MICKEY MOUSE PTY LTD
POLICIES AND PROCEDURES MANUAL
This booklet has been produced and published by Mickey Mouse Pty Ltd.  Please contact  the Director if you have any queries.

Mickey Mouse (Director)
Office:
Ph:
PRINCIPLES

Mickey Mouse Pty Ltd endorses the following principles which underpin Queensland Disability Services Act (1992) and are as laid down in the United Nations Declaration on the Rights of Disabled Persons.

· People with disabilities are individuals who have an inherent right to respect for their human worth and dignity.
· People with disabilities, whatever the origin, nature, or type of their disability, have the same fundamental rights as all members of Australian society.
· Every person with a disability has the same right as other members of   Australian society to realise their individual capacity for physical, social, emotional and intellectual development.
· People with disabilities have the same right as other members of   Australian society to services which will support their attaining an acceptable quality of life.
· People with disabilities have the same right as other members of    Australian society to participate in the decisions which affect their lives. 
· People with disabilities have the same right as other members of Australian society to the least restrictive alternative in services they receive.
· People with disabilities have the same right of grievance as other      members of Australian society in relation to the services they receive.
DEFINITION OF PERSONAL CARE AND LIFESTYLE ASSISTANCE
Personal Care and Lifestyle Assistance provides a means of independent living that ensures a person who has a disability can exercise his or her basic rights, choose lifestyle options and participate in community living.

In practical terms, Personal Care and Lifestyle Assistance is the provision of assistance with everyday tasks which a person without a disability would be doing for him/herself.  It extends to assistance with tasks which a person with a disability finds extremely difficult and/or time consuming because of their disability, and in some instances, their environment.

Tasks can include:
· Personal assistance with things such as getting into and out of bed; using the toilet; (this may include application of continence aids, administration of suppositories/enemas and manual evacuation of the bowel), bathing; showering; dressing and grooming and assistance with eating and drinking. 
· Work based or campus - based personal assistance (WBPA) for individuals in their place of work or study providing assistance with aspects of their personal care needs which may enable them to gain & retain employment in the open competitive employment market or complete their studies. 
· Light household tasks such as assistance with meal preparation; basic household cleaning; bed-making; tiding etc, in so far as they are part of the normal daily routine.
· Assistance with taking medication. Please refer to your WPH&S manual for full instructions on how to assist Service Clients with taking medication. 
· Assisting Service Clients with doing light exercises and with the use and maintenance of aids and equipment required for the person's everyday functioning. 
· Transport, including driving Service Clients in their own vehicle to their place of work, study and or activities/venues associated with living independently in their own home within the community
· Accompanying Service Clients on a community activity, eg, shopping or on another activity as agreed upon by the Service Client.
· Where applicable, accompanying Service Clients on holidays.  A Holiday Contract will be generated for the duration of the holiday.  MICKEY MOUSE PTY LTD financial support of the holiday is limited to the payment of Personal Care Assistance work. Expenses such as travel costs, accommodation, food, outings etc will be negotiated between the employee and Service Client.
· Where applicable employees will be required to work a ‘Overnight’ Shift.  This requires an employee to be at the Service Client’s home from 10.00pm to 6.00am (these hours maybe flexible) and be required to sleepover. Employees will be paid an allowance for this shift according to the Disability Support Worker’s Award. If an employee is required to assist the Service Client during the night the following payment will apply:
· Employees will be paid up to the first quarter of 

an hour at ordinary time for the first hour.


  •     For any time worked over the first hour, 




employees will be paid for each quarter of an 



hour at ordinary time and a half.



  •     Where applicable, employees can work either 



prior to or at the end of the ‘overnight’ shift 




(not both shifts) and be paid according to the 




Award rate. 
Personal Care Assistance does not include:
· Heavier housework tasks.  To be defined by the Service Coordinator.
· Medical or nursing intervention and supervision. For example, injections, inserting or removing an internal catheter, administering pre-made medication in unlabelled containers or dressings.
· Home maintenance or heavy gardening eg, mowing.
THE RESPONSIBILITIES OF PERSONAL CARE ASSISTANTS INCLUDE:
· Undertaking training as provided by Service Clients and the service organisation.
· Respecting Service Clients’ privacy, maintaining confidentiality, and behaving in a professional manner.
· Resolving questions regarding the job as far as possible before commencing work.
· Arriving at the workplace at the scheduled time ready to work.
· Notifying Service Clients as soon as possible if they are unable to attend work. 
· Unless otherwise instructed by the Service Client, Workers are responsible to cover their shift/s if not able to work.  Please refer to ARRANGING "BACK-UP" IF YOU ARE UNABLE TO WORK section in this manual.
· Completing the duties as well as possible within the allocated time.
· Being open and honest in communication with Service Clients.
· Maintaining accurate records is a necessity (e.g.  timesheets, etc) and returning completed forms to the office on time.
· Scheduling time-off or holidays as far in advance as possible.
· Dressing appropriately for your place of work and its environment e.g. If providing work based personal assistance wear comfortable casual and more conservative clothing and footwear suitable for an office environment.
· Adhering to the Association’s policies and procedures and abiding to WPH&S legislation.
· Employees are responsible to inform 

MICKEY MOUSE PTY LTD of any changes in personal details e.g., changes of address, phone etc as soon as possible.
THE EMPLOYER:  
For the purposes of all human resources and industrial matters, the employer shall be the Mickey Mouse Pty Ltd.
JOB DESCRIPTIONS AND DUTY STATEMENTS:
On commencement of employment a job description will be provided to every member of staff setting out the following:
· Name of the position.
· Details of immediate Coordinators.
· Details of relevant grievance channel.
· Duties of the position.
· Qualifications and experience.
· Position specific responsibilities.
LETTERS OF APPOINTMENT:
Following appointment to the staff of the Service, whether paid or voluntary a letter of appointment will be prepared and sent to the successful applicant.  
The letter of appointment will contain the following:
· Name of the position.
· The remuneration upon appointment.

· The normal hours of duty for the position.
· The date of commencement and any term of review.

· A job description for the position.

· Conditions of employment.
Employees are requested to sign the letter of appointment and return a signed copy to MICKEY MOUSE PTY LTD. Letters of appointment will be prepared by the Director. All letters of appointment will be signed by the Director.
REMUNERATION:
MICKEY MOUSE PTY LTD determinations wages and salaries for each position. All employees of MICKEY MOUSE PTY LTD will be employed in accordance with the Disability Services Worker Award – State (DSWA).  Casual employees will be paid a loading in lieu of the normal leave entitlements.
INDUSTRIAL RELATIONS:
Employees may choose whether to join a Trade Union and MICKEY MOUSE PTY LTD remains strictly neutral in such matters.  

MICKEY MOUSE PTY LTD will respond to any concerns which employees may have about their working conditions.

AWARDS/ENTERPRISE AGREEMENTS:
All employees will be employed in accordance with the relevant industrial award.  Personal Care Assistants of MICKEY MOUSE PTY LTD are employed under the Disability Support Workers Award - State (DSWA) on a casual basis.

ILLEGAL EMPLOYEES:
MICKEY MOUSE PTY LTD will employ only people who can legally work in Australia.  These are:

Australian Citizens

New Zealand Citizens

Permanent Residents

Temporary Residents with permission to work

Students with permission to work
Foreign Nationals must provide acceptable documentation to verify identity and immigration status.
PERFORMANCE REVIEWS:
Commencing from the date of employment, all Personal Care employees of MICKEY MOUSE PTY LTD will undergo a 12 week performance review.  Reviews will be conducted by the Service Coordinators in conjunction with feedback received from the relevant Service Client/s.  All reviews must be conducted before an employee moves up a pay level under the DSW Award.  Additional reviews will take place at intervals of 800 hours plus one year of service to allow employee to move up through the pay points under the DSW Award. 
METHODS OF PAYMENT:
MICKEY MOUSE PTY LTD reserves the right to make payment for wages, salaries and allowances by any of the following means:
·    Electronic Funds Transfer (EFT) directly into the employee's account in any financial institution which has this facility, nominated by the employee.
·  In some circumstances by cheque
Please note: Employees are required to provide appropriate bank account details in writing. 
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PAYMENT OF WAGES:
· All wages are paid fortnightly by direct deposit into employees nominated bank account.
· It remains the responsibility of employees to ensure that "Employment Declaration Forms" with their Tax File Number, Bank Details and Employment Agreement forms are completed and forwarded to the Director.
· Employees must have a bank account into which wages payments can be electronically transferred
· Employees must ensure that their Timesheet/s reach the MICKEY MOUSE PTY LTD office by Tuesday 10.00am of each pay fortnight.  If Timesheets are not received on time, employees will have to wait for the next pay period before their pay will be processed. Please be mindful to post your Timesheet before Friday midnight at the end of the pay fortnight. Australia Post will not guarantee delivery of your Timesheet/s by the 10am Tuesday cut off deadline if you don’t mail your Timesheet on time.
· Timesheets (and all other correspondence) must be clearly filled in. Employees must ensure that they write their full name, the Service Client’s full name, enter their work times in the correct column and sign the Timesheet.
· Timesheets must also be signed by the Service Client receiving the service to verify any work done. Timesheets not signed by the Service Client will not be processed.  If a Service Client is not able to sign your Timesheet/s an arrangement will have been made with the Director to verify your timesheet eg, employees will be asked to write in the Client’s signature column of their timesheets ‘verified by Luka Jones’ (Client’s name), dated and signed by the employee.  
· Employees are required to post their own Timesheet/s and Travel  Allowance Form  by  Friday midnight pay fortnight using their own stamped envelope. Timesheets can also be scanned and emailed, hand delivered to MICKEY MOUSE PTY LTD or faxed. MICKEY MOUSE PTY LTD fax number is 32165678.  Timesheets and all other correspondence must be mailed to MICKEY MOUSE PTY LTD’s postal address ie, .  Please be mindful that if you fax your Timesheet you are not required to mail it as well.
· MICKEY MOUSE PTY LTD are not responsible for contacting employees or the Service Client to obtain a summary of hours worked if Timesheets have not been received on time ie, Tuesday 10am.
· Wage slips will be mailed to the employee’s home address.  Any pay enquiries can be made to MICKEY MOUSE PTY LTD on Ph: .   during business hours.
· Any reimbursement of expenses incurred eg, phone calls etc, will be calculated separately and reflected in your fortnightly pay.
· It is the responsibility of the employee to inform MICKEY MOUSE PTY LTD of any error in wages eg, whether it be over or under paid. In such cases the employee will receive any wages owed on the next payday or shall make arrangements for any overpayment to be recouped by the MMPL.
MICKEY MOUSE CPTY LTD WILL MAKE EVERY EFFORT TO ENSURE WAGES ARE CORRECTLY PAID, EMPLOYEES CAN REDUCE THE POSSIBILITY OF ERRORS BY ENSURING THAT THEIR HOURS OF WORK ARE RECORDED CLEARLY AND ACCURATELY ON THEIR TIMESHEETS AND ON THE CLIENT CHECKLIST FORMS.
OVERTIME:
As casual employees of MICKEY MOUSE PTY LTD, employees will not be employed to work more than 38 hours per week.  In extreme circumstance where approved by the Director, employees working more than 38 hours per week shall be paid at the rate of ordinary time and a half for overtime worked. 
MEAL BREAKS: 
· Employees who are rostered to work more than 6 continuous hours during their shift are entitled to an unpaid meal break of 30 minutes.  Meal breaks can be taken at a time where it does not interfere with the continuity of their work. 
· If an employee is required to have their meal with the Service Client then this shall be classed as a paid meal break. 
· Employees must indicate on their roster that they have taken an unpaid meal break by ticking in the ‘unpaid’ meal break column on their timesheet. 
· Employees taking a paid meal break must indicte on their timesheet that they have taken a meal break with the Service Client by ticking in the ‘paid’ meal break column on their timesheet.
REST PAUSE:
· Employees working for more than four continuous hours in a rostered shift are entitled to a ten minute break.  Rest Pause break must be taken at such a time that it does not interfere with the continuity of work.
· Employees must indicate on their timesheet that they have taken a Rest Pause by placing 10min in the ‘paid meal break’ column.
CHANGES IN WORKING ARRANGEMENTS:
MICKEY MOUSE PTY LTD will involve employees at the earliest possible time of any changes affecting their work environment or in their rostered hours.  
ROSTERED HOURS: 
· Employees will work specific hours on set days of the week.  However, these hours would have an element of flexibility in accordance with Client needs, and in some cases be approximate times.
· Each employee would normally have set start and finish times.  However, Service Clients may request that additional time be worked on occasions and the exact start and finish times must always be recorded on your timesheet.
· On occasions it will be necessary for employees to work other times when other workers are sick, on leave etc.
· If you are rostered to work, for example a 2 hour shift, you will be paid for that amount of time even if you complete your work under that time, unless other arrangements are made with you prior to the commencement of the shift.
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IF YOU ARE RUNNING LATE FOR WORK:
· When an employee is running late for work, the Service Client for whom you are working must be contacted and informed.
· Service Clients have the right to phone employees (or their contact person) if employees are more than 20 minutes late for work, to find out what has happened.  If the Service Client is not able to contact the employee, they may find a replacement employee who will be paid to work the shift even if you arrive to work following such arrangements.
WHAT TO DO IF YOU WISH TO TAKE LEAVE:
· ‘Leave’ is defined as three or more consecutive shifts not including your rostered days off. 
· If an employee wishes to take leave of absence, an ‘Application for Leave’ form (available from MICKEY MOUSE PTY LTD) should be filled out and forwarded to the Director.  A copy should also be given to the employee covering the shift/s. The form must be signed by the employee taken on the shift/s, approved by the Client and sighted by the Director.
· Employees are responsible for arranging cover for all their shifts.
· Only one employee may be granted leave at a time, unless agreed upon by the Director.  At times this may mean that employees may have to negotiate and compromise with each other about leave times.
· Once an employee agrees to work shifts for another person it then becomes that person’s responsibility to make arrangement to cover the shifts if no longer able to cover the shifts.
· If there is the slightest possibility that an employee could be away longer than anticipated, that employee must have stand-by covering arrangements.  Remember, these arrangements can easily be cancelled.
STAND- BY ARRANGEMENTS:
· Stand–by arrangements should be made where an employee is unsure about whether they will be able to work.  For example, if an employee is on holidays and not absolutely certain they will be back to resume their next shift.
· Stand–by means an employee will agree to work for you should you not be able to.  If you are able to work after arranging a stand–by you should let the employee on stand–by know immediately and cancel the stand-by arrangements.
· The Client/s you provide assistance for must be notified of such stand–by arrangements.
ARRANGING "BACK-UP" IF YOU ARE UNABLE TO WORK:
All employees are responsible for finding their own back-up/replacement employee  if they are unable to work, unless otherwise directed by the Service Client/Director of MICKEY MOUSE PTY LTD:
·    Make certain you have an up-to-date roster of all the regular and back-up employees and their telephone numbers, for the person you work. (You can get this from MICKEY MOUSE PTY LTD).
· If employees change their telephone number and/or address, the Director must be notified immediately.
· Employees are to ensure they inform the Service Client if they are unable to work a rostered shift and to give the Client details of who the replacement worker will be.
· In arranging back-up your first option is to swap your shift with another regular employee, instead of having someone work for you.  This will enable both employees to maintain their regular income and prevent "overwork” for some employees.
· An employee should not involve the Service Client in making relief arrangements (unless instructed otherwise); it is the employee’s responsibility to make arrangements for any shift to be covered.
OR


     If it is not possible to swap a shift other back-up employees 


     should be contacted.
· Make relief arrangements early.  No employee can guarantee being able to cover for you if you only leave a few hours to make back-up arrangements, therefore you should arrange coverage with 24 hours notice where possible.
· In extreme circumstances, you may be able to split the shift with another employee.  For example you work an hour and someone else works the rest of the shift.
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RECORDING YOUR HOURS OF WORK:   

TIMESHEET SAMPLE
	Day
	Date
	Start/Finish
	Weekdays

	Weekend
	Public Holiday
	OVERNIGHT 
	 meal break, please tick
	TRAINING
	CLIENT’S
SIGNATURE

	
	
	Please indicate am or pm for each shift
	Ordinary 6am-8pm
	Early/Late
	
	
	Please Tick
	Active Hours
	Paid
	Un-paid
	Ordinary 
	Early/
Late
	Weekend
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


NB:
Please note the timesheet includes training and public holiday shifts 
Timesheets are found and can be kept in the folder held at each Service Client’s household, employees must record their start and finish times and other details requested.  
The Service Client you work for must verify your recorded hours by signing each shift worked.
· A separate timesheet must be used for each client. 
· Your hours of work should be recorded as separate entries when you work more than one shift each day.
· Your time sheets must be able to be read clearly.
· When you record your times, please specify AM or PM for each shift, so the Administration Officer can tell whether it's a morning or evening shift.
· Please date the overnight hours worked on the night the hours commence, not the morning they finish.
· Please be extremely careful when you record your hours under Weekdays, Weekends, Public Holidays, Overnight and Training as a mistake may lead to an incorrect payment of wages.
· Please record your total number of hours worked, in each column on the Sub-Total line. This will ensure an extra check can be made of the total hours you have worked and will assist in reducing the likelihood of mistakes when working out your wages.
· There will also be a sign-in sheet at the Client’s home called the Client Checklist (please see summarised example of Client Checklist below).  Employees will be required to sign in and out at the beginning and end of each shift on the Client Checklist.  Clients will send this Client Checklist to the Office every fortnight. A check will take place between the Client Checklists received from Clients and the timesheets received from employees to ensure the shifts (including the start and finish times of the shifts) employees have signed match the shifts that have been listed on the Client Checklist.  If there are any discrepancies between the employee’s timesheet and the Client Checklist, we will phone both the Client and the employee to find out the reason for this occurring.   
Client Check List:   












Client Name……….……..............
	Employee Name
	Day
	Date
	Time In

AM/PM 
	Time Out

AM/PM 
	Total Hours
	Employee Signature

	
	
	
	
	
	
	


· In addition you are encouraged to keep a record of the hours you work in a diary or similar book.
· On completion of each pay period finishing at Midnight Friday every fortnight please post in your timesheets to the Office.  To be processed on time timesheets need to be received no later than 10am Tuesday of pay week.  It will be your responsibility to get your Timesheets in to enable payment to be made on time.  
NB: if you have completed your rostered shifts prior to Friday end of the pay period eg. on Wednesday, please forward your timesheets to the Office as soon as possible to assist with faster processing of the timesheets and to further guarantee your timesheets arrives at the Office before the Tuesday 10am cut-off time.   Australia Post will not guarantee delivery of your timesheet by the 10am Tuesday cut off deadline if you don’t mail your timesheet before the end of the pay period which is Friday midnight

Please send your timesheet/s to the following address:
· Hand deliver your timesheet to MICKEY MOUSE PTY LTD
If faxing your timesheet/s please do not mail the original copy. You can keep this copy for your own record.    
· If the timesheets are not received on time for the wages to be processed, employees will have to wait until the following fortnight for payment.
Please note : Administration staff will not be phoning employees to get a summary of the hours worked if their timesheet is not received on time.

REIMBURSEMENT OF EXPENSES:
Employees will be reimbursed for any telephone calls made in order to cover shifts etc during the course of performing their duties. Where an employee is sick and uses their personal telephone or mobile phone to find a replacement employee, they will be reimbursed by MICKEY MOUSE PTY LTD. Reimbursement is for the cost of a local telephone call that is, 25 cents regardless if employees use their mobile phone. The date the call was made, the person called, and the total number of calls made should be forwarded to the office with the time sheets on an Expenditure Reimbursement Form.  (Copies are kept in the folder held at the Service Clients home). Telephone reimbursement will not be paid to employees who are changing their shift for personal reasons. Please note, that under normal circumstances, employees will be expected to switch off their mobile phones while working, unless an emergency situation.
If claiming reimbursement for any of the above expenses, expenditure reimbursement forms must be sent in once a fortnight with timesheets. 
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TRAVEL ALLOWANCE:
As a employee of MICKEY MOUSE PTY LTD you can claim travel allowance in certain circumstances. Employees can request travel allowance not be paid for taxation purposes.  This request must be made in writing by filling in the Travel Allowance Registration Form and returning it to the Service Coordinators.  

MICKEY MOUSE PTY LTD cannot pay employees travel allowance unless we have received this form.
MICKEY MOUSE PTY LTD consulted with all employees and has adopted the following option to determine the amount of Travel Allowance to pay employees. To limit the amount of Travel Allowance paid to employees by MICKEY MOUSE PTY LTD to 400km per fortnight travelled in the course of employment. Any travel over 400km can be claimed as an income tax return.  The Australian Tax Office (ATO) has confirmed that unpaid work-related travel is an allowable deduction and can be claimed when lodging a tax return.    
WHEN YOU CAN CLAIM TRAVEL ALLOWANCE:
If you work more than one shift on the same day, you can claim kilometres allowance. 
WHEN YOU CANNOT CLAIM TRAVEL ALLOWANCE:
· You cannot claim the kilometres to work at the beginning of your working day or the kilometres home at the end of the working day.  Therefore, if you only work once in a working day you can not claim any travel allowance.
· You can not claim for travel allowance for errands you do for your Client during your work time eg, going to the shop, taking the children to school etc. 
HOW TO CLAIM:
· Firstly - you must complete a Travel Allowance Registration Form (which you will receive in your Training Package) and return it to MICKEY MOUSE PTY LTD at 4 Waterdown Close, Taigum, Qld 4018 with your other forms.
· Secondly - complete a Travel Allowance Claim Form each fortnight for any legitimate travel (you will find blank Travel Allowance Claim Forms at the home of the Service Client).  It is your responsibility to send the completed travel allowance form along with your timesheet for that pay fortnight to the MICKEY MOUSE PTY LTD Office.   An example of how to complete the Travel Allowance Claim form can be found in your Client’s Timesheet folder.
WHAT HAPPENS THEN:
Once the Travel Allowance forms are received at the office the total of kilometres are checked against timesheets to safeguard against incorrect claims.  Your allowance is then calculated and paid with your wages. Employees will be paid the amount of Klms’ for the most direct route from A to B.  The service refers to the following site:  http://www.whereis.com.au  to clarify this information.

If you have any queries about the Travel Allowance please call MICKEY MOUSE PTY LTD.
CLIENT TRANSPORT ARRANGEMENTS:
Service Clients can provide their own vehicle for employees to drive, within the Service Clients’ rostered hours as a part of the personal care and lifestyle assistance provided by the employees.  It is the responsibility of the Service Client to comprehensively insure the vehicle.  Employees are responsible for ensuring they have a current valid drivers licence.  A yearly vehicle safety check to comply with Workplace Health and Safety Program requirements will be arranged between the Service Client and the Director.
EMPLOYEES USING CLIENT’S VEHICLE:
· Employees who drive Service Clients (in the Client’s vehicle) as  part of their work will need to produce a current Queensland drivers licence.   A copy of employee’s drivers licence will be kept on file with Personnel for WPH&S and insurance purposes.  
· Employees have the option of sending a certified copy (certified by a Justice of the Peace or by the Client) of their licence to the MICKEY MOUSE PTY LTD or they can choose to come to the office and the Director will certify a photocopy of their licence. 
· Employees are responsible to ensure their driver’s licence is renewed before the expiry date and they must notify MICKEY MOUSE PTY LTD if they have been suspended from driving.
RESIGNATIONS – Employee Initiated Cessation of Employment

If an employee decides to resign from MICKEY MOUSE PTY LTD, he/she is asked to complete a ‘Resignation Form’ which is found at the Client’s home usually in their timesheet folder.  The completed resignation form should be sent to the office prior to leaving MICKEY MOUSE PTY LTD.

In addition, employees will undergo an ‘Exit Interview’.  An exit interview involves the Director contacting the employee by phone to gain feedback about their working conditions and the reason for resigning. 
ABANDONMENT OF EMPLOYMENT - Employee Initiated Cessation of Employment
An employee who fails to present to work for three consecutive days without notification to MICKEY MOUSE PTY LTD will be presumed to have abandoned their employment.  The Director will telephone the employee to ascertain the reasons for not continuing work.  
TERMINATION WITHOUT NOTICE (STAND DOWN) - MICKEY MOUSE PTY LTD Initiated Cessation of Employment
If The Director believes an employee is guilty of serious incompetence, misconduct, neglect of duty or other serious breach of duty, they may immediately suspend that person from duty.  At that time, the Director must inform the employee of their right to present a written statement of account to MICKEY MOUSE PTY LTD.
As soon as practicable after the suspension, the Director imposing the suspension must present a written account of the events leading to the suspension.
TERMINATION WITH NOTICE - MICKEY MOUSE PTY LTD Initiated Cessation of Employment
The Director holds the authority to terminate any employee. The Director must provide evidence of the following points:
· The incident or action.
· At least one verbal warning to the employee detailing the action and remedial steps required to be taken by the employee to rectify the situation.
· The subsequent similar incident.


· The Director will notify the employee in writing of their termination. The above clauses do not preclude the Director from terminating an employee without reason or process.  Such action will be recorded in detail in the personnel files.
· After considering the employee's report, the Director will take the appropriate management action.
· If appropriate, payment of outstanding wages will be made as soon as possible.
CERTIFICATE OF SERVICE AND REFERENCES:
MICKEY MOUSE PTY LTD does not provide written references except with the approval of the Director upon request, with each final payment MICKEY MOUSE PTY LTD will provide a Certificate of Service letter detailing the worker’s name, period of employment, position title and a summary of the job responsibilities and duties performed by the worker.
It is not the usual policy of the Service to provide written references.
TRAINING REQUIREMENTS:
People who are interviewed and selected for positions with a Service Client must agree to participate in "ON-THE-JOB TRAINING" as arranged with the Service.   Generally, employees will be expected to undertake a minimum of two training shifts, however, the amount and type of training will be negotiated between the Service, the Service Client, and the employee.  People who have completed their on the job training with a Service Client should speak with the Service Client and the Service about further on the job training being made available if they are not feeling confident.  Employees must ensure they have discussed their training requirements before moving on to regular shifts.
· All new employee are employed at level 1 of the Disability Support Workers Award for the first three months; this is a period of orientation and training.  
· After completing a 12 week review and upon successful completion of the three month training period, employees will move to level 2.1 or 3.1 of the same award, depending on the complexity of  tasks  workers are required to undertake as part of their role.
PCA TWO DAY SHORT COURSE:
· The service will provide a two day ‘Nationally Recognised’ Short Course for Personal Care Assistants.  The short course is offered every two months and employees are strongly encouraged to complete this course within three months of commencing employment.
· Employees are paid an allowance for any training completed, through the Service.  
· All participants attending the full workshop will receive a ‘Statement of Attendance’ outlining the topics covered.
· Participants wishing to gain credit for competencies from the National Training package will gain a ‘statement of Attainment’ on successful completion of both off and on the job training.
RESPIRATORY SUPPORT WORKSHOP:
· This workshop aims to revise and extend existing skills in the provision of respiratory support to people in ‘in-home’ or other non-acute settings. The workshop consists of a half-day in an off-the-job setting.
· The workshop will be promoted to personal care assistants and other health care professionals who are supporting clients with specific respiratory support requirements in ‘in-home’ or other non-acute settings such as nursing homes.  
· All participants attending the half-day workshop will receive a ‘Statement of Attendance’ outlining the topics covered.
REFRESHER WORKSHOP FOR PERSONAL CARE ASSISTANTS:
· The refresher workshop for Personal Care Assistants aims to revise and extend existing skills in the provision of personal care assistance to people with a spinal cord disability.  The workshop consists of one full day in an off-the-job setting.
· The workshop will be promoted to those who have been employed in the Community Health Industry as a Personal Carer for a period of at least 12 months, and have completed the Service’s short Course for Personal Care Assistants’.
· All participants attending the full-day workshop will receive a ‘Statement of Attendance’ outlining the topics covered.
GRIEVANCE POLICY:
MICKEY MOUSE PTY LTD supports the rights of everyone to lodge a grievance if they believe that a decision, behaviour or action which affects them is unfair.

Any person is free to raise, and have resolved, any complaints or grievances and may do so without fear of retribution.

GRIEVANCE PROCEDURE:
Complaints or grievances will be handled sensitively and in a manner which is consistent with the Service’s policy on privacy.

MICKEY MOUSE PTY LTD acknowledges that conflict is a part of life.  People have the right to protect their interests and, as such, have a right to be heard if they feel their rights have been violated for services delivered.  MICKEY MOUSE PTY LTD will attempt to respond to complaints against staff all complaints about MICKEY MOUSE PTY LTD's policies and procedures.  This approach is in line with MICKEY MOUSE PTY LTD's support for the broad social justice framework.

Commonly Asked Questions

1.why do we need a complaints system?

Complaints system provides the rights of MICKEY MOUSE PTY LTD and workers to fair treatment and to allow them to be truly heard.  It also serves as an important role in terms of MICKEY MOUSE PTY LTD's service provision.  A complaints system cannot guarantee that complainants will always get what they want, but it:

•
Signals that all people have a right to be heard.

•
Deters unfair treatment and abuses.

•
Assists in responsiveness to the needs of the service client

•
Assists in the outcome evaluation.

•
Signals appropriate direction or service improvement.

•
Reduces emotional stress.

2.  What Are Complaints?

Complaints may or may not be seen as synonymous with grievances and enquiries.  Here, complaints are considered to be problems raised or acknowledged with another person, and include any issues which the Complainant sees as problems.  The Complainant may or may not wish the problem to be dealt with at the time it is raised or acknowledged.

3.  What are Complaints Systems?

Complaint systems are informal or formal avenues for discussing the details of complaints, with a view to their resolution, and which are documented through accessible explanations of why complaints are acceptable, the options for their handling, the records that will be kept and the safeguards regarding confidentiality and protection from victimisation.

4.What are Internal Complaints Systems?

Internal complaints systems are those with minimal involvement of people from outside the service, with the exception of advocates, interpreters and those offering advice or other support.

5.  What are External Complaints Systems?

External complaints systems are those in which data collection, mediation and adjudication are performed by people unconnected with the service.

6.  What Is Mediation?

Mediation is a process in which an impartial third party, with the consent of the disputing parties, aids them in searching for a mutual satisfactory settlement of the issue/s which prompted the complaint.

7.  What is adjudication?

Adjudication refers to the decision of an individual or group which has been constituted to hear evidence concerning the dispute.

8.  What's in Formal Avenues?

Informal avenues for complaints handling comprise situations in which an unbiased third party speaks to the involved parties separately, or the complainant speaks to the other party/s to the complainant, with a view to resolving the dispute.

9.  What are formal avenues?

Formal avenues for complaints handling occur where discussions, meetings, tribunals or courts are attended by all parties to the dispute when the facts are heard with a view to producing a resolution.

10.  Internal Complaints System - What Complaint Should Be Handled?

Complaints to be handled internally include personal issues such as, a requested task or organisation not performed, or interpersonal issues between the client and their casual workers. These issues may seem small to those not connected, but are important.  Issues concerned with operating policy may underlie personal or group complaints and, in some instances, may be resolved by different complaint handling groups.

11.What are emergency issues?

Emergency issues are complaints which allege physical or sexual abuse, emotional abuse, theft or other crimes,  they should be 'fast tracked', and the external complaints system invoked, and outside investigating officers may need to be called in.

12.  Who receives the initial complaint?

An advocate for the complainant will be the Director and should be the first contact for the complainant.  This enables a trace of the complaint to the recorded in the system. It should not be lodged with the investigator, the investigator is to be independent of the complaint itself.

13 .  Is the mediator/investigator independent?

Any investigator, mediator or handler of the complaint should be independent of the complaint itself.  Preferably they should not be line staff responsible for operations, although the line staff should be kept informed.  For the service to be neutral, an external complaints handling procedure is offered.

The Mechanism for Making a Complaint

How to Make a Complaint

1. If You Think You Have a Complaint against MICKEY MOUSE PTY LTD, i.e. a   Complaint in Relation to:

•
The Casual Worker.

•
A Director,
•
The policy.

•
The service organisational delivery. 

In the first instance, talk to the Director.  If the complaint is against the Director of the service, you can contact the Alternative Dispute Resolution Division or a nominee of the service.  You may contact the mediator directly or contact the service to find out who is the mediator.

2. The person who attempts to resolve complaints is appointed at a general meeting of MICKEY MOUSE PTY LTD and is called the mediator.

3. Once you have discussed the complaint, it is preferable to put it in writing.

4.  Everything you discuss with the mediator is confidential.

5.  You may withdraw from the process at any time.

6.  The person who makes the complaint is called 'The Complainant'.

7.  The person against whom the complaint is made is called 'the respondent'.

Stages in the complaint process-Internal Mechanism

1.  Initial enquiries received from the Complainant.

2.  Mediator interviews the Complainant to discuss the matter in detail.

3.  The respondent is notified of the complaint.

4.  The mediator then brings the parties together in an attempt to resolve the matter.

5.  If the matter is resolved, then the complaint is closed.

Other Complaint Handlers

If you have not resolve the matter you can take your complaint to and Advocacy organisation, The Human Writes and Equal Opportunity Commission, or the Funding Body.

Complaints by Workers

1.  Where possible, as the Complainant, you should firstly talk to the person who you have a complaint against (the Respondent).  Where this is not possible, talk to the appointed mediator.

2.  If the complaint is against the appointed mediator, go to the reserve mediator. 
3.  If the complaint is of an administrative nature, e.g., overdue wages, then the Director will rectify this appropriately.

4.  The mediator will been notified the Respondent of the complaint and offer appropriate support in resolving the matter.

5.  Workers have the right to seek support through external employment advocates.

Recording and monitoring of complaints

Complaints record Form has been designed to assist the monitoring and recording of complaints.  The Director has overall responsibility for maintaining an overview of the patterns of complaints as well as the documentation.  In the case of complaints relating in a casual worker, a nominee of the Service will be responsible for completion of the relevant documentation.


Date of Complaint
............................................................................................

Complaint recieved by:   ..................................................................................

Complaint made via:

⁭   Telephone

⁭   Letter (attached)

⁭   In person

⁭   Other

Subject of complaint:

............................................................................................................................

...........................................................................................................................

...........................................................................................................................

INFORMATION TO BE GIVEN TO THE COMPLAINANT
1.  Ritual complainant that all complaints are treated confidentially and that they will suffer no loss of service because they have made a complaint.

2.  Blamed a complaints procedure.

3.  Remind the complainant that they have the right to use an advocate of their choice and refer them to appropriate advocacy services.

4.  Thanked the complainant for their complaint and explain the complaints are valuable in helping to maintain and improve the service.

NAME OF COMPLAINANT:   ……………………………………………...

………………………………………………………………………………...

ADDRESS:   ………………………………………………………………….

………………………………………………………………………………...

PHONE NUMBER:   ………………………………………………………...

DETAIL OF COMPLAINT:

………………………………………………………………………………...

………………………………………………………………………………...

………………………………………………………………………………...

………………………………………………………………………………...

COMMENTS:    ……………………………………………………………...

………………………………………………………………………………...

...………………………………………………………………………………………………………………………………………………………………...

ACTION TO BE TAKEN:

………………………………………………………………………………………………………………………………………………………………..............................................................................................................................

OUTCOME:

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

FOLLOW-UP:

……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………….

SIGNED:

( Date)

PRIVACY AND CONFIDENTIALITY:
Mickey Mouse Pty Ltd is committed to the protection of your personal privacy.  We value and appreciate the trust and confidence you place in us.  Accordingly, we adhere to the Privacy Amendment (Private Sector) Act 2000 when gathering, using and storing information about you
Personal information of employees will be given full privacy and protection and not disclosed to any person or organisation, or used in any publication, without the written approval of the person in question.

Information collected is limited to that which is relevant and necessary.

Information is not kept longer than may be required under select law or is necessary in conducting the everyday affairs of the Service. Information which is no longer necessary will be disposed of in a manner which protects the anonymity and confidentiality of the individual.

Personal Care Assistants in the course of their work may come to know information of a highly sensitive nature about many aspects of a Service Client’s life. The protection of such information is paramount and must not be disclosed.  Where an employee needs to talk about some confidential matter they should contact the Director.  DO NOT discuss information with another employee or any other person.  Breaches of Confidentiality may lead to dismissal or legal action.

LOSS OF PROPERTY:
Mickey Mouse Pty Ltd takes no responsibility where there is a loss of any personal property. Where Service Clients ask for assistance in the handling of money or other valuables the employee should always carry out this assistance in full view of the Service Client. In the case of taking or replacing money to/from a purse or wallet you should always tell the Service Client what they are doing eg, “You have a ten dollar note here, I’m taking that out for you”. 
WORKPLACE HEALTH AND SAFETY:
Mickey Mouse Pty Ltd
is committed to providing a safe work environment for all.  It is the policy of this organisation that workplaces, work practices and procedures and equipment shall comply with the relevant standards of the Workplace Health and Safety Act 1995. 

For employees of this Service, a work place is deemed as any place that work is carried out for the Service Client.  This could mean for example, the Service Clients home, in a motor vehicle or in a community setting.

Workplace health and safety is the responsibility of all persons from the employer to employee to Service Client.
Employees must:


· Follow safe work practices as outlined by the Director.
· Correctly use equipment and personal protective equipment/aids. For example, non-slip shoes, gloves etc.
· Attend any training or information sessions required.
· Immediately report any injuries, incidents and near misses.
· Immediately report any unsafe equipment.
· Not take their children to work with them when working for a Service Client. (Unless otherwise allowed by the Director)
SAFE WORKING PRACTICES:
It is the joint responsibility of employees and Service Clients to ensure safe working practices are followed at all times.


Any hazards, near misses or risks must be recorded on the back of your timesheet. The Service will then follow this up with the worker concerned.
Workplace health and safety issues or potential health and safety problems may be referred to the Workplace Health and Safety committee.

If an employee is unsure about what constitutes a "SAFE WORKING PRACTICE", workers should discuss this with the Director.
Employees must always wear protective clothing including shoes, use safe lifting and transferring techniques, hygiene techniques, and use equipment correctly etc.  
Employees should always read “Directions for Use” of equipment and materials if they are uncertain of the safety level/use.
IF YOU ARE UNSURE - ASK!!
Please read the Workplace Health and Safety Policy Manual for MICKEY MOUSE PTY LTD. If you do not have a copy of this manual you can request a copy from the Service. For reference a copy of the manual will be available at the Service Client’s home.
NO SMOKING POLICY— Refer to Workplace Health & Safety 
Manual for more information-
In the interests of the health and safety of all employees, employees will not be permitted to smoke in any work place including the private homes of Service Clients during working hours.

Service Clients are to be informed of the hazards of active and passive smoking in regard to employees on their premises and responsibility for providing a safe working environment.  

Employees concerned about passive smoking in their workplace should consult with their Coordinator.
SEXUAL HARASSMENT:
The policy on Sexual Harassment applies equally to employees and Service Clients.

Sexual harassment is unacceptable within the Service.  Sexual harassment is an unwelcome sexual advance, an unwelcome request for sexual favours or unwelcome conduct of a sexual nature in relation to another person, and:
· that other person has reasonable grounds to believe that rejection to the harassment would disadvantage his/her position; or
· disadvantage to the person occurs as a result of rejection or objection to the harassment.
Sexual advances in this context include statements or conduct of a sexual nature concerning that person in his/her presence.  Should any member of staff or any service client wish to discuss a case of actual or potential sexual harassment the complaint should be made to the Service Coordinator.  Complaints will be attended to promptly and confidentially.  All harassment complaints will be treated seriously and sympathetically.  A full and impartial investigation will take place to ensure that any sexual harassment found to exist does not continue.  The Service will appoint an appropriate Officer to provide confidential advice.  
ILLEGAL DRUG MATTERS:
Employees of the Service must not participate in an activity which is illegal - nor aid or assist any Service Client in any activity which is illegal, even if the Service Client asks you, directs you, or you personally feel it would be alright to do so.
The Service’s WPH&S guidelines in relation to the exposure of employees to dangerous or noxious substances would also impact on the work roles and responsibilities of employees.  The responsibilities of the Service Client in relation to this matter are also substantial.
Please refer to the WPH&S manual on “Policy - Illegal Drug Matters”
CHILDREN IN THE WORKPLACE:
· The Service is committed to the health and safety of both Service Clients of  Assistance and employees of the service.  Having the employee’s children at the Service Client’s home when assisting the Service Client with personal care compromises the health and safety of the Service Client, employee, and the child/children.  
· Furthermore, the Service requires that employees do not bring their children to their workplace unless it is an emergency situation and the Service Client is notified and agree prior to the shift.
ALCOHOL AND DRUGS IN THE WORKPLACE:
At no time are employees of the Service permitted to have or consume alcohol or illegal drugs at their workplace including while driving client’s vehicles.

At no time is an employee to appear to have work performance impaired or affected by the consumption of alcohol or drugs during the course of their employment.
Breach of any of the above conditions will become the basis for disciplinary action being taken by the Service as the employer of the employee and may result in instant dismissal. Please refer to the WPH&S manual on “Policy – Alcohol and Drugs in the Workplace”.
DUTY OF CARE:
Mickey Mouse Pty Ltd has a duty of care to the people who use its service, its employees and the people and members of the public.   "A duty of care exists when someone’s actions could reasonably be expected to affect another person.”  The Service and recognises this duty of care and will at all times endeavour to provide equipment, services or information to a standard that will not expose any person to undue risk of harm or injury.

All employees have a Duty of Care to the people who use the service, other employees and members of the public. One part of this duty is fulfilled by maintaining healthy and safe work conduct. According to this duty, workers are to act responsibly and perform the work duties in accordance with the Service’s Workplace Health & Safety Policies and Procedures. 

If an employee breaches this Duty of Care and thereby puts either themselves or others at risk of injury or illness they may be dismissed and they may face penalties under the Queensland Workplace Health and Safety Act.

1. Follow safe work methods/practices as outlined by the Service.

2. Correctly use Equipment and Personal Protective Equipment as directed.

3. Attend training on Health and Safety topics as requested

4. Immediately report any unsafe work method/practice or damaged equipment.

5. Immediately report work-related injuries, illnesses and occurrences to the Director of the service and complete the "Accident/Injury Report" form which can be found in the Service Client’s timesheet folder.

6. Provide information and suggestions to the Director either directly or through a representative.
7. Provide feedback and suggestions on the training provided in the areas of Workplace Health and Safety.
Mickey Mouse Pty Ltd, as your employer, also has a Duty of Care to you.

The Service will work towards fulfilling its Duty of Care in this area of Health and Safety in the workplace by doing the following:
· Providing Information and Training to employees and Service Clients
· Instructing employees in the area of Risk Identification and reduction
· Assessing, Recommending and Monitoring of Equipment
· Communication and Accountability within MICKEY MOUSE PTY LTD for both employees and Service Clients
The area of Duty of Care is explained more comprehensively in the ‘Workplace Health and Safety Policy. Manual’
WORK COVER CLIAMS:
· Any injury whether minor or of a serious nature must immediately be reported to the Director. 
· Employees must fill out an ‘Accident/Injury Report form’ found at the Client’s home or can be obtained from the Service.  This report form must be signed by the injured employee and witness, then immediately sent to the Service..
· Should the injury cause the employee to take temporary absence from work, the employee will be compensated by payment in accordance with the rate paid under the Award or  an average of the employee’s weekly earnings over the past 12 months or length of their employment (if less than 12 months).
· When an employee has a second job, compensation will not automatically be paid covering both positions.  This will depend on circumstances with regard to the injury and type of work performed.
· Workcover Queensland may require the employee to be   examined by one of their medical practitioners.
· In respect of medical bills, Workcover Queensland will normally cover such costs once a claim is made and accepted.
· Before an employee can return to work they must obtain a Clearance Certificate from a doctor and forward it to the Director.
Mickey Mouse Pty Ltd
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