de; n@r as wilhin 15 !
- agreed t1me) “ I h‘nﬁUles of the agreed
: o o m’;e)

% of coxnplainls that have
been resolved (i.e. a
correciive aclion plan has
been implemented)

% of slaff turnover
i} % of supporl workers
assessed as obtaining the
Level 2 National Certificate
in Health, Disability, and
Aged Support

5. Service Users

1
i
i
1

'

To access the Services the Persocn must be referred to the Service Provider by a

Needs Assessment Service Coordination organisation (NASC).
5.1 Costs

There are no costs {o be paid by the Person.
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5.2 Access/Entry Criteria

An Approved Assessor will talk with the Person to identify what Ministry funded
support the Person may need to be able to lead an everyday life within their
Home and community. The NASC will then set Goals with the Person and talk
about the Type or Amount of Services the Person will receive and write a
Support Plan.

The Person will then be referred to the Service Provider by the NASC. The
referral will specify a start date for the Service delivery. The Service Provider will
contact the NASC to confirm acceptance of the referral and to confirm the start
date for the Service delivery.

Service Components é (%@
6.1 Start of Service @
At the start of the Service the Serwce '} @

o
» Confirm the stari date of Servr 15 r\]>Wlt ihe, «@n nd/ or their family
and whanau where fet

+ Make lmkswr{h ’{ s ar » | hem as reguired,
o Discuss an a Jtl h their Support Worker(s) and/or Other
Y>
Staffl‘ & llltw
gon Plan

@ he NASC will be described, defined and written into the

e
e NASC. The Support Plan will advise the number of hours of

s a
UDD

delivered, the breakdown of household supporl and personal
% oit; and a list of identified tasks and activities that the person needs support

. The Provider will use the information in the Support Plan to work with the

Person to develop a Personal Plan that describes the support and how it is to be
prowded.

The Provider and the Person, and their family/whanau where appropriate, will

discuss and agree the Personal Plan to meet the Goals identified in their Support
Plan.

In this discussion will ensure that:
s the communication needs of the Person are considered

o decisions are made with the Person that encourage personal responsibility
for Goal achievement.

The Personal Plan will include but is not limited to:

o the Type and Amount of services to be provided including agreement on the
limes when services will be provided
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s Services allocated by the NASC that will be provided, including agreement
on how available hours will be prioritised

o Goals of the Person regarding service provision
s conlingency planning
« contact details for the Service Provider

a review date for ithe Personal Plan.

L]

Variations from the Support Plan can be made so long as that:
= it is requested by the person,

« it is cerigin to be in the Person's interest

« hesalth and safely implications have been dlscussed decumemed aﬁd any
trade-offs are decided by the Person. :

Where required the Person should have su;spoz’i ﬂam a pcrson oi‘ then chmce
e.q. famity/whanau or an advocate to. '%nterpretmformaiion and communicate
their preferences. : v

The Personal Plan will be- comp e’ie& wthln ghre@ weeks ﬂc}m the date of referral,
Both the Provider and »the"‘Fﬁerson will: s gn the Pefsonal Flan as being up to date
and coirect and l:}oth w;%i Léep a. g:@py

The Pe;sonaf P]an Wil! gwdc ihe Suppoﬂ Workers and Other Staff Members who
go- mio ihe Peréon S Home oy

- 6. -\ o

If unp armed éemces are needed over a weekend or outs de business houns

When urgent servmes are required

- 'f.rfuf*geni Servnces may be provided without a referral or over the approved Type o
: j’,:Amount of Services. Where Services are provided in this way the Provider must
1} “"advise the NASC on the next working day.

6.4 Where Services are delivered

Services will be delivered in the Person’'s Home and community, as documented
inthe Person's Personal Plan.

6.5 Delivering services
The Provider will:
a) Deliver Services as agreed in the Personal Plan.

b) Provide the Support Worker/s or Other Staff Member/s with any required
health and safety equipment or supplies.

¢) Visil the Person at a time agreed with the Person to deliver Services in a
way that respects the dignity, rights, needs, abilities and culturai values of
the Person, and their family / whanau / aiga.
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d) Respect the Person's Home and privacy within that Home.

e) Ensure Services are delivered by suitably trained and culturally competent
Support Workers and Other Staff Members to meet the Goals of the Person
as identified in their Support Plan.,

f}y Improve the health and independence of Maori by targeting Services to best
meet Maori need and where possible to provide Services by Maori for
Maori.

g) Contact the NASC to arrange a new assessment for the Person if the

Service Provider or the Person considers that support needs o s have
changed.

h) Use the Person's feedback to continuously improvet nd ask
Person if they are happy with the service, using 8 end nt ro /\s
do this. @

i) Ensure the Person knows: @ @
o how to make a compla| \ fe] con\p rh\&
° how to accessa 4 <] tad c\%\ \}

° that, whe c{@ a eptable solution will be agreed
and |me @ \
pe of’Semces re

% may elavgg\go: bination of the following services.
1 \/ﬁtanagement

h assist a Person with a disability {o maintain, organise and
(:@ \ reir household/home environment, enabling them 1o continue living

@@ ithin their own environment.

6.6.2 Personal Care

Assistance with aclivities of daily living that enables a Person with a disability
to maintain their functional ability at an optimal level.

6.6.3 Sleepover Care or Night Support

A Service where the Support Worker or Other Staff Member is required to
sleep at the home of the Person in order to provide intermittent care
throughout the night.

6.7 Contingency planning

if for some reason the usual Services cannot be delivered the Service Provider
must arrange alternative Services as part of contingency planning for the
Person so that they receive Services, This includes:

o when the Support Worker is on leave or unable to attend
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« 0N public holidays

e incase of a natural disaster or publicly declared pandemic,

7. Guidelines/Policies/Legislation
The Service Provider must provide Services in accordance with:
« The Code of Heallh and Disability Services Consumers’ Rights 1996
The Health Act 1956
The Health Information Privacy Code 1994

o

@

o

The New Zealand Disability Strategy 2001

L

Home and Community Support Sector Standard. NZSSMS 201 2 o

Heaith Practitioners Competence Assurance Af;t ?(}03
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8. Exit Criteria

A Person can conta(‘t {hoar:NASC to a&k for -} lefeuai to another Service
Provider or. to 5top he Serviee, A

TheyProvzde; Ca n stop SP’FV S, when:

e e perlod of suppoﬁ 1cient fled on the referral ends and an extension has not
__ _';-been requesled or fs not necessary

h e ihd :egsan has been transferraed to another Provider

=:.ihe"Person no longer needs the Service because their Goals and
“independence have been achieved 1o the maximum exlent practicable

e« the Person dies.

9. Linkages

Froviders must maintain and demonstrale appropriate linkages and
relationships as appropriate {o the needs of the Person, including:

¢ Primary medical services

=]

Needs Assessment and Service Coordination {(NASC) services

@

independent advocates or advocacy services
¢ Client/carer community support services

e Equipment Management Services (EMS)
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10.

@

o Specialised assessment services

« Mental Health Services

« Behavioural Support Services

o Assessment Treatment & Rehabilitation Services
s Secondary medical and surgical services

o Appropriate ethnic and cultural groups

o Disability consumer groups and relevani NGOs

« Government depariments such as Work and Income efc

o Maori social and community services, support groups, @g ; ice @

organisations e.g. local Kaumatua, marae, whana aunsellin b

budget and family support services. @?@ Q&
Exclusions @

There are some closely rel thaﬁ r o ered under this Service

specification. Any Ser\\ft 2 by a § rvice specification or

agreement throughf DSS ﬁ?b Heaitt Board (DHB) or any other

not ¢ durder this Service specification including:

governme g/e@e

@ 1ent \;ﬁ the Person.
\Ylmist HB funded service including:
@} rted independent Living
@ F’ersonai and family health funded household management/
personal care services

< Day care/day services

e Mental health household management
° Registered nursing services.

¢} ACC funded services including:
° Community nursing services

o Residential training for independence services or intervention
services to any claimant in a residential faciity

® The development and provision of ihe ACC training for
independence and maximum abilities group programmes

° Supported Living.
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11, Quality Requirements
11.1  Evaluation
DSS may conduct an;
a) Independent survey to evaluate People’s satisfaction with the service.

b) External audit against the Home and Community Support Sector
Standard NZ 58158:2012.

) Independent evalualion of service performance and effectiveness
against this service specification, and its intended oulcomes.

11.2 Centification

The Provider is required to mainiain Cerification as feqwreci under ihe Home g
and Community Suppor Seclor Standards N288’168 2012 ‘i bl

12. Purchase Units

Framework Purchase Unit Daia D?Gimnaly The _:O“GW ng iable is a summary list
of the ll@i two Home and Commu ly Suppoﬁ Sewaccca Purchase Unit Codes

Purchase

H

“~'Measure | Purchase Measure definition
5 Unit dees é
_Home lased Support Hour Household Managemem services
=) ,;.‘_K‘HpUsel"no d thal enable a person o continue
L4 management lving with their own environment.

This service is specifically for clients

who meel the Ministry definition of

disability. The number of hours are
 determined by the relevant NASC
Agency for each client receiving
Home support services. The service
is for people untit the age of 65.

8851010 Home Based Qupport Hour Personal Care Steepover serwae( )
- Personal Care that enable a person o continue
living wilh their own environment.
This service is specifically for clienis
who meet the Ministry definition of
disability.

[ SN .- e .- e o i1 < e ene e e
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13. Reporting Requirements
13.1 Reporting Requirements

Full Reporting Requirements (including any Provider specific reporting
requirements) are included in Appendix 3 of the Outcome Agreement.

%@ N
@@ @
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%@
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