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POLICY AND PROCEDURE 

 
 
CATEGORY: ALL SERVICES 
 
TOPIC: QUALITY SERVICE DELIVERY 
 
POLICY 
 
South Burnett CTC Inc (CTC) is committed to providing quality services that have genuine positive outcomes for 
clients.   
 
CTC provides appropriate services that are identified, assessed, planned, monitored, reviewed and delivered in 
collaboration with the person using the service, their representative and/or relevant stakeholders. 
 
CTC has a commitment to maintaining relationships based on excellence in service delivery underpinned by dignity 
and respect for human and legal rights and heritage. 
 
CTC has a commitment to working with communities, families and individuals to build capacity and empowerment. 
 
CTC uses referral pathways and partnerships to promote integrated service provision. 
 
PROCEDURE 
 
Policies and procedures provide a tool to ensure quality services are delivered and guidelines are adhered to in the 
delivery of services. 
 
Appropriate recruitment procedures and practices for the employment of all staff are followed.  Staff performance 
reviews are conducted in line with position descriptions to ensure the standard of performance meets service goals 
and objectives. Staff participate in training and information sessions to improve individual knowledge, skills, abilities 
and quality of service delivery. 
 
Client support plans are monitored and reviewed to ensure the support provided to each client is appropriate and 
responsive to changing needs.  All times allocated for service delivery are monitored to ensure positive outcomes for 
clients.  Where appropriate, each client is encouraged to participate in the collaborative planning process to form a 
comprehensive picture of their circumstances and needs and ways to meet them. 
 
With client consent, staff liaise with other service providers to develop single case plans, provide holistic care and 
minimise duplication of services. 
 
A process of ongoing continuous improvement planning is adopted to ensure the implementation of evaluation and 
review findings.  Feedback is actively encouraged and can be through feedback forms, compliments, complaints or 
verbal comment.  Different formal tools are embraced including a question and answer survey tool, feedback sheets 
and client interviews. Some services hold planning days / open days which also provide service feedback.  CTC 
welcomes informal feedback gathered through support, home visits and/or group activities. 
 
Monthly reports are prepared and submitted by each service to the Board of Governance.   Comprehensive monthly, 
quarterly and annual reports are submitted to the funding body as per the individual service agreement and budgets 
are prepared and reviewed to ensure financial viability and continued service access.  
 
All data is captured on a secure database.  This includes demographic detail, plans, documents and notes. 
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Planning, review or evaluation of services may include: 
 Participation by clients, client advocates or carers 
 Participation by staff 
 Participation by other local relevant agencies 
 Account is taken of the unmet needs of people from the service target group 
 
Methods of service evaluation and planning, without limitation, may include: 
 Client surveys 
 Feedback forms 
 In home client monitoring visits 
 Annual planning days 
 Open days 
 Service data including quantitative data regarding service output (e.g. number of clients, regularity of service, 

referrals, emergencies etc.) 
 Evaluation of staff training programs in terms of increased knowledge and skills and improved service delivery 
 Demographic data  
 Verbal feedback 
 Number of complaints and outcomes 
 Monthly data reports  
 Annual reports 
 
CTC retains records of all potential conflicts of interest, develops strategies to manage such conflicts and maintains a 
centralised register. 
 
CLIENT ENGAGEMENT and PARTICIPATION 
Clients and their advocates are actively encouraged in participating in decision making processes in an age 
appropriate manner. 
 Seeking client’s views (where age and capacity appropriate) 
 CTC staff advocate for client’s voices and opinions to be voiced and heard 
 Presenting client’s views in meetings or other suitable forums 
 Identifying needs of clients through observation, discussion and client or carer feedback  
 Requesting client’s attendance at meetings (where age appropriate) 
 Providing clients with information regarding their rights, responsibilities and feedback opportunities 
 Incorporate and promote community access and social inclusion into support planning for clients  
 Collecting feedback from consultants / stakeholders / service providers who are working with, or advocating on 

behalf of the client   
 
Disability Services will provide clients with the option of access to and working with a CTC Support Worker of their 
choice where possible. 
 
STAKEHOLDER ENGAGEMENT and PARTICIPATION 
Where appropriate, the participation of relevant stakeholders in regards to decision making and the formulation of 
support plans for clients is supported and encouraged.  Wherever possible, CTC leads or participates in developing 
and delivering a single Case Plan for a client.  
 
CLIENT SATISFACTION SURVEYS 
Some services undertake client satisfaction surveys from time to time and use this information for continuous 
improvement.  
 
Any complaints registered as part of the point-in-time feedback process will be dealt with by a Team Leader or 
Service Manager, with the CEO informed and entered into the CTC Complaints Register. 
 
Any compliments received are forwarded to Human Resources for inclusion on the CTC Compliments Register.      
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As part of the Service Agreements, the Intensive Family Support (IFS) and Family and Child Connect (FaCC) teams 
undertake 3 and 6 monthly client satisfaction surveys and CTC Disability Services undertake an annual survey.   
 
PARTNERSHIPS and COLLABORATION 
CTC has established many networks by being active in the community.  CTC staff maintain and strengthen 
established networks and forge new relationships through: 
 Leading and facilitating a range of groups including Local Level Alliance 
 Representation at Community Network Meetings 
 Representation at reference groups, forums, sub-committees and meetings 
 Participating in and taking a lead role in service specific promotions and celebrations i.e. NAIDOC, Child 

Protection Week, Disability Action Week, Foster and Kinship Carer Week, Domestic Violence Week etc. 
 Being involved in all relevant networks in the community including business, charity and event networks 
 Encouraging and supporting staff to volunteer in the community 
 Attendance at conferences 
 
Minutes from network meetings and contact listings are stored on One Drive. 
 
CTC is proactive in linking with any agency the Department engages to work with clients attached to the service and 
provide extra support when required / requested e.g. schools where children attend, therapists, sporting and other 
clubs where clients participate, transport to appointments etc. 
 
Partners in Foster Care and CTC Residential Services embed strong cultural practices in their work:   
 The Child Placement Principle recognises the importance of Aboriginal and Torres Strait Islander children and 

young people to be cared for within their own families and communities wherever possible, and the importance 
in remaining connected to their family, community and culture   

 
Stakeholder engagement and collaborative partnerships are formed through: 
 Attendance and participation (and lead) at network meetings 
 Researching and developing relationships with staff in other organisations towards the best outcome for the 

client 
 Collaborative case planning and single Case Plans where possible 
 Gaining consent from clients to share information with other services where relevant to support them to achieve 

their goals 
 Inviting staff from key services to staff meetings, service visits and/or joint activities 
 Maintaining correspondence through email trails with all service users (where consent is given) 

 
CTC is a significant provider of services in the South Burnett.  This can often provide continuity of care to clients 
of an individual service with active networking between all services under the CTC banner. 
 

EXIT STRATEGY 
Where the Service Agreement comes to an end for any reason, the assets (if any) will be distributed as directed by 
the relevant Department. 
 

Tasks Activities 
Staffing Employment arrangements for staff are managed in accordance with the 

requirements of the appropriate Award 
Workload A details transition plan is developed as far in advance as possible to assess all 

current active cases and identify any and instigate referral arrangements 
Assets Assets shall be dealt with in accordance with contracted guidelines 
Client Records Client records and materials associated with the program shall be maintained 

in accordance with CTC’s existing file management policies 
Communication with Relevant 
Stakeholders 

CTC will communicate with stakeholders that the program has ceased 
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VERSION CONTROL 
 

1.0 23/03/2016 2.0 17/12/2018 3.0 26/11/2019 4.0 28/02/2024 
5.0  6.0  7.0  8.0  
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Position Chief Executive Officer 

 


