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Complete Nursing & Home Care
Employee Handbook
Who we are
Complete Nursing and Home Care is a private company with a proud history of caring
for people living with a disability and older Australians in Victoria and Queensland. Our
expertly tailored, personal support services help people to live at their best every day
and contribute towards them achieving their individual goals, regardless of their age,
abilities and circumstances.

Our Purpose & Vision
Our Purpose
To deliver high quality services that support and empower people to enhance the
quality of their lives.
Our Vision
To build a community where people are empowered to live an independent life of their
choice. We strive to understand what people want and work together to achieve
outcomes.
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Our Values
Respect
•
•
•
•
•

We listen to what people say and act when needed.
We communicate openly and honestly.
We embrace diversity and difference.
We believe every person has equal value regardless of their life choices or
individual circumstances.
We are considerate of people’s life experience and regard everyone as an expert
in their own lives and acknowledge people’s right to make choices.

Integrity
•
•
•

We always strive to meet our commitment to be on time and ready for work.
We will deliver what we commit to.
We are thoughtful in our communication, planning and management of services
and support.

Quality
•
•
•
•
•

We provide well trained, fully screened support staff.
We hear and action all feedback.
We are innovative and strive for continuous improvement.
We strive for the highest level of professionalism in all that we do.
We commit to services and support that delivers value for money.

Commitment
•
•
•

We are committed to the safety and wellbeing of clients and staff and have zero
tolerance for violence or neglect.
We strive for consistency to create confidence and trust.
We are committed to upholding rights of all people with disability and
vulnerable people in all communities.
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Introduction
This handbook guides you on how to perform your role within the community. The
focus of your work is to support clients to maintain their quality of life and
independence within their own community.

“This workbook really helped me in my early days at work
with Complete Nursing.”
Mavis G, 34 (Support Worker) Maidstone, 2017

This handbook provides you with a summary of the policies and procedures you
need to know to perform your role at Complete Nursing and Home Care.
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Manual Handling
Manual Handling is the actions of lifting, pushing and pulling in a care setting. Manual
handling is one of the biggest risks to you in performing your role within the
community. Failure to perform manual handling tasks safely could result in injury to
the client or to you.
To minimise the risk of injury when you are asked to support someone who requires
physical support, Complete Nursing and Home Care:
• Provides you with manual handling training prior to commencing work.
• Has a no lift policy for all clients unless mechanical support is available, e.g.
slide sheets, electric hoist.
• Provides you with refresher training in manual handling.
• Insists that the storage of items must be placed no higher than shoulder height and
employees must know the weight of items before moving items.
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Privacy & Confidentiality
Privacy and Confidentiality is the respectful practice of collecting, storing,
disseminating, and destroying sensitive information of an individual or organisation.
When working in the community you will have access to sensitive information and it is
important that you follow the practices listed
below.
• As a rule of thumb, never share the personal
information of a client, yourself or any
business-related information. This includes
discussing a client’s situation with family,
friends and other employees.
• If you need to share information, gain the
permission of the client before sharing the
information. Where possible get this
permission in writing.
• Always ensure that a client’s personal information is secure, even when you are
travelling. This includes applying passwords to all electronic devices storing client
and business-related information.
• The use of social media for communicating client’s information is strictly
prohibited.
Punctuality
Being on time is one of the most important
parts of your role working in the community.
In most instances, clients require your timely
support to complete everyday living tasks.
If you’re running late, please contact your
coordinator immediately so that the client can
be notified.
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Infection Control
To minimise the spread of infection and disease, you are expected to have an
understanding of infection control. You will receive training on this practice.
Illness
You are required to be fit for work at all times.
At the first sign or symptom of a contagious health condition such as cold, flu or
gastroenteritis an employee must to stay away from clients until the end of the
infectious cycle.
• For gastro infections, you are required to
remain off work 5 days after presentation
of symptoms.
• For cold and flu conditions you can return
to work when there is no presentation of
sneezing or a productive cough.
• When you must cough, use a tissue or cough
into your arm and not your hand to reduce
the risk of cross infection.
Hand Washing
You are expected to wash your hands in accordance with hand washing guidelines
using warm water and soap or hand sanitizer.
Hand washing is required upon entering and
exiting the client’s home and when
performing high infection control activities
such as medication support, showering,
cooking, PEG feeding, catheter management
and bowel care.
Employees are expected to carry their own
hand sanitizer for situations with the client
where hand washing with soap is not readily
available. Supplies are available from your
coordinator.
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Personal Protective Equipment
Personal Protective Equipment, known as PPE, includes the use of:
• Gloves when providing personal care for the client such as dressing wounds,
showering, toileting and cleaning. The client is required to supply gloves for the
worker to use.
• Aprons may be used when cooking and should be provided by the client.
• Masks are to be used as an additional precaution as required for contagious
medical conditions or where spread of infection is increased and are to be
supplied by the client.
Communication
As a professional delivering support in the community you need to be aware of your
communication style and adjust your style to meet the needs of each client.
•
•
•
•

Be patient, especially in difficult situations.
Use positive body language to convey support and respect.
Listen carefully for the client’s communications to you.
Support clients to communicate their needs using methods such as signing
and communication devices.
• Always ask if you are unsure about information do not guess or assume what
the client wants.
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Child Safety
Complete Nursing and Home Care is committed to the safety of all children. Staff are
expected to demonstrate our commitment to child safety.
•

All children have a right to a life free of abuse and neglect. Our organisation has
zero tolerance for child abuse.

•

Complete Nursing and Home Care is committed to action in response to all
allegations and concerns related to the safety of children.

•

All children have a right to feel safe and have fun. We aim to deliver services
that promote active engagement.

•

Children have a right to participate in the delivery of their services and support.
We actively encourage feedback from children and their families and encourage
children to speak up using a feedback form designed for young people.

•

Complete Nursing and Home Care aims to be a safe place where children can
speak up and be listened to if they do not feel safe.

•

Our child safe policy applies to all staff, volunteers and contractors working for
or on behalf of Complete Nursing.

•

Complete Nursing and Home Care are committed to the safety of all children
regardless of culture, language, religion, gender, lifestyle choices or individual
circumstances.

Staff are subject to mandatory reporting of child abuse. Any behaviour, activity or
communication that causes concern should be immediately reported and discussed
with a Service Coordinator.
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Abuse & Neglect
Everyone has the right to live their life free of abuse, violence, neglect and fear.
Complete Nursing and Home Care has a zero tolerance for violence, abuse or neglect.
Some examples of abuse and neglect include:
• Financial abuse
• Neglect
• Emotional abuse
• Physical abuse
• Isolation and confinement
• Sexual abuse
You will be asked to complete the ‘Zero Tolerance’ training on the National Disability
Services (NDS) website:
https://www.nds.org.au/resources/zero-tolerance
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Incident Reporting
Reports assist Complete Nursing and Home Care to improve the quality of services
delivered within the community.
Restraints
Observations of the use of any restraint with clients (chemical, physical, isolation)
must be reported to a Service Coordinator as soon as possible.
Behaviour
All employees are required to report any changes to a client’s physical or emotional
behaviour on the day it is observed to their Service Coordinator.
Any employee involved in an accident or incident must report to a Service Coordinator
immediately. If significant, a report will be made on CIMS.

Client Incident Management System (CIMS)
• If the complaint is of a serious or significant nature (abuse, neglect, violence or
detention) then the matter will be reported via the Client Incident Management
System (CIMS).
• If the incident is caused by the support worker, this will result in a referral to the
Disability Worker Exclusion Scheme (DWES).
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Major Impact and Non-Major Impact
‘Major impact’ and ‘non-major impact’ define the two incident categories:
Major impact incidents include:
• Severe physical, emotional or psychological injury or suffering which is likely to
cause ongoing trauma.
• A pattern of incidents related to one client which, when taken together, meet the
level of harm to a client defined above. This may be the case even if each individual
incident is a non-major impact incident. This is to reflect the impact of cumulative
and persistent harm that is out of the ordinary for the client. This threshold is based
on professional judgement and knowledge of the particular circumstances of the
client, and the context of the service being delivered.
• The unanticipated death of a client.
Certain incidents have a mandatory requirement to be reported as major impact
incidents. For example, all deaths of clients in unexpected or unanticipated
circumstances, including suicides and allegations of sexual abuse must be reported as
major impact incidents.
Non-major impact incidents include:
• Incidents that cause physical, emotional or psychological injury or suffering, without
resulting in major impact as defined above.
• Impacts to the client which do not require significant changes to care requirements,
other than short term interventions (for example, first aid, observation, talking
interventions or short-term medical treatment).
• Incidents that involve a client but result in minimal harm.
• Incidents that do not otherwise meet the criteria for major impact.
Reporting time
• All ‘major impact’ incidents will require specific information to be reported on an
individual basis to the department’s divisional office by the service provider, within
24 hours of becoming aware of the incident.
• All ‘non-major impact’ incidents will require information (including identifiable
details of people involved in the incident) to be reported in bulk to the department’s
divisional office on a monthly basis.
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Restrictive Practices
Physical and Chemical restraint or Seclusion are prohibited by legislation, codes
and regulations. Any reports of noncompliance must be reported to your
coordinator and may result in a report to the government authorities via the
Restrictive Interventions Data System (RIDS).
OH&S
Occupational Health and Safety (OH&S) is a responsibility of all employees. The use of
ProSIMS and our Hazard and Incident Forms is required to document any work
hazards and incidents on the day they are identified. Notification to a coordinator is
mandatory.
Extreme Weather
Extreme weather may include temperatures that are extremely hot or cold, strong
winds, and storm conditions. The impact extreme weather may have on scheduled
events must be discussed with the client if contingency arrangements for planned
activities are required to address safety risks for the client and staff.
Be aware that strong winds can increase the risk of falls and hazards. Extreme heat
increases the fire danger risk. Fire risk is documented on the CFA website at
https://www.cfa.vic.gov.au/warnings-restrictions/total-fire-bans-and-ratings.
Hydration with water and reducing any physical activity is encouraged for extremely
hot days. Ensure both the client and you stay in a cool environment.
While using transport to support a client on extreme weather days, consider the risks
this can pose with extreme heat in vehicles, before proceeding.
In the event of a heat wave or other extreme weather, further discussion with your
client and your Service Coordinator may be required to alter any community or social
activities.
Equal Opportunity / Prevention of Harassment & Bullying
Complete Nursing and Home Care is committed
to the principles of equal opportunity in
employment and acts on its legal and moral
responsibility to provide a workplace free from
harassment, discrimination, bullying and
victimization.
Complete Nursing and Home Care is committed
to eliminating these in the workplace.
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Human Resources
Mandatory Employment Checks / Safety Screening for Employees
✓

International Police Certificate

✓

National Police Certificate

✓

Disability Worker Exclusion Scheme (DWES) check

✓

Working with Children Check (WWCC)

Complete Nursing and Home Care require all employees to undergo and maintain a
series of employment checks to keep you and clients safe.
•

You are required to provide at the commencement of your employment, and at
your cost, a National Police check, a Working with Children’s Check (and an
International Police certificate if you have lived for 12 months continuously
overseas within the past 10 years).

•

National police checks need to
be renewed 3 years and the
WWCC renewed every 5 years.

•

You need to provide a copy of
the certificates to Complete
Nursing and Home Care,
including updating your
employer with a current Police
Check and WWCC.

•

Also, it is a requirement to
consent to a check against the
Disability Worker Exclusion
Scheme (DWES) for any
negative results to go to your
Service Coordinator who will
discuss the implications for
ongoing employment.

•

Failure to present any negative
results may result in
termination of employment and
will impact your remuneration
entitlements.
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Immunisation
You are expected to maintain good working health. For this you may be required to
have immunisation with flu and Hepatitis B vaccines.
You may need to be immunised for work with clients with compromised immune
systems and/or as a specific requirement of employment at times of pandemic
infections.
The immunisation cost is incurred by you and a record is to be provided to Complete
Nursing and Home Care as evidence.
Timesheets & Pay
All employees are expected to document their hours of work on an electronic time
sheet, which is a legal document. Please take care
with recording your hours of work.
You need to submit the details of a nominated bank
account and your superannuation fund with a
completed tax declaration form for the purpose of
receiving correct payment for work each week.
Timesheets are available via the ProSIMS
TimeOnline portal using the tab ‘Timesheets.’ Any
fraudulent entries may result in prosecution.
You are required to submit a timesheet via the
ProSIMS TimeOnline system by no later than 12
midnight every Sunday, for your weekly pay to be
processed into your nominated account by the
following Wednesday. Late submissions of time
sheets will result in payments made in the following
pay cycle.
In situations where a manual timesheet is required
by payroll, a signature from your client is
mandatory for us to process your timesheet.
Kilometers used in your car may be paid if agreed with Complete Nursing and Home
Care. Any requests to provide transport for a client must be discussed with the
service coordinator and agreed with the client. Transport costs are incurred by the
client, so alternatives should be considered. If you agree to transport a client using
your vehicle you are responsible for ensuring that your vehicle is in good repair and
that all services and safety checks are current.
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ProSIMS TimeOnline – Access Instructions
On your phone, we suggest you use Google Chrome as your
web browser. Other browsers may not work properly with
ProSIMS TimeOnline.
View and save this link in the Google Chrome browser:
https://staff.completenursing.com.au/TimeOnline/
Please make sure that you type in https://
Alternatively, you can go to our
website, http://completenursing.com.au/
Then go to Staff Login (on top page) and click “Click this link
to load ProSIMS TimeOnline”.
Once you are logged into ProSIMS, you will have access to the following functions:
• View your schedule (roster).
• Check in and check out (Via Timesheet).
• Submit your timesheet (Via Timesheet, every Sunday a submit box will appear
between 12 PM and 12 AM).
• View client information.
• Submit your availability for shifts, and requests for leave.
• Submit Hazard and Incident Reports.
• Write case notes. It is a requirement of the role that you submit a case note for each
shift that:
▪

Describes what you have done with and for the client.

▪

Tells us how you worked towards client goals.

▪

Identifies any changes the client would like to make to routines or support.

▪

Provides updates and follow up required.

▪

Documents any changes in health, disability or functioning that will affect
how we support the person.

▪

Documents any other information the client would like us to know.
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Leave Applications
Documentation is required if you are planning a holiday, or need to report
your sick leave.
Annual Leave
As planned leave, requests for annual leave should be lodged as soon as you are
aware or a minimum of 2 weeks before the start date of your leave, to ensure a
replacement staff member can be rostered to support the client. You are required
to lodge this request through your availability in ‘ProSIMS TimeOnline.’
Sick Leave
For permanent employees, if you are not fit for work and are eligible for paid sick
leave including carer’s leave you are required to document this on your time sheet.
A medical certificate is required if you have had two consecutive days absent due to
illness.
For casual employees, if you have had two consecutive days absent and have not
provided us with a medical certificate, please provide your coordinator with a fit to
work certificate from your GP before you recommence work.
Casual employees are generally not entitled to paid sick leave.
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Work Schedule
Your work schedule on ProSIMS TimeOnline shows the allocation of hours of work and
where you are working.
You are responsible for regularly providing your availability to the coordinator
in your care planning team.
Your work schedule is planned for a minimum of one month ahead; and beyond a
month for long term support arrangements.
You are responsible for checking your schedule daily to note the allocation of work
hours and the location. This is done via the Schedule function in ProSIMS TimeOnline
using your unique log in. This information must be kept secure and private from others.
You are responsible for informing the coordinator in your care planning team
immediately if you discover scheduling conflicts.
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Training & Professional Development
You are expected to provide evidence of your training at your interview, and any time
you acquire new qualifications or skills.
It is mandatory to provide evidence you have a current First Aid level 2 certificate,
which is to be renewed every 3 years, and to maintain annual CPR training.
Instructions and training for the use of the ProSIMS TimeOnline portal to manage
your timesheet and access critical client information will be provided to you at the
commencement of your employment. If you require further support, you should
contact the HR representative.
Professional development opportunities will be offered by Complete Nursing and
Home Care regularly. It is your responsibility to book a date you can attend. Costs
incurred may be shared by the enterprise.
All employees are expected to participate in at least one professional development
opportunity annually to make sure their work practices remain current.
Notification to employees of professional development opportunities as they arise will
be posted in the ‘Events’ function of ProSIMS TimeOnline, and it is up to you to attend
training events that interest you and are relevant to your work.
Complete Nursing will keep a record of your professional development history in
ProSIMS and our learning management system.
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Service Delivery
Feedback Register
All feedback is recorded on our internal register. You are required to report all
feedback to a coordinator so it can be recorded.
Compliments
Staff and clients can provide positive feedback either verbally or in writing using email,
letters, and cards to express their satisfaction with the service. This feedback is very
important to both you and us to help monitor the quality of the service we provide.
Please don’t be shy about sharing any verbal or written compliments with us.
Complaints
Complete Nursing wants to make sure you are happy working with us. We always want
to improve, and we will listen to and learn from people working with our services. We
want to know if you believe:
• you were given unsatisfactory advice or service.
• you did not receive enough information.
• you were denied respect, dignity, or privacy.
Complete Nursing is committed to listening to you and responding to your concerns.
When handling complaints we will:
• provide helpful information and be courteous in our communication.
• promptly refer requests to the appropriate person.
• respond to requests within a reasonable time.
• keep you informed of progress or delays.
Take the following steps to get your complaint resolved:
Step 1.
Discuss your complaint with your Service Coordinator or if they are not available, an
office staff member.
Step 2.
If you have discussed your complaint but you are still dissatisfied with the outcome, you
can refer your complaint to a senior manager at the office.
Step 3.
If your complaint cannot be resolved at step 1 or step 2, you can take further steps to
resolve the matter outside of the company.
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Disability Support
Disability support is the delivery of selected services to enable people living with
disabilities to live the life they choose.
Services are driven by the client, and sometimes their family, in keeping with the
person’s interests, goals, and planned outcomes.
Disability support is an agreed list of services that is unique to each individual client.
The support the person wants will be outlined in an individual support plan developed
by the client in conjunction with Complete Nursing and Home Care.
At Complete Nursing and Home Care, we adopt a person-centered approach. We focus
on getting to know all of our clients and working with each of them to deliver their
selected personalised services, whilst continually supporting them to exercise their
right to choice and control.
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Personal Care
You are expected to support clients who are living with a disability using a personbased approach to support and care.
Work with each person to determine what strengths, abilities and skills they have. For
example, you should provide a warm face washer to the client to wash parts of the
body they can reach; and then you wash the areas out of their reach. Clients have
individual preferences when it comes to grooming, based on their personal preferences
and habits.
Each client will have a care plan that identifies how support is to be provided.
You are expected to read the relevant sections of the care plan as provided to
you via ProSIMS TimeOnline.
When providing personal care, you are expected to follow infection control
practices to protect the client and yourself.
You are to wear gloves when toileting, showering, PEG feeding or providing any topical
lotion to a client. Gloves are to be supplied by the client.
Meal support is to be provided in accordance with specified client needs.
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Sleepovers
A sleepover shift is when a service is to be provided in a client’s home overnight and
you are expected to provide care, which is either scheduled during the night or as
required.
You will be provided with a separate bed and room; however, we recommend you take
your own linen, towel, pillow case and sheets.
You are expected to provide your own food which is already prepared and only
requires heating. You should avoid foods with strong aromas that may disturb the
client, such as curry or fish.
Remember to bring a change of clothing, plus toiletries and a towel.
Domestic support
Domestic support is the support you will provide to
the client in and around their home, such as cleaning,
washing, ironing and gardening.
• Clients are expected to provide the cleaning
materials based on the task to be performed and
their preferred products.
• Equipment used for ironing and cleaning need to
be in good working order, with no frayed electrical
cords or sharp edges exposed.
• Long handled cleaning tools are permitted for use.
• Standing on any object, including a ladder, while
using equipment is not permitted.
• Cleaning services provided by Complete Nursing do not include heavy duty
cleaning. You should not do any heavy lifting, stretching or moving of
furniture, and take care to bend your knees and not your back.
• Heavy lifting and use of ladders is not allowed by any employee and noncompliance to this may result in personal injury and disciplinary action.
• When it is challenging to reach to high or difficult places, please report this to your
Service Coordinator who may need to refer to a cleaning specialist.
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Medication support
Medication support places people with a disability at the centre of planning and
delivery and maximises the capacity for people with a disability to take control of
their lives.
Complete Nursing recognises the rights of the client to consent to the medications
they are to use. Staff have no input into decisions regarding medication or health
management and must respect the choices that clients make in consultation with
relevant health care practitioners, families, and carers.
Some clients will be self-sufficient in health management including the administering
of medication. Other clients will require varying levels of support to manage and
administer medication.
The policy guiding medication support can be found on the Complete Nursing and
Home Care website at http://completenursing.com.au/resources/
Before you support a client with medication, you must complete the required training.
Clients who require medication support should have a medication plan and medication
administration record for you to sign. All medication should be either packed by the
pharmacy into a sealed blister pack, or in its original container.
You are not able to administer or support medication without the required
documentation. If you notice that proper documentation for medication support is not
yet available at a client’s house, please contact your Service Coordinator immediately.
Some support can only be managed by staff with appropriate training and
qualifications. This includes:
•

Medication administered via a PEG or similar.

•

Administration of suppositories, pessaries and enemas.

•

Rectal medication for seizures.

•

Any other medication that requires an invasive approach to administration such
as catheter management, suctioning or injections (including insulin and Epipen).
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The ‘8 rights’
You are required to follow the ‘8 rights’ of medication administration:
1. Right patient
• Check the name on the medication plan.
• Check the date on the medication pack or original container for currency.
• Ask the client to agree it is their medication.
2. Right medication
• Check the medication label.
• Check the medication administration record.
3. Right dose
• Check the dose specified on the medication administration record is consistent
with the medication pack or original container.
• If measuring liquid medication, use a medicine cup with appropriate measures.
4. Right route
• Check the medication plan and medication administration record for consistency
with the route.
• Any specific instructions such as crushing, adding medication to food, or taking
before or after meals must be documented on the client’s medication plan.
5. Right time
• Check how often the medication is to be given.
• Check that you are giving the right dose at the right time.
• Confirm when the last dose was given.
6. Right documentation
• Document administration IMMEDIATELY after giving the medication.
• Initial the medication administration record. Provide a sample signature at the
bottom of the page.
• Document any PRN medication administration on ProSims in ‘Case Notes.’ This
includes pain relief, or any other medication requested by the client. Ensure the
time and context are recorded for PRN medications.
7. Right reason
• Confirm the details of the medication. Why is it being given? Is it consistent with
the person’s condition? Is it unusual for the person to have medication at that
time?
8. Right response
• Monitor the person and respond if there is a change in their condition.
• Seek medical advice immediately if the person appears to react to the dose of
medication by calling Nurse on Call on 1300 60 60 24 or 000.
• Be sure to document any observations on ProSims in ‘Case Notes.’
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Code of Conduct
Money handling
You may be asked to collect or carry money on behalf of a client.
• Look for the safest way to carry their money,
for example a purse or plastic slip lock bag.
• The amount can be recorded on a note that is
signed by the client or their representative.
• Any support for money handling must be
recorded as a case note in ProSims.
Identification Badges
Complete Nursing and Home Care employees are to carry their photo identification
cards when working with clients.
Generally, ID cards are not for public view, rather they identify you as an employee of
Complete Nursing and Home Care on arrival or when identification is required.
You will be supplied with an ID card with a photo of you and your name, and
information for use in the event of an emergency.
Replacement cards can be provided, so please let us know if you lose your ID card.
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Dress code
Complete Nursing and Home Care employees are the representatives of our service and
must present in a professional way.
This means wearing neat and clean clothes and being aware of the diversity of
clients’ lifestyles.
• Employees working directly with clients are asked to wear either pants, knee length
shorts, or a dress or skirt suitable to work safely.
• For your shirt, a polo shirt or a buttoned front shirt that doesn’t expose too much
skin is preferred.
• Shoes need to be enclosed for safety, able to withstand water from showers, and nonslip. No high heels, open-toe sandals or thongs are permitted for direct care staff.
• Office based staff are expected to dress professionally as representatives of the
enterprise in the community.
• Deodorants with low scent are preferred over the use of perfumes or after-shave
which may cause allergic reactions for clients.
• Make-up should be kept to a minimum (not the level worn to social events).
Hair is to be clean and tidy, and tied back if long.
• Employees are to be well groomed, showered and have clean teeth.
• Displaying of visible body art is discouraged.
• For safety, avoid jewelry that may impact on the support provided, such as large
rings, long chains, and any protruding body piercings.
• For the safety of your client and yourself, nails should be natural, clean and trimmed
short.
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Gifts
Gifts are items offered by clients to show their appreciation for your work. When a
client is wanting to show appreciation for the work you do with a gift, you need to use
the following guide to make decisions about if you can accept it or not.
Clients must be informed that it is not necessary to provide a gift for the service you
provide. Any gift of money must be politely refused.
Use the response that “gifts are not allowed as it is against company policy.”
If the client insists, when the gift offered is of low value (under $20 value) you can
accept however you must let your Service Coordinator know.
When the value of a gift offered is over $20 in value and refusal may offend, or because
the client insists, you are required to report this to your Service Coordinator who will
provide you guidance.

Food is commonly provided by clients as part of their hospitality and it is up to you on
the day whether you accept or not. Please note regular refusal of food offered may
affect your working relationship with the client and family. A recommendation is to
accept a small portion of the food either to eat at their premises or take away.
Where clients have a restricted personal budget and the offer of an expensive brand,
or types of food are made to you, it is recommended to refuse politely, or if they insist
choose the less expensive option and inform your coordinator.
If the offer of gifts is a regular occurrence, you must inform the coordinator. They will
contact the client and discuss the practice with them.
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Mobile Phones
Mobile phones are required for the purpose of work, however no personal calls are to
be made or taken during the client’s time. Wait until your scheduled break.
We acknowledge that there are times when you may need to take an urgent personal
call or call from the office while working with a client.
The etiquette is to alert the client of this likely call and to keep the conversation to a
minimum with a view to making an arrangement to talk at greater length outside the
client’s hours of service.
No calls should be made or answered while transporting clients in line with road
safety laws.
Boundaries and Professional Behaviour
You are required to work professionally with clients at all times. The following is a
guide on professional behaviour.
• Do not cross professional boundaries such as working outside the specified time
of service because you want to help the client.
• Do not share stories about your personal situation or issues with the client.
• Don’t share your address, phone number or social media details with the client or
their family. No friend requests or similar are to be exchanged.
• Never use social media (Facebook, Instagram etc.) to share pictures or comments
about clients or their families.
• Do not provide services to anyone other than the client unless instructed for a
specific purpose with the care planning team.
• You must not advise clients on financial, family, or personal matters.
• Do not take photos of the client or their home unless it’s required by the Service
Coordinator for documentation and you have full consent.
• Do not bring items to loan to the client or ask to borrow anything from them.
• You must never make public comments or communicate with the media on behalf of
Complete Nursing and Home Care, or the client. Please refer any media requests to
the office.
• Smoking and the consumption of alcohol on shift is prohibited.
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Offences and Traffic Infringements
If you are charged with a civil or criminal offence
or receive a parking or traffic infringement while
either using a Complete Nursing and Home Care
vehicle or with a client present, you are required
to report this to your Service Coordinator as soon
as possible.
Reporting of charges and or suspected
infringement notice is required on the day you are
made aware of it.
Offences involving illegal acts such as aggravated
assault, sexual assault and theft are considered
serious misconduct and may result in termination
of employment and reporting to DHHS via the
CIMS process, the DWES and the Child Safe
Reportable Conduct Scheme.
Parking & traffic infringements costs will be passed on to you when the
documentation of these arrive at the office.
Employees using their vehicles to attend clients must provide evidence of a current
driver’s license and car insurance.
Conflict of Interest
Conflict of interest is when you or a close family member benefits financially or in any
other way through your relationship with a client.
•

When you actively advertise a service run by you or a family member during your
shift.

•

When Complete Nursing and Home Care tenders out for a service type and you
or the family member are possible applicants.

•

If you share company information with another service provider for them to
provide you either a financial or increased position of employment.

You must declare any conflict of interest that arises in your employment with us.

Page 31

Code of Ethical Conduct
As a member of our staff you are not permitted to:
•

Accept any financial rewards or gifts, including
any benefits from a client's will.

•

Provide services to clients outside those detailed
in the service agreement.

•

Offer financial advice.

•

Operate the client’s bank account.

•

Act as executor to the client’s estate.

•

Act as Power of Attorney for the client.

•

Sign credit card transactions or know the client’s personal identification number
(PIN) and online bank security details.

•

Offer to buy anything from or for the client.

The NDIS Code of Conduct
As a registered NDIS provider, the organisation and all employees are also required to
deliver support in a manner consistent with the NDIS Code of Conduct.
✓

Act with respect for individual rights to freedom of expression, selfdetermination and decision-making in accordance with applicable laws and
conventions.

✓

Respect the privacy of people with disability.

✓

Provide supports and services in a safe and competent manner with care and
skill.

✓

Act with integrity, honesty and transparency.

✓

Promptly take steps to raise and act on concerns about matters that may impact
the quality and safety of supports and services provided to people with disability.

✓

Take all reasonable steps to prevent and respond to all forms of violence against,
and exploitation, neglect and abuse of people with disability.

✓

Take all reasonable steps to prevent and respond to sexual misconduct.
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Diversity
Complete Nursing and Home Care embraces
diversity throughout its organisation and
practices, including; being inclusive and
respectful of all people, regardless of their
backgrounds and identification with chosen
minority groups. Complete Nursing and Home
Care has no tolerance for disrespectful behaviour
of any kind with clients or fellow employees.
Intellectual Property
Intellectual Property refers to the resources that have been developed and are used
during your work that belong solely to Complete Nursing and Home Care Pty Ltd. You
may during your work use your skills and expertise to develop work tools. These
remain the property of the Complete Nursing and Home Care and require the
company’s permission to use or share.
Information Technology
You will need to have a smart phone or similar device that you can use to manage your
time sheets, access client information and enter client records and reports into
ProSIMS. It is your responsibility to load ProSIMS TimeOnline onto your phone and
to use it to lodge and retrieve information.
When you are provided with a password to log into an electronic system, you are to
perform your work in line with the policies and procedures contained within this
handbook. You are to use electronic devices for their intended means, whilst not
exposing the Complete Nursing and Home Care to unwarranted attention bought about
by fraudulent behaviour.
Any use of social media related to your work is not allowed as it may impact on
the reputation of Complete Nursing and Home Care in a negative way.
The NDIS requires Complete Nursing and Home Care to collect evidence of the
outcomes we deliver to clients through the support we provide. As an employee you
need to do your part by recording a case note detailing the activities performed, the
outcomes delivered and any relevant information for service delivery for every client
every time you work.
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Tax Time
You can claim the following items as a deduction annually:
• The cost of your National Police Certificate, International Police Certificate, and
Working with Children check.
• Cost of travel between shifts using a record of kilometers used in your car for
evidence in a logbook.
• Work clothes and work shoes purchased; and the maintenance of these items.
• Any professional development training such as First Aid/CPR and updates.
Employee Responsibilities
As an employee your responsibilities include:
• Knowing the location of Complete Nursing and Home Care policies and
procedures and complying with those policies, procedures and the Code of
Conduct.
http://www.completenursing.com.au/resources
• Participating in training and education programs.
• Making yourself aware of the Complete Nursing and Home Care office
staff who can provide assistance.
• Appropriate use of all Complete Nursing and Home Care information resources
(internet & email) in accordance with Complete Nursing and Home Care policy.
There will be grounds for disciplinary action if an employee breaches the Complete
Nursing and Home Care Code of Conduct, or acts against the company’s official policies
and procedures.
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Employee Acknowledgement
By signing this employee acknowledgement, you are agreeing that you have read and
will abide by all instructions provided in this Complete Nursing & Home Care
Employee Handbook:
✓

I am confirming that I have read and understand all my responsibilities for my role.

✓

I know how to use ProSIMS TimeOnline for information about my clients and
how to securely store information.

✓

I understand the policies and procedures I must follow in my work.

✓

I know how and when to submit my timesheet and how to submit any relevant
documents such as leave applications or reports.

✓

I understand that I am to work respectfully with everyone I support in my work.

✓

My role in keeping myself and others safe is clear, including to stay away from work
when I am sick, and report any risks.

✓

I am aware that I am not to post any information on social media about clients and staff
of Complete Nursing & Home Care.

✓

I will not breach my clients privacy by giving information about them to others.



Before signing this, I would like more information regarding;
______________________________________________________________________________________________
Employee name: __________________________________________________ Date: _______________
Signature: _________________________________________________________
Witnessed by: _______________________________ ______________________ Date: ________________
Signature of witness: _____________________________________________
Position: ___________________________________________________________
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