CONSUMER AND CARER SERVICE RECEIPT PARTICIPATION POLICY 

1. PURPOSE

To ensure that consumers and their carers are engaged and involved in all aspects of their care.
2. DEFINITIONS
2.1. ‘Consumer’ refers to anyone who either directly or indirectly utilises the service, and anyone who may use the service in the future;

2.2. ‘Carer’ refers to anyone who is directly involved in the care of a consumer; this may include family, community and professional carers.

2.3. Consumer participation in service receipt is about supporting and encouraging consumers to become empowered to be active participants in their health care. This includes involving consumers in needs identification, recovery planning, therapeutic interventions, monitoring and review of the care that they receive.
2.4. Carer participation in service receipt is about being recognised, respected and supported as a carer in providing care to the identified client. Families and carers will be engaged early as possible in (with consent) in needs identification, recovery planning, therapeutic interventions, monitoring and review of the care that they receive.

3. POLICY

3.1. Management and staff are committed to actively engage consumers and carers in all aspects of their health care.
3.2. Consumer and carer comments and feedback about the care they have received will be sought, at least annually. These comments will be collected and collated (guided by consumer focused groups), recorded, and reviewed for organisational planning processes;

3.3. Consumer and carers will have access to agency Consumer and Carer representatives for advocacy, information provision and support.
3.4. Staff will be trained in consumer and carer engagement principles in health care including advanced directives.

4. PROCEDURES

Insert organisation’s name will:

4.1. Work towards incorporating the principles of consumer engagement in all aspects of their health care
4.2. Consumers and carers will be provided with the following information upon entry to the service and followed up throughout their treatment: 
· Rights and responsibilities

· Confidentiality and the release of information

· Consent

· Service information brochure

· Educational information relating to their illness / issues

· Information about support whilst on waiting list.

4.3. Staff will ensure consumers and their carers are engaged and involved in all stages of their care, from entry to exit.
4.4. Consumers will authorise (sign off) their individual treatment plan (Care Coordination document). 

4.5. Consumers will articulate clearly via consent and the treatment plan, who will and will not be involved in their care.

4.6. The consumer and their key stakeholders (other services and identified carers) will be provided a copy of their treatment plan
4.7. Whereby in the event that a consumer refuses to be actively involved in their treatment plan development and does not wish for a copy to be provided to them, then this must be documented clearly in the progress notes.

4.8. Consumer consent should reflect

· Who can be contacted

· What information can be provided

· Who will be ACTIVE participants in the consumer’s care

4.9
 The treatment plan should include or have attached to it, a recovery plan or articulate the clients stated advanced directives.
4.10 Each consumer (and carer where possible) should be offered a service satisfaction survey to complete during their treatment and at the conclusion of their treatment.

5. RESPONSIBILITY

5.1. The Committee of Management is responsible for ensuring that the staff are made aware of the consumer and carer service receipt policy.
5.2. The consumer and carer organisation representatives and their focus group are responsible for the receipt, collation and feedback of the service satisfaction survey and compliments / complaints contributions and providing a report to the board with action recommendations.
5.3. The key worker / case manager is responsible for ensuring the consumer and their carer have had active involvement in all aspects of care and that this engagement continue to be offered throughout the course of treatment with the service.

6. RELATED POLICIES/ DOCUMENTS:

This policy links with the following documents:

· Consumer and carer participation in service delivery policy

· Consumer and Carer Rights and Responsibility charter

· Consent for treatment policy

· Confidentiality and release of information charter

· Satisfaction, feedback, complaints and compliments charter.
7. ENDORSEMENT

This policy has been approved by the insert name of the organisation’s Quality Assurance Committee:

                                    
Director                                                                                                

This Policy has been ratified by the insert name of the organisation’s Committee of Management:

Chairperson                                                                                         
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