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Refer to Section 6 below for information on the process for policy review.
	Policy context: This policy relates to:

	Queensland Standards for Community Services


	Standard 2 (Responding to individuals, families and communities)

	Other standards
	<<Insert other accreditation systems that apply>>

	Legislation or other requirements
	<<Insert legislation that applies>>


1. Purpose: Why do we have a service delivery policy?

For our organisation to deliver high-quality services and activities to our clients, we must be attentive to their needs and strengths, and to the needs of their families and their communities. 

Our service delivery policies describe how we take an organised and responsive approach to our core business — the way we assess the needs of each client, plan our individualised service responses including service closure, undertake activities, cooperate with other agencies, and review progress for our clients against their service plans. 

Having clear, written procedures for the delivery of services provides clarity to our clients about what they can expect from us within our resource constraints. Being focused on responsiveness to their needs and strengths at all stages of the delivery of a service helps us to assist each client to work towards the best possible resolution of their needs.

You may wish to write your own purpose statement for your organisation. Otherwise, refer to section 1 of the service delivery policy template guide for questions to consider when customising this section.
2. Scope
This policy will apply to <<Indicate which clients, services and staff the policy will apply to>>

 FORMTEXT 
 <<Are there any limits or conditions on the way the policy applies to some people?>> 

Refer to section 2 of the service delivery policy template guide for questions to consider when customising this section.
3. Policy statement: Our commitment
<<Insert organisation name>> is committed to delivering services and activities that respond to the needs and strengths of those who use our service, their families and their communities.

We want those who use our service to be confident that their needs and issues have been understood, that there is a clear plan for the services they will receive from us, and that there is assistance available to build relationships with other agencies as appropriate.

Specifically, we will take a consistent and systematic approach to how we:
· <<What will your organisation do to implement this policy? List your actions below. These will be reflected by and further described in your procedures>>
Your organisation may wish to develop its own policy statement. Otherwise, refer to section 3 of the service delivery policy template guide for examples to consider when customising this section.
4. Procedures
Your organisation may wish to develop its own statements about its procedures. Otherwise, refer to section 4 of the service delivery policy template guide for examples to consider when customising this section.
4.1 Needs assessment

Having assessed a client’s eligibility for our service, the assistance we provide to our clients is designed to meet their specific needs and to build on their strengths. 
We undertake a needs assessment for each client to identify their needs and service delivery options, taking into account their needs and their strengths. 
<<How and when will your organisation conduct a needs assessment with each client?>>
<<What records will you keep?>>
<<What verbal and writen information do you give to your client?>>

<<How will the client, other agencies and individuals be involved?>>

Refer to section 4.1 of the service delivery policy template guide for examples to consider when completing this section.
4.2 Planning, providing and reviewing service delivery responses

Every client using our service is entitled to: 

· receive a service that is competent, culturally sensitive, inclusive and designed to respond to their needs as closely as possible

· be told clearly how we plan to assist them and the service options available to them

· have the opportunity to reassess both their needs and their progress towards meeting these needs.

4.2.1 Planning service delivery

<<Describe the steps you follow in service planning with each client>>

<<Outline the elements of a client plan>>
 <<What records will you keep?>>
4.2.2 Implementing a service plan

<<Describe the steps you follow in implementing service plans with each client>>

<<Outline the roles and responsibilities of the client, your service and other indivudals and agencies>>
 <<What records will you keep?>>
4.2.3 Reviewing a service plan

<<Describe the steps you follow in reviewing and changing service plans with each client>>

<<How do you make sure that continuity of service is available to your client in the event of a significant change affecting your organisation?>>

Refer to section 4.2 of the service delivery policy template guide for examples to consider when completing this section.
5. Other related policies and procedures

	Documents related to this policy



	Related policies
	<<List related policies>>

	Forms or other organisational documents
	<<List other organisational documents>>


Refer to section 5 of the service delivery policy template guide for examples to consider when completing this section.
6. Review processes

	Policy review frequency: <<Indicate how often this policy will be reviewed>>
	Responsibility for review: <<Indicate who will review this policy>>

	Review process: <<Describe how the policy will be reviewed>>

	Documentation and communication:<<Describe how the policy decisions will be documented and communicated>> 


Refer to section 6 of the service delivery policy template guide for examples to consider when completing this section.
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