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COMMUNITY SERVICES


	
POLICY STATEMENT

WAITLIST POLICY 





POLICY ADOPTED:	Date		18/12/2014				



Policy Objective:
Community Services may need to place Clients on a waitlist if there is a restriction in service delivery. Pinnacle Community Services is committed to limiting the waiting period for service delivery and will ensure that the Client case is reviewed regularly and updated information is provided to the Client about their position on the waitlist. 

Pinnacle Community Services will manage their waitlist for all Commonwealth Home Support Programme (CHSP) within the My Aged Care Provider Portal.

Responsibilities:
This policy applies to Pinnacle Community Services Managers, Case Managers and Coordinators. 

Policy Statement:
Pinnacle Community Services is committed to ensuring the Community Care Support Program (CCSP) Clients case will be reviewed every 8 weeks and the Client will be contacted every 3 months to review their needs and their position on the waitlist. 
The Client will be informed of their right to appeal, complain and reapply and that they can ask for a reassessment at any time if they feel their situation has changed.
Pinnacle Community Services Manager is also committed to providing CHSP services in the community and will manage the waitlist via the My Aged Care Provider Portal to ensure service access is made available when resources enable service delivery.
Definition 
Centralised Waitlist - Waitlist for clients held within the My Aged Care system, but managed by the Service Providers. 





Recommended Practices: 

1. Given that there are restrictions for service provision from time to time, Clients may need to be placed on a waitlist. The procedure below will be followed when a client is placed on a waitlist. 

Waitlist for CCSP Clients
1. If the Client is placed on the CCSP waitlist, the Coordinator / Case Manager will determine if they need to be given priority over other Clients on the waitlist. 

2. The Client will be advised that they are on a waitlist.

3. The Coordinator / Case Manager will give the Client an estimation of the approximate waiting time before they will receive service delivery. 

4. The Coordinator / Case Manager will inform the Client that they can ask for a reassessment at any time if their feel the circumstances have changed.

5. The Coordinator / Case Manager will also provide the Client with information on alternative services available within the community, and the Coordinator / Case Manager will make the referral if appropriate.

6. The Client will be made aware of Pinnacle Community Services Compliments and Complaints policy and procedure.

7. The Manager/ Coordinator will manage the waitlist. In which the following will be implemented:
· The Client will be informed that their case will be reviewed in eight (8) weeks.
·  Where the waitlist is long, the Client will be contacted via telephone by the Case Manager / Coordinator every three (3) months to review their needs, circumstances and their position on the waitlist.  

Waitlist for CHSP Clients
1. It is the role of the Manager to manage CHSP referrals to the waitlist within the My Aged Care provider portal. Referrals to waitlist will only be sent electronically. 

2. The referral placed on the waitlist will include client record information collected at screening, and an action plan, this information will vary depending on the interaction the client has had with My Aged Care Assessors (Refer to My Aged Care Guidance for Providers). 

3. When the Manager accepts a referral to the waitlist on the My Aged Care Provider Portal, the referral will be listed in the ‘Waitlist’ tab in the provider portal. 

4. When a Client is placed on the “Waitlist” tab the My Aged Care Assessor will be notified. The Assessor will then inform the client and may make alternative arrangements to meet the needs of the client until the service becomes available.   

5. When service becomes available the Manager will accept the client from the “Waitlist”, by select the client from the ‘Waitlist’ tab then select ‘Draw down into service’ on the My Aged Care Provider Portal. The client will then be visible in the ‘Accepted service pending’ tab and the referral process for service will commence. 



Rejecting referrals to waitlist
1. If a Manager decides to reject the referral to waitlist from the ‘Incoming referral’ tab or the ‘Waitlist’ tab, the Manager will select a reason for rejecting the referral. This information will inform future aged care service planning.

Statistics 
1. The Manager will maintain a record of the following data for planning purposes: 
· Number of Clients who have been waitlisted;
· Number of Clients who have refused a service; 
· Clients who are ineligible; and 
· Situations where Pinnacle Community Service has refused to provide services.
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