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WORK GUIDELINES 
 

Private Working Arrangements with Clients of 
Home Support North Charitable Trust 

During your role as a Support Worker you will most likely 
be introduced to several Clients, predominantly elderly, 
initially in a professional capacity.  These relationships 
will often become more comfortable and friendly and 
sometimes private arrangements for additional hours are 
requested by Clients or family (that are not funded by 
Home Support North). 
  

We request you first discuss any private requests with us, 
purely to give us a complete understanding of the support 
a Client is receiving.  In some instances, they may be 
entitled to receive additional funded hours. 
 

If the private hours are high or the private tasks required 
are in conflict with our safe work guidelines, you may be 
informed it is best you provide either the funded supports 
or the private supports. This is to support you and to 
ensure and support you to maintain the boundaries 
required as a Support Worker. 

 

Please be aware that in these situations, you are always, 
firstly, an employee of Home Support North Charitable 
Trust.  In being so we expect our Work Guidelines and 
Policies to be adhered to at all times.  
 

It is also against Service policy to move in or live with a 
Client. 
 

A breach of these policies could result in a warning, or 
possibly dismissal. 
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Each office has a full set of Policies that you are welcome 
to view, alternatively we are happy to supply copies if 
requested. 
 

PROFESSIONAL BOUNDARIES 

What are professional boundaries? 
 
 Think about a farm - a fence marks the end of one 

paddock and the start of another. 
 Boundaries for people clearly mark when one person’s 

responsibility ends and another takes over. 
 Sometimes because we care we can let our boundaries 

down and take on more than is good for us. 
 Sometimes we can also let others walk over our 

boundaries and make us feel like we are responsible 
for them or the situation. 

 We also have boundaries between different parts of our 
own lives – work and home should be kept separate. 

 
Support Plans are provided for Support Workers outlining 
the tasks they will be expected to do for their Client and 
the time it is expected to take. 
 
If you recognise needs or concerns outside of these 
tasks, the situation should be discussed with your         
Co-ordinator who will take it from there. 
 
Recognise your limits and don’t take on the role of other 
health professionals, services or family members. 
 
You are not to become involved in Client’s financial or 
legal business, bank accounts or any other issues of a 
private nature.   
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You are not to become Power of Attorney for a Client. 
(see Code of Conduct below) 
You are not to have access to the Client’s computer, 
tablet or ipad or any related passwords. 
You are not to have access to a Clients bank account, 
electronic banking, eftpos or visa cards or any related pin 
numbers or passwords. 
 
Boundaries are there for your protection as well as the 
Clients.  Without intending to, involvement in Client’s 
affairs outside of the tasks assigned could be seen as 
taking advantage of the Client’s vulnerability. 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

If you feel you are being put in a difficult position, or asked to do 
something outside of Support Worker boundaries, politely 

advise the Client you will need ask the Co-ordinator if you are 
allowed to do what is being asked. 
The Co-ordinator will advise you. 
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CODE OF CONDUCT 
 

The following Code of Conduct has been developed to ensure all employees are aware of the types of behaviour 
the Service considers unacceptable, and to help the smooth and effective running of the Service.  These guidelines 
will help to provide a safe working environment for employees and Clients, and ensure the interests of the Service 
are protected. 
 
The Code of Conduct is in two parts: 
 
PART 1   -   SERIOUS MISCONDUCT 
 
The following are examples of types of behaviour that you are advised have the potential to result in instant 
dismissal. This list is not exhaustive. 

 
 
 
 

 
 
 
 

a.  
Any form of abuse or neglect of a Client (including for example coercion of a Client or creating an unhealthy 

emotional dependency). 

b.  
Harassment or intimidation of a Client or family member or making contact with a Client or family when you 

have been requested not to by the Service. 

c.  Lending to / or borrowing money from a Client. 

d.  Involvement in a Client’s financial affairs, becoming a beneficiary of a will or Enduring Power of Attorney. 

e.  Moving in or living with a Client (against Service policy). 

f.  Unauthorised dispensing of medication 

g.  Behaviour / accusation / police record after employment which would be against Service policy.  

h.  
Unauthorised possession and/or movement of Service, Client or other employee’s property.   This includes 

seconds, waste, damaged items or samples, gifts or items purchased /sold. 

i.  
Falsification (verbal or written) or being party to falsification of any Service or Client document or record. This 

includes time/wage/accident/expense/ leave etc. 

j.  
Unauthorised access to or abuse of Service/Client equipment – this includes, but is not limited to: phones, 

computers, email and vehicles.  

k.  
Support Workers are not to have access to a Client’s computer, Ipad, tablet, cell phone, bank account, 

cheque book, electronic banking, credit/eftpos card or related pin numbers or passwords.   

l.  Unauthorised access to the Service or Client premises. 

m.  
Disclosure of confidential information or placing photos on, including but not exclusive to facebook, twitter and 

any other social network.  Support Workers are not to take photos of Clients or Client family members. 

n.  Conducting business in competition with Home Support North Charitable Trust 

o.  Sexual harassment of another person. 

p.  Fighting and/or verbal abuse of another employee or Client.  

q.  Consuming alcohol on Service or Client property during working hours without management’s consent. 

r.  
Being in possession of, or using, drugs while at work (other than those personally prescribed by your doctor 

or shelf items such as panadol, nurofen, voltaren). 

s.  
Failure to agree to a search of possessions / vehicle – see section 14 clause C Individual Employment 

Agreement. 

t.  
Reporting for work in such a condition that in the Service’s opinion the employee is unable to carry out their 

duties properly or safely. 

u.  Absence from work, without good cause during a period for which a request for leave has been denied. 

v.  Refusal to obey a lawful and reasonable instruction. 

w.  
Failure to complete an incident form at the request of a Home Support North office staff member, Co-

ordinator or Management. 

x.  Failure to follow Service Policies & Procedures or Support Worker Handbook guidelines. 

y.  Acceptance of gifts such as money, vehicles, property or items of value.  

z.  Such other matters as the Service may decide from time to time. 
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PART 2 - MISCONDUCT 

 

The following are examples of behaviours that constitute misconduct. The behaviours identified below are to be 

understood as illustrations of misconduct and therefore this list is not exhaustive: 

  

a.  Refusal to attend a doctor nominated by the Service. 

b.  Smoking in a NON-SMOKING area (includes a Client’s home or car). 

c.  
Failure to perform work to the required standard or follow standard procedures; careless or indifferent 

performance of duties. 

d.  Unauthorised absence or departure from the workplace. 

e.  
Failure to notify the office of significant changes in Client circumstances, such as, health deterioration, 

change of address, death of the Client or family residing at the same address.. 

f.  Failure to report any accident or personal injury occurring at work, no matter how minor the incident. 

g.  Poor time keeping, including arriving late for work or returning from breaks. 

h.  Being discourteous to other employees or Clients. 

i.  
Acts or behaviour which cause injury or damage or cost to the Service or adversely affect quality, 

productivity or Client relationships. 

j.  Aggressive/argumentative behaviour. 

k.  Failure to follow safety requirements and guidelines, including all Heath and Safety.   

l.  Wearing inappropriate footwear or clothing and ignoring identified hazards. 

m.  
Acceptance of gifts other than home produce such as fruit, garden produce, preserves, flowers or 

confectionary without office approval.  Purchased grocery items would be deemed as unacceptable. 

n.  Failure to accept or work hours within your Guaranteed Hours agreement without good reason. 

o.  Such other matters as the Service may decide from time to time. 

 

Misconduct will be handled according to the Disciplinary Procedures in the Service’s Policy Manual applying to all 
employees OR as below 
 
DISCIPLINARY PROCEDURES 
 
Not including probationary periods (refer IEA), where an employee’s performance is unsatisfactory or misconduct is 
alleged, the following disciplinary procedure shall usually be engaged for all employees. 
 

First occasion    First warning 
Second occasion  Final warning (possible termination in some circumstances) 
Third occasion   Termination of employment 

 
However, the employer reserves the right to determine that a particular incident warrants a higher level of penalty, 
including summary dismissal. The giving of a warning is not limited to a repetition of the same offence.  
 
The employer or its representative will investigate all allegations. 
 
Employees will be given the opportunity of providing an explanation that will be considered.  
 
Employees will be invited to have a representative of their choice present at all meetings relating to disciplinary 
procedures. 
 
Copy Supplied with Support Worker Individual Employment Agreement 
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Notes:   

 

 

 

 

 

You will have signed and been given copies of your code of 
conduct & individual employment agreement prior to 

commencement of employment. 
 If you do not still have copies, please ask the office to supply 

you another set. 
 

CONFIDENTIALITY / SOCIAL MEDIA 
 
 

We remind you (see Code of Conduct & Clients Rights) to 
respect Service, Staff, Clients & their family’s privacy. You 
are not to discuss Client’s, Client’s family or the Service 
with anyone other than a Co-ordinator, or office staff 
member of the Service. Nor place any comments or 
photos on any social media. 
  
Support Workers ARE NOT to take photos/videos of 
Clients or Client’s family, this is a serious privacy breach. 
 
Any requests from anyone to discuss Clients or the 
Service must be directed back to management or the 
office. 
Notes:   

 

 

 

Best Practice   
Do not discus work or Clients with anyone other than a staff 
member of the Service, Co-ordinator, Co-ordinator Support. 
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WORKSAFE GUIDELINES 

Under the Health & Safety section of your handbook you 
have been given examples of how we want you to “Work 
Safe”.  Please ensure you study this section carefully.  
We require all Support Workers to work in a safe manner. 
 

CARE LIMITS 

Support Workers are not permitted to provide services 
that are those of Health Professionals.  All Clients will 
have an individual Support Plan.  Support Workers may 
not undertake any further tasks without contacting the              
Co-ordinator first. 
 

Support Workers are not to perform any invasive 
procedure, eg, Catheter care, injections, administration of 
suppositories, wound care, management of intravenous 
infusions, tube feeds, bowel care, management of 
dialysis, cutting of toe nails and any other procedures 
that in the judgement of the Co-ordinator needs the 
intervention of a qualified Health Professional. 
 
PROMPT/SUPERVISE/ASSIST OF MEDICATION WILL 
ONLY OCCUR IF; 

 At the request of a Co-ordinator and; 

 Only if it is noted on the Client Support plan and; 

 You have completed medication competency training. 

  The Co-ordinator/Support Plan may only request a 
Support Worker to remind a Client about taking 
medication that is in daily, labelled, dispensed 
packages.  These will be either Med-pak/blister pack 
dispensed by a pharmacist or in a medicine tray 
dispensed by a person other than the Support Worker. 
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A SUPPORT WORKER MUST NOT; 

 Administer medication from a pill bottle or container. 

 Administer medication or ointments/cream at the 
Client’s or Family’s request.  This will include Savlon, 
Panadol, and Disprin etc.  If this is requested by the 
Family or Client  -  please contact your  Co-ordinator 
immediately. 

 Give medical advice or opinion. 
Notes:   

 

 

 

 

 

 

 
Never give medical advice or opinion to Clients.  Something as 
simple as panadol could have an adverse affect on their health. 

 

REPORTING 

 
Reporting back to the Co-ordinator is an important part of 
the Support Worker’s role. 
 
Non-urgent reports can be reported on the back of that 
Client’s timesheet. 
 
When to write on the back of the timesheet / 
communicate via email: 
 
Some examples may be: 
 Your Client is planning to be away on holiday. 
 Client has family staying. 
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When to phone - some changes or concerns may be: 
 
Report back to your Co-ordinator as soon as possible by 
phone if the Clients condition has changed, or if you have 
any queries or concerns: 
 Your Client has had a fall during the week when you 

were not there. 
 Client or person residing with client passes away. 
 Changes to skin conditions. 
 Bruises / injury. 
 Noticeable weight loss. 
 Change in behaviour. 
 You have identified a new hazard in the Client home 

not listed on the Hazard Control Plan. 
 Your Client has become unwell or has been 

hospitalised. 
 Your Client’s health condition or living circumstance 

has changed, and they may need reassessing. 
 Your Client seems confused or has memory loss and 

this is not their usual state. 
 If you suspect your Client has an infectious illness. 
 Your Client is not eating or is not taking their 

medication. 
 Your Client wants to give you a house key or tells you 

where it is kept. 
 You are having difficulties with your workload. 
 You are feeling stressed by an occurrence e.g. a Client 

has passed away. 
 Any of your rights as a Support Worker have been 

infringed. 
Notes:   
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If it is a report regarding a Client, the Co-ordinator will 
record it in the Client’s file, follow up the situation and get 
back to you if required. 
 
If it is a concern about yourself your Co-ordinator will 
discuss it confidentially and come to a suitable solution 
with you. 
 

REPORTING & USING INCIDENT FORMS 

 
When to phone and fill out an incident report: 
 
A phone call to your Co-ordinator and a written report on 
an incident form will also be required if: 

 
 You have an injury or near miss while at work. 
 Your Client has an accident or injury while you are 

there. 
 You arrive and the Client is unwell or has fallen. 
 Property is damaged while you are working. 
 An incident occurs which results in physical or 

emotional damage impacting on the provision of home 
support service. 

 You suspect the Client has been abused or neglected. 
 You experience sexual harassment, violence, and 

unwelcome, offensive, or bullying behaviour in your 
workplace. 
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What happens next? 
 
All reports on incident forms are investigated by a         
Co-ordinator.  
 
The Co-ordinator will get back to you with the outcome of 
the investigation. 
 
The report will then go on to either the next Health and 
Safety Committee or Management  meeting to consider 
trends, risks, service short falls etc and to plan quality 
improvement where needed. 
 

REPORTING / IDENTIFYING A HAZARD 

All Clients have an Identified Hazards and Control plan 
form in their Client pack.  You are required to view this 
BEFORE commencing work. 
 
If while working in the home you notice additional 
hazards not noted on the control plan, write them on the 
sheet and notify the office immediately.   Please see 
Health & Safety section of your Handbook for a list of 
possible hazards in a Client home and procedural 
requirements. 
Notes:   
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OPEN DISCLOSURE 

Open disclosure is now a requirement for health care all 

around the world. 

 

What is open disclosure? 

Open disclosure is acknowledging and informing the 

Client, family/whanau if an adverse event occurs when 

providing service for your Client. 

Explaining what, why, when, how it happened.  What 

action has been taken.  Giving an apology when it is 

needed. 

 

What is an adverse event? 

Accidental harm or potential harm as a result of service. 

 

Examples of adverse events: 

Giving the wrong medication.  Falls or injuries. 

Why is open disclosure important? 

It is ethically, legally, and morally the right thing to do. 

It affirms Client rights. 

It fosters open and honest professional relationships. 

It helps alleviate the emotional and psychological harm 

that can be caused by the physical harm or adverse 

event. 

People want to know when things go wrong and what has 

been done about it. 

Ensures the adverse event is not repeated and others 

are kept safe. 
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What is your role in Open Disclosure? 

Ensure immediate safety and comfort of the Client, 

including calling for emergency assistance if required.  

After immediate care of the Client has been provided, 

ring your Co-ordinator or after hours service and report 

the event as soon as possible. 

Fill in an incident form and return it to your Co-ordinator. 

Be honest with what happened. 

Cooperate fully with any investigation. 

Follow your Co-ordinators advice when it comes to 

communicating with the Client or family/whanau after the 

event. 

  

Open disclosure is openness about what happened 

Notes:   

 

 

 

 

 

 

 

 

 

 

We want you to always feel comfortable to talk to us.  
Let us know if we are not doing this for you.   
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PROTECTED DISCLOSURE POLICY 

We have a “Whistle Blower” policy covering protected 

disclosures.  This relates to serious wrong doing of the 

Service or an employee of the Service, that you know of 

and want to report.   

 

We have full copy of our Protected Disclosure Policy & 

Process in our Policies and Procedures Manual in the 

office. 

 

The purpose of this policy is to provide information and 

guidance to employees of the Service who wish to report 

serious wrongdoing within the Service. 

 

If you wish to access this information or require 

assistance, please contact a Manager or Team Leader of 

the Service.   

 

Serious wrongdoing could be behaviour that is; 

 

 Unlawful or corrupt. 

 Putting other people in danger or at risk. 

 Fraudulent. 
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HOW TO COMPLETE DOCUMENTATION 

 

All written reports and recordings are legal documents. 
This includes: 

 Accident/Incident/Complaints 

 Hazard Identification 

 Timesheets & Exceptional travel claims. 

 Guaranteed hour top ups / Short Notice Cancellations 

 Applications for leave etc. 
 
All reports & recordings are to be kept secure and 
confidential, and returned to the office in accordance with 
your contract and reporting obligations. 
 
Do’s to ensure you document accurately and 
effectively: 
Write clearly. 

 Use permanent ink not pencil. 

 Record date, time signature and title, e.g. Support 
Worker. 

 Record from the beginning to end of the event. 

 Write objectively, i.e., do not give your views, feelings 
or opinions. 

 Record entries as soon as possible. 

 Be to the point and give facts only. 

 Use the correct name not the slang term. 

 Record Client comments. 
Don’t 

 Rely on memory. 

 Rub out, use twink, correction tape or whiteout. 

 Assume. 

 Generalise. 
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If you make a mistake in your report; 

 Draw a single line through the incorrect entry, making 
sure the incorrect entry can still be read.   

 Describe the error e.g. wrong date, wrong Client or 
incorrect entry.   

 Correct the information and add the date, time, and 
your signature. 

Remember 

 Write once you have thought about what you wish to 
record. 

 Client files containing reports / recordings could turn 
into an official investigation. 

 What you do now is important, as the investigation may 
not take place for 12 months or more. 

 Make sure it is signed and dated. 

 Statements should be facts only. 

 Don’t place blame. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

If you need assistance – let the office know. 
They can start the process for you. 
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SAFE USE OF EQUIPMENT / CLEANING MATERIALS 

 

 It is the Client responsibility to provide cleaning 
products and equipment for the Support Workers use. 

 All equipment and cleaning materials are only to be 
used according to the manufacturer’s guidelines. 

 Equipment such as hoists / slippery sam / oxygen 
require a significant hazard control plan and should 
never be used unless they are identified on the Hazard 
Control Plan.  

 Staff are only to use equipment in good working order. 

 Faulty equipment is not to be used until safely repaired. 

 Any faulty or damaged equipment or frayed cords 
should be reported to the owner AND the office as 
soon as practicable. 

 Contact your Co-ordinator if any difficulties arise. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

Remember to ask the Client what cleaning products to 
use and how they would like the cleaning to be done. 
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ELDER / CLIENT ABUSE & NEGLECT 
 

Support Workers are often the first person to identify 
actual or suspected abuse situations, as they are the 
people who often work most closely with Clients.  If a 
Support Worker suspects or notices any of the 
following situations they are to contact their           
Co-ordinator as soon as possible: 
 

Any abuse or neglect by staff is treated as serious 
misconduct. 
 

Abuse: 
 Financial/Property Abuse – being persuaded into 

signing over money, property or possessions. 
 Physical Abuse – being handled roughly, slapped or hit 

or being forcefully confined or restrained. 
 Emotional Abuse – being insulted, threatened, bullied 

or called names. 
 Sexual Abuse – being forced to be sexually intimate. 
 

Abuse sometimes comes from a family member who lives 
with the victim and may lose control due to stress 
associated with being the main caregiver.  There may be 
alcohol or substance abuse involved.  The abuse could 
be unintentional and the victim may be dependant on the 
abuser for care. 
 

Neglect: 
Neglect occurs when a person is being denied food, 
medical care, clothing, shelter or social contact as a 
result of another person failing to provide these needs 
when it is a reasonable obligation of their relationship to 
the person. 
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 Active neglect – conscious and intentional deprivation 
by a carer of basic necessities, resulting in harmful 
physical, psychological, material and/or social effects. 

 Passive neglect – refusal or failure of the carer, 
because of inadequate knowledge, infirmity or 
disputing the value of the prescribed services, to 
provide basic necessities resulting in harmful physical, 
psychological, material and/or social effects. 

 Self-neglect – occurs when a person experiences 
harmful physical, psychological, material and/or social 
effects as a result of failing to provide himself/herself 
with the basic necessities for physical and/or mental 
wellbeing. (As self-neglect is self-inflicted, it’s a 
different kind of problem from abuse and neglect, which 
occurs due to other people’s behaviour). 

 
 
What will the Support Worker do? 
 
 As soon as possible write down what has occurred that 

made you suspect abuse or neglect.  Write down the 
date, time and the facts of what you saw, heard, 
discussed and anything you did or said.  This will help 
you keep things clear when reporting. 

 If possible inform the Client or Carer of your concern 
and requirement to pass the information on. 

 Inform your Co-ordinator about the situation.  Fill out an 
“Incident” form.  Include all facts from your own notes. 

 Your Co-ordinator will investigate and refer to the 
appropriate agencies.  You will be kept informed of any 
progress.  You will be offered counselling if required.  
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WORKPLACE BULLYING  

Bullying is a workplace Hazard and not tolerated by 
Home Support North.  Workplace bullying is repeated 
and unreasonable behaviour directed towards a worker, 
verbal or otherwise. This in inclusive of any Harmful 
Digital or Social Media Communications.  If you feel this 
is happening to you, what could you do? 
 

 Talk to a Co-ordinator / Team Leader as soon as you 
feel you are being bullied.   

 Ask for your complaint to be recorded on your file for 
future reference / identify trend. 

 If you wish to take a more formal approach – complete 
incident / complaint form. 

 Identify exactly what the issue is. 

 Identify what you suggest a possible outcome / solution 
could be. 

 All reporting of this nature is taken seriously and looked 
into. 

 You will be notified of the outcome. 

 If at any time you feel unsafe in your working 
environment, please leave immediately and contact the 
office. 
 

The following are flow charts copied from Worksafe New 
Zealand Website. http://www.business.govt.nz/worksafe 
 
Also included is a list of what could be considered 
“Workplace Bullying.”  A “one off” incident would not be 
considered bullying.  Bullying behaviour is usually 
repetitive. 
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Types of Bullying Behaviour 

Belittling remarks 

Lies being told 

Ridiculing / Teasing 

Shouted or yelled at 

Public Humiliation 
Intimidation 

Verbal Abuse 

Inaccurate Accusation 

Insensitive Jokes/Sarcasm 

Physical Attacks 
Unwanted sexual approaches, offers or physical contact 

Overloading 

Constant Criticism of work without justification 

Judging Wrongly 

No Support from Office 

Supplying incorrect information 
Lack of Role clarity 

Excluding or Isolating – ignoring views 

Unreasonably denying leave 

Failing to return calls 

Making hints or threats about job security 
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LOSS OF A CLIENT 

If you have suffered the loss of a Client due to moving 
into permanent care, or passing away, please take the 
following applicable steps: 
 
 Contact your Co-ordinator.  Family may not have let 

Home Support North know. 
 Be sensitive with the grieving family. 
 Support for the Client will now finish. 
 If the Client has a surviving spouse/partner in need of 

support – discuss with your Co-ordinator. 
 If you wish to attend the funeral or need time off, 

contact your Co-ordinator to reschedule or arrange 
relief cover for other Clients. 

 Allow yourself to grieve. 
 
Whether your Client moves into permanent care or 
passes away, you may experience feelings of grief.  This 
may include; 
 
 A sense of loss. 
 Guilt. 
 Frustration. 
 Anger. 
 
Dealing with your own emotions and those of the Client’s 
family can be difficult and sometimes confusing.  If you 
need time out or to talk things through, contact your    
Co-ordinator.  Counselling will be available if needed. 
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Sudden Death of a Client 
If you find a Client has passed away or passes away 
while you are there, please take the following steps. 
 
During office hours; 
 Call 111. 
 As soon as you are able, contact your Co-ordinator. 
 If required, your Co-ordinator will contact doctor or 

ambulance/police if you have not already done so. 
 It is Co-ordinators responsibility to contact family or 

next of kin. 
 Stay at Client’s home until help arrives. 
 Co-ordinator will discuss with you any support you may 

need for yourself. 
Weekends or Evenings; 
 Call 111. 
 Call Home Support North, leave a message and 

someone will call you back or see After Hours Support 
page 6 of Introduction section. 

 Stay at Client’s home until help arrives. 
 

Notes:   

 

 

 

 

 

 

 

 

It is the Co-ordinators responsibility to contact family or 
next of kin.   
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SEXUAL HARASSMENT 

 
All complaints of sexual harassment will be 
investigated promptly and sensitively.  (Refer to your 
Individual Employment Agreement) 
 
All Support Workers respond differently when faced with 
sexual harassment.  This may depend on personality, 
past experiences, the seriousness of the situation or the 
mental ability of the Client.  Please report all incidents 
(even if they appear minor) as this may become a pattern 
with the Client.  Other Support Workers who go into the 
Client may face similar harassment. 
 
Co-ordinators wish to support you and will be there to 
help. 
 
You are not required to remain in a Client’s home if you 
feel unsafe, uncomfortable or intimidated.  You should 
leave the house immediately then contact the office as 
soon as possible.  You will be required to complete an 
incident report. 
 
Sexual Harassment could present itself as inappropriate 
or suggestive comments which you find offensive or it 
could be inappropriate or unnecessary touching, patting 
or exposure.  If it doesn’t feel right, it probably isn’t.  If 
you are in doubt about your Client’s behaviour, contact 
your Co-ordinator and discuss it with them. 
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THREATS OF VIOLENCE 

 
You are not required to remain in a Client’s home if you 
feel unsafe, threatened or intimidated. 
 
 Do not raise your voice or argue. 
 Calmly leave the property immediately. 
 Contact the office as soon as possible. 
 You will be required to fill out an incident report; your 

Co-ordinator can help you with this if you wish. 
 
All threats of violence will be taken seriously; you will not 
be required to return to the Clients home. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

If you need assistance – let the office know. 
They can start the process for you. 
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CHALLENGING BEHAVIOUR 

Tips for crisis prevention 

These tips are intended for a moment in time when a Client 

or individual loses rational and at times physical control over 

his or her own behaviour, in turn producing challenges for 

you in your Support Worker role.  It is most important that 

you remain calm and proceed with a plan. 

There are almost always warning signs that an individual’s 

behaviours is escalating.  The following tips may prevent a 

crisis. 

Personal safety: 

If at any time you feel unsafe remove yourself from the 

situation and notify the office. 

1.  Be empathic 

Try not to judge or discount the feelings of others.  Whether 

or not you think their feelings are justified, those feelings are 

to the other person.  Pay attention to them. 

2. Clarify messages 

Listen for the person’s real message.  What are the feelings 

behind the facts? 

3. Respect personal space 

Stand at least 1.5 metres from the acting-out person.  

Invading personal space tends to increase the individual’s 

anxiety and may lead to acting-out behaviour. 

4. Be aware of your body position 

Standing eye to eye and toe to toe with a person sends a 

challenging message.  Standing one leg length away and at 

an angle off to the side is less likely to escalate the 

individual. 
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5. Ignore challenging questions 

When a person challenges your job or a workplace policy, 

redirect the individual’s attention to the issue at hand.  

Answering challenging questions often results in a power 

struggle. 

6. Permit verbal venting when possible 

Allow the individual to release as much energy as possible 

by venting verbally.  If you cannot allow this, state directives 

and reasonable limits during lulls in the venting process. 

7. Set and enforce reasonable limits 

If the person becomes aggressive, defensive or disruptive, 

state limits and directives clearly and concisely.  When 

setting limits, offer choices and consequences to the acting-

out individual. 

8. Keep your nonverbal cues nonthreatening 

The more an individual loses control, the less that individual 

listens to your actual words.  More attention is paid to your 

nonverbal communication.  Be aware of your gestures, facial 

expressions, movements and tone of voice. 

9. Avoid over reacting 

Remain calm, rational and professional.  Your response will 

directly affect the person’s behaviour. 

10. Use of physical intervention is not acceptable or 

applicable in a Home Support North work environment. 
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THREATS OF SUICIDE 

 
Clients have sometimes confided to Support Workers the 
desire to commit suicide or made remarks or hints that 
have made Support Workers suspect this is their 
intention. 
 
This should be taken seriously and discussed 
immediately and only with your Co-ordinator. 
 
The Co-ordinator will immediately contact the Clients 
doctor who will take it from there. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

It is the Co-ordinators responsibility to contact family or 
next of kin. 
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ACCEPTANCE OF GIFTS 
 

Support Workers are not to accept gifts of sentimental or 
monetary value from any Client without prior approval of 
the Co-ordinator & Chief Executive. 
 

LENDING / BORROWING MONEY 
 

It is our policy not to allow Support Workers under any 
circumstances to borrow money from or lend money to a 
Client.  
 

THIS IS CONSIDERED SERIOUS MISCONDUCT AND 
COULD RESULT IN DISMISSAL. 
 

 

BUYING  AND  SELLING 
 

Support Workers are not permitted to buy from or sell to 
our Clients without prior approval from Management.  
This includes but is not limited to:  houses or property, 
vehicles, furniture, art, antiques or stock. 
 
Support Workers are also not permitted to promote their 
own services/business to Clients without prior approval 
from Management. 
 
Notes:   

 

 

 

 
It is ok to accept garden produce or fruit.   

It is NOT ok to accept purchased grocery items.   
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UNSUPERVISED ACCESS TO A CLIENTS HOME   

For your own safety and protection, if you have unlimited 
access to a Client’s home via the use of a key, alarm 
code or pin number you need to notify your Co-ordinator 
who will complete a form with the details of the access.  
 

Please also follow the rules and procedures as below: 
 The access to the Client’s home is only to perform 

tasks which have been assigned by a Co-ordinator. 
 Entering the Client’s home when a Client is not there 

must only be done with Client & Co-ordinator 
knowledge and approval. 

 All unsupervised access to be recorded on Client and 
Support Worker file. 

 It is the Support Worker’s responsibility to inform their 
Co-ordinator when given a Client’s house key, alarm 
code or pin number.  Support Worker and Client details 
will then be noted. 

 The house key, pin number or alarm code should be 
kept safe at all times. 

 The house key or code should not be identified with the 
Client’s name or address. 

 The key or access code should not be given to another 
person unless the Client AND Co-ordinator authorises 
this.   

 No other keys are to be cut from this key. 
 Client and Co-ordinator to be informed if key is 

misplaced. 
 When no longer required, or when the Support Worker 

leaves that Client, the key must be returned promptly to 
the Client or office. 

 Access codes, pin numbers or alarm codes may need 
to be changed 
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WHEN A CLIENT IS NOT HOME 

If you arrive and your Client does not come to the door 

 Check all doors, look through windows.   

 Call out.   

 Check if the door is unlocked – if so call out and 
identify yourself before entering the property. 

 If evidence of foul play – withdraw immediately, phone 
the office.  Police may need to be contacted.     

 Check with neighbour if possible. 

 Phone the office if there is no response. 

IF A CLIENT IS NOT 
HOME or 

ANSWERING AS 
EXPECTED YOU 

MUST NOTIFY THE 
OFFICE 

IMMEDIATELY 
 
If possible the office will send you on to another Client.  If 
there is not another shift available you can make a short 
notice cancellation claim on the form provided. 
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TRANSPORTING CLIENTS FOR SHOPPING OR 
APPOINTMENTS  

USING THE SUPPORT WORKERS OWN VEHICLE 

 
Home Support North do not compensate Support 
Workers for travel/vehicle costs when taking Clients to 
the doctors, library, hospital, or any shopping on the 
Clients behalf, etc.  Where hours have been allocated to 
Clients for these requirements the Support Worker will be 
paid for their time only. 
 
It is therefore recommended that PRIOR arrangements 
be made between the Client and Support Worker for a 
contribution towards travel costs when using the Support 
Worker’s vehicle.  A minimum of $5.00 per trip for short 
trips of up to 5 km could be considered.  For trips over 5 
km the suggested rate is $5 for the first 5 km’s and 60 
cents per km there after.  This not only helps with petrol 
costs but vehicle maintenance and general wear and 
tear.  It is recommended that Support Workers check that 
their personal car insurance covers them to do this. 

 Support Workers using their own car to transport 
Clients must have a current, FULL drivers licence. 

 No Support Workers with a learners or restricted 
licence will transport Clients. 

 If a Support Worker has a Learners or Restricted 
Licence a Client is not to be the supervising driver. 

 The vehicle being used must have a current 
Registration and Warrant of Fitness. 

 The vehicle must have a minimum of third party 
insurance. 
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 Disqualified drivers may only drive to their workplace if 
they can show they have an exemption from the Land 
Transport Authority. 

 Disqualified Drivers cannot transport Clients under any 
circumstances. 

 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Please discuss this with your Co-ordinator if you have 
any concerns about transportation.  They will be happy to 

discuss this with the Client for you.   
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TRANSPORTING CLIENTS FOR SHOPPING OR 
APPOINTMENTS  

USING CLIENT’S VEHICLE 

 
If it is part of the Support Worker's designated duties, 
with the permission of both the Client and the              
Co-ordinator, the Client's car may be used to take 
her/him shopping to the nearest suitable shopping centre 
at the Client's expense.  
 
Use of the Client's motor vehicle by an employee of 
Home Support North is at the discretion of the Client.  
Home Support North will accept no responsibility for any 
misuse thereof.  Of course no travel reimbursement is 
required in this case. 
 
Permission will only be given if the Support Worker holds 
a clean, “full” current drivers licence and is a 'designated 
driver' on the Client's vehicle insurance. 
 
If a Support Worker has a Learners or Restricted Licence 
a Client is not to be the supervising driver. 
Notes:   

 

 

 

 

 

Take care at all times, especially when driving elderly 
Clients  they may become distressed if you are driving 

too fast for them.   
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Health & Safety requirements when using any 
vehicle for work or providing shopping for a Client. 

 Vehicle must be legal – have current WOF & 
Registration. 

 Driver – must be legally allowed to drive. 

 Seat belts must be worn in a moving vehicle. 

 Compliance with road rules at all times. 

 Keep speed to a safe level for driving conditions – 
remember older Clients could feel frightened or anxious 
with fast or erratic driving. 

 When parking – ensure safe exit for Client.  

 Do not park too far away – keep walking distance to a 
minimum. 

 If you have a vehicle incident or accident while driving 
a Client; 
o Ensure you and the Client are not injured. 
o If injury occurs – call 111. 
o If possible move to a safe area away from traffic. 
o If another vehicle involved – collect information, 

name, insurance, address, contact phone number. 
o Notify Police of incident if another vehicle involved. 
o Notify the office. 
o Office will arrange for alternative transportation if 

required. 
o Client or Client’s family responsible for Client 

vehicle, including insurance. 
o Support Worker responsible for own vehicle, 

including insurance. 
o Complete incident process. 
o As a result of incident process corrective action or 

training may be required.  
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SHOPPING FOR A CLIENT 

 
Shopping is done for Clients who are unable to go by 

themselves due to poor health or disability. 

Clients are taken shopping when they are no longer able 
to manage this task alone and would be at risk to do so.  
(They often do not have family or friends to assist them.) 

 

Support Workers may need to take their Client to the 
Doctor, bank or appointments. 
 
Note:  These tasks are only to be performed if authorised 
by the Co-ordinator and recorded on the Client Support 
Plan. 
 
 
Points to remember 
 

 Help in and out of car if required. 

 Have patience. 

 Allow them to be as independent as possible. 

 Use Receipt forms supplied if shopping without the 
Client.  

 
Cost of travel in a Support Worker’s vehicle is the 

responsibility of the Client.  
 

(Except in the case of some ACC Claimants). 
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HANDLING OF CLIENTS’ MONEY 

You may be asked to do shopping for Clients.  This will 
be specified on their Support Plan and authorised by a 
Co-ordinator. 
 

Support Workers who purchase goods for Clients must 
use a receipt form to record money given, the total of 
items and the amount of change given to the Client.  
Please ask the Client to sign this record.  The receipt 
form is returned to the office each fortnight with your 
timesheets. 
 

(Note - Receipt forms can be found in your Client pack at 
their home.  Additional forms are also available at your 
area office.) 
 

Support Workers are not to assist Clients that have 
memory loss or visual impairment with writing cheques, 
deposit or withdrawal forms.  Please contact your         
Co-ordinator if your Client needs assistance with this, 
other arrangements can be made. 
 

A professional and safe work practice is to safeguard 
both Support Workers and Clients. (see boundaries 
section of handbook)  Do not become involved in a 
Client’s financial and legal business, bank accounts or 
any other issues of a private nature.  If any of these 
issues arise, please consult your Co-ordinator.  Without 
intending to, it may be seen as taking advantage of a 
Client’s vulnerability. 
 
NOTE:  If you provide “private hours” for a Client all 
our policies and work guidelines are expected to be 
adhered to.  So for example you would NOT have 
anything to do with a Client’s financial requirements. 
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Support Worker Use of Cash Flow / Eftpos / Credit 
Cards and Associated PIN Number 
 
THIS PRACTICE IS UNACCEPTABLE AND WILL BE 
REGARDED AS A SERIOUS BREACH OF SERVICE 
POLICY AND YOUR CONDITIONS OF EMPLOYMENT 
 
Please contact your Co-ordinator if further 
clarification is required.  
 

 
Support Workers are not under any circumstances to 
borrow money from a Client or loan them money.  This is 
considered serious misconduct and could result in 
dismissal. 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

Even what appears to be a simple action like purchasing 
a motor vehicle from a Client for yourself or family 

member would be inappropriate.   
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PATIENT MOVING & HANDLING 

Policy: 
We are committed to maintaining best practice when 
assisting with movement of Clients to protect the health 
and safety of Support Workers and Clients.  Our aim is to 
create an environment where staff are trained, equipped, 
supported and encouraged to perform “patient moving & 
handling” tasks in a way that reduces risks of injury to 
themselves and others. 
 We will: 

 Follow a ‘no lift approach’ to “patient moving & 
handling”. 

 Eliminate unsafe lifting practice. 

 Patient moving & handling requires appropriate 
equipment & training.   

 All equipment must be in safe working order and have 
a significant hazard control plan. 

 Plan and implement controls to eliminate, isolate or 
minimise “patient moving & handling” risks. 

 Promptly investigate all “patient moving & handling” 
incidents and provide appropriate remedies. 

 Ensure all Assessments, Hazard Identification forms 
and Support Plans are completed by Co-ordinators.  

 Liaise with Allied services, to ensure Clients are using 
the most suitable equipment for themselves, Support 
Workers and the environment. 

 Ensure all staff are aware of the risks and how they can 
be reduced or eliminated. 

 Ensure all staff are trained to carry out “patient moving 
& handling” in a safe manner. 

 Actively encourage staff to accurately report and record 
any incidents and concerns. 
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 Encourage Support Workers to report any changes in 
their capabilities. 

If you find a Client’s condition has changed and they 
now need lifting, contact your Co-ordinator 
immediately. 
 

Support Worker Guidelines for Pool Assistance 

Pool Assistance: 

 Begin by reading the support plan carefully. 

 Assist the Client with tasks as required e.g. transport to 
and from pool, assisting the Client into and out of the 
pool, undressing and dressing, showering and 
grooming. 

 Where Safety equipment is required such as chair lift – 
this equipment would be used by the pool staff. 

 Be sure you always follow safety practices i.e. pool 
rules. 

 Ensure any safety equipment/floatation equipment 
required for this Client is used in the pool. 

 Be sure that during this activity you are there for the 
Client – do not use this time to do any swimming or 
social activities of your own.  

 Take extra care on wet surfaces. 

 
 
Notes:   

 

 

 

Only trained pool staff should be assisting Clients with 
pool equipment such as chair lifts.   
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Support Worker Guidelines for Gym Assistance 

Gym Assistance: 

 Begin by reading the support plan carefully. 

 Assist the Client with tasks as required e.g. transport to 
and from gym, undressing, dressing, showering and 
grooming. 

 Be sure you follow the safety rules of the gym. 

 Do not take on the role of gym trainer, this task is for 

those trained to do so. 

 Do not change or lift equipment for use, this is to be 
done by gym staff. 

 Be sure that during this activity you are there for the 
Client  - do not use the time for a gym workout or social 
activities of your own. 

 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

DO NOT assist client with gym equipment. 
This should only be done by a trained professional   

 



                                                                                  

7 SW HANDBOOK - Work Guidelines - Twelth Edition                     43 of 50                                Reviewed / Approved: January 

2019                                                    

Support Worker Guidelines for Evening Checks 

Evening checks: 

 Evening checks are to ensure safety and security of the 

Client.   

 Use the full time allocated to practically observe how 

the Client is. 

 Do:  

 Take time to have a short conversation with the Client.  
This will help you make practical observations about 
how the Client is managing.  

 Provide this service at a sensible time between 5pm 
and 7pm.  Earlier defeats the purpose that 
evening/overnight safety and security has been 
checked. 

 Check whether the Client has eaten their evening meal 
or is preparing to do so. 

 Check that the stove and electrical appliances have 
been switched off and left safely. 

 Take note whether the Client dressed appropriately for 
the weather. 

 Take note of any out of character behaviours. 

 Take note if any of their known unusual behaviours are 
becoming unsafe. 

 Take note of any deterioration to their health. 

 Check and ensure windows are closed and doors 
locked properly. 

 Report back to the Clients Co-ordinator if there is a 
concern about any of the above. 
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Read the support plan carefully - in some cases you 

may also be required to:  

 Assist Client into night attire. 

 Supervise or check medications are being taken. 

 Heat and serve a meal – tidy up before you leave 

 Attach a night time catheter bag. 

 

Do not: 

 Appear to be in a rush when you present at the Clients 
house, this may give the Client the impression that they 
need to send you on your way as quickly as possible. 

 Put your head in the door and ask “Is everything OK” 
and quickly leave (unless this is what has been 
stipulated on the support plan). 

 Phone the Client instead of visiting (unless that is what 
is stipulated on the support plan), because you have 
over- burdened your roster or can’t be at work.  This is 
not providing the service requested. 

 
Notes:   

 

 

 

 

 

 

.   
All work environments should be smoke free 
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SMOKE FREE ENVIRONMENT 

In an amendment to the Smoke-Free Environments Act 
1990 (Smoke Free Environments Amendment Act 2003) 
the Government requires that as from the 10

th
 December 

2004 internal workplaces must be smoke-free. 
 
The Client’s home is our Support Worker’s place of work. 
 
To comply with this legislation we ask our Client’s to 
follow these guidelines: 
 
1. Clients who would normally smoke inside their homes 

need to air them out before their Support Worker 
arrives for work. 
 

2. Clients (and others in the house) need to refrain from 
smoking inside the home while their Support Worker is 
there working. 
 

3. Any Support Worker, upon being offered hours of work, 
will be informed if the Client is a smoker.  This will 
enable the Support Worker to accept or decline these 
hours as they choose. 
 

4. Support Workers are not to smoke in or at Client’s 
homes. 

As a Support Worker if you are having difficulty with a 
Client smoking and need some support with this, please 
phone your Co-ordinator.  The Co-ordinator will discuss 
this with your Client and come to an amicable solution.  
Alternatively the Client may not be aware of our Smoke 
Free Environment Policy and may need it explained to 
them. 
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CLIENT MEMORY LOSS 

 
Client memory loss can add to the workplace risks for the 
Support Worker. Always wear your name badge. 
 
If a Client cannot remember your last visit, ask the Client 
to sign next to the date entry on your timesheet every 
time you visit. 
 
Be sure your receipt form entries are very clear and well 
accounted and signed for. 
 
If your Client’s memory has deteriorated and they are 
having difficulties with activities of daily living, report back 
to your Co-ordinator as soon as possible. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

 
Remember – if you provide personal care – they may not 

remember what their skin was like yesterday – so please keep 
note and notify the Co-ordinator of any concerns 
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WORKLOADS & STRESS 

 
It is the Support Workers responsibility to make sure 
she/he is able to manage the workload they have taken 
on, ensuring there is enough time to get from Client to 
Client, and that they have scheduled enough time to 
complete the time allocated on the Support Plan. 
 
If a Support Worker is having problems with this, they 
need to get back to the Co-ordinator as soon as possible. 
A Day off Each Week 
All Support Workers need to have a nominated day off 
each week and not to take on any work that day.  If a  
Co-ordinator or Co-ordinator Support Staff ask them to 
work on that day, the Support Worker needs to remind 
them that it is their day off. 
 
Support work is a giving job.  Many Support Workers are 
mothers and partners as well.   Be sure you are setting 
some time aside for yourself as well to relax and do the 
things you enjoy. 
 
If you lose a Client, or are stressed due to your work, 
please contact your Co-ordinator to discuss a suitable 
solution. 
Notes:   

 

 

 

 

You have a responsibility to look after yourself.  If you do 
not tell us you are having issues – we won’t know to help you. 
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Taking Breaks 

When planning your daily schedule, time needs to be 
allowed for normal daily breaks.  Below is a minimum set 
of guidelines.  

 

Shifts including travel time need to be continuous to 
apply.  i.e if you have large gaps of unworked time with 
HSNCT between shifts then a break is unlikely to apply. If 
you work for another employer and your work with 
HSNCT is not continuous the entitlement to a break may 
not apply. If you need to take a break at the next 
appropriate Client, plan to either arrive at the Client 10 
minutes late or leave 10 minutes early.  Note a break was 
taken in Remote Worker or on your time sheet. 
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Notes:   

 

 

 

 

You must complete your timesheet accurately with start 
and finish times.  Have you left enough time to travel 

between Clients? 
 

SUPPORT WORKER PRESENTATION 

We are to portray a professional, neat, clean and tidy 
image.    Always wear your name badge. 
 

The following clothing is not appropriate for work. 
Casual Short Shorts 
Jandals 
Low or Revealing Cleavage 
Exposed Midriff 
Short Skirts 
T’Shirts or Tank Tops without a bra or similar support 
garment. 
Ripped or excessively Faded clothing 
See through, revealing clothing. 
 
In hot weather especially, ensure body hygiene is 
optimum. Use of deodorant and regular washing is often 
necessary. 
 
Hair should be neat and tidy and tied back if required. 
 
Be aware when visiting older Clients that inappropriate 
clothing can easily offend.  They may not tell you but they 
may tell others. 
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A polo shirt or similar is a comfortable, tidy option.  Home 
Support North supply a monogrammed range at 
reasonable prices.  Ask at your local office. 
 
Footwear should be sensible, clean and neat.  We 
suggest flat, rubber soled, closed-in shoes.  Jandals are 
not permitted. 
 
Notes:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Respect Clients’ homes and check – most like footwear 
removed.  If this is a concern, ensure you wear socks.  
Alternatively the office has disposable booties you can 

wear. 


