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1. Policy Statement

1.1. ___________________ (name of organisation) is committed to providing a quality service that promotes active inclusion of difficult to reach service users and creative management of challenging behaviours.

1.2.  ___________________ (name of organisation) will constantly seek to create opportunities for positive change for the people we work with and to ensure as far as possible that there is a continuity of service provision, even when ___________________ (name of organisation)  is not appropriate to provide a service at the current time.
2. Purpose 

2.1. To guide staff in actively engaging with service users in an inclusive, creative, understanding and professional manner that meets with the principles of low threshold work.  

2.2. To ensure ___________________ (name of organisation) extends all possible supports to all service users.
2.3. To ensure that service provision is continued following withdrawal of some services or that the service user is referred onto a more appropriate service.

2.4. To outline decision making protocols and roles and responsibilities in relation to service user breech of rules.
3. Scope
3.1. This policy applies to staff, locums, volunteers, staff and anyone working under the banner of ___________________ (name of organisation). 

(Sections 4-10 Low Threshold Services)
4. Definitions
4.1. Active inclusion: the process by which the organisation addresses challenging behaviour in a way which focuses on ensuring continuity of supports and service provision.

4.2. Low Threshold:
a low-threshold approach aims ‘to reach more addicts with problematic use patterns earlier and to remain in contact with a highly problematic group of drug users in order to prevent health damage while not requesting abstinence’ (EMCDDA).   To achieve this services work to ensure that there are no unnecessary barriers to receiving the service.
5. Principles 
5.1. ___________________ (name of organisation) is committed to providing low threshold services. Within this, the only constraints on people accessing our service is that they _______________ (complete the minimal actions for receipt of a service i.e. provide their name) on entry and commit to respecting other service users, staff and the service.  

5.2. Rules will be kept to the minimum and the reason for any rules will be clearly explained to service users. 
5.3. Breeches in rules will be viewed from the service user’s perspective, as well as the services.
5.4. Breeches in rules will be viewed as an opportunity for creative and effective communication to support positive behavioural change between staff and service users.  
5.5. Service users will always be given opportunities to meet the needs of the service (as articulated in the rules) and to modify their behaviour accordingly.  Warnings and / or barrings will only ever be a last resort.  
5.6. ___________________ (name of organisation) will strive for consistency, but service response to every breech of rules will take into account circumstances of the individual situation.
5.7. ______________ ( name of organisation) will never exclude an individual from any of our services on a permanent basis.  If our service is inappropriate for the current needs of a service user, we will ensure that they are linked in with a service that meets their current needs.
5.8. Services users have a right to complain about any aspect of our service which affects them, and those complaints will be dealt with in line with the Complaints Policy.
6. Roles and Responsibilities 

6.1. The manager’s role is to support staff to work in a low threshold inclusive way through supervision, informal support, training and other
6.2. Staff are responsible for working in the way outlined in this policy, and to seek managerial support where appropriate response to breech of rules is unclear.  
7. Breech of Rules 

7.1. All rules will be described to the service user at entry to the service (throughout their time in the service as required), and are contained within the service user contract / charter.

7.2. Serious breeches of rules include, but are not limited to:

7.2.1. Violence to staff or fellow services users

7.2.2. Arson or purposeful damage to the property

7.2.3. Drug dealing on the premises
7.2.4. Other
7.3. Other breeches are:

7.3.1. (Organisation rules)
8. Managing Breech of the Rules through Options other than Complete Withdrawal of Service
The following guidelines are to assist the staff member in responding in relation to any breech of the rules as described in 7.3:
8.1. If a situation can not be resolved successfully through interventions described below, or the breech is of a very serious nature which endangers the health and safety of others, the service may bar the individual (see section 9). 
8.2. Before engaging in dialogue with a service user staff should consider the following:

8.2.1. Issues affecting the person at the current time, within and outside of the service.
8.2.2. Information which the service does not have which may be useful for discussions.
8.2.3. Learnings about resolution or approach to a previous / similar situation.
8.2.4. Possible need for focus on positive service user / staff relationships. 
8.3. If the service user is angry, upset or affected by substances it may be more useful for the issue to be discussed at a later time, unless the issue requires immediate intervention; such as violence.  Where discussion is postponed, a date and time for the discussion should be scheduled and the purpose clarified.
8.4. The service user should be informed of the rules, the reason for the rule, and how the service user can comply with it.  Staff should ask if the service user needs particular supports to comply with the rule. 

8.5. To promote fairness and joint ownership of resolution, the service user should be invited to collaboratively engage in planning next steps, considering the perspective of the service. Solutions should be discussed and a proposal generated, where possible.   
8.6. Options for management of behaviour include, although will not be restricted to:

8.6.1. time out / away from other service users

8.6.2. agreed monitoring of behaviours
8.6.3. further one to one work

8.6.4. meeting with a manager to discuss the issues and further ways to resolve the issue
8.6.5. mediation options between service users / staff
8.6.6. written behavioural contract

8.6.7. change of location / environment / routine

8.6.8. additional supports, i.e. counselling, addiction work

8.6.9. fostering positive relationship with other members of the staff team 
8.7. Where a service user has breeched rules and there has not been a satisfactory resolution, and there is ongoing work around behavioural issues, this will be discussed at the ________________ (daily, weekly, monthly) team meetings, with a view to suggesting innovative / effective methods for communicating and supporting behavioural changes.  Time for these discussions will also be provided through supervision with relevant staff members.
9. Withdrawal of service 
9.1. Decision for a withdrawal of the service will generally be made by the manager, although where there is an emergency decision needed for health and safety reasons, ________________ (any staff member, team leaders) can ask a service user to temporarily leave the premises. Procedures as described below will be followed for withdrawal of service if/when an appropriate opportunity arises.
9.2. There are instances, for example in the situations outlined in point 7.2, where ___________________ (name of organisation) may be no longer able to provide an appropriate ongoing service. In this case the following guidelines will be observed:

9.2.1. The perspective of the service will be explained to the service user, and the service user will be asked for their solutions / perspective.
9.2.2. If the ensuing decision is a withdrawal of service, then the reasons why will be clearly explained.
9.2.3. In partnership with the service user, the service will undertake the following:

9.2.3.1. to develop a re-inclusion plan, 
9.2.3.2. to explore other service options,
9.2.3.3. to maintain a key working / case management role if requested,
9.2.3.4. to inform other key working / case management agencies if requested by the service user.
9.2.4. Service users have a right to appeal this through the complaints procedure.
10. Appeals Procedure
10.1. All appeals will be acknowledged, treated with confidentiality and investigated thoroughly.
10.2. All appeals should be made in writing within (no. working days) of receipt of the decision from the service, which must explain the reasons for the refusal.  Appeals should be made by the service user and may be supported by a key worker or other staff member. 
10.3. The manager will then investigate and respond to the appeal, in person with the service user and any advocate they choose to bring with them within (n0. working days).
10.4. If the service user is still unhappy with the outcome, they can appeal to (name / position – e.g management committee) within (no. working days).  Upon receipt of an appeal, an appeals panel will be established.  
10.4.1. The appeals panel should include: (name of positions – preferably including individuals from outside of the service)
10.4.2. Each member has a duty to act as an individual and to come to a decision in an objective manner with the aim on achieving a fair resolution to the appeal.
10.4.3. All relevant information provided to the appeals board will be taken into consideration before a decision is made.
10.5. The decision of the appeals board is final.
(Sections 4-10 Higher Threshold Services)
4. Definitions
4.1. Active inclusion: 


The process by which the organisation addresses challenging behaviour in a way which focuses on ensuring continuity of supports and service provision.

5. Principles 

5.1. ___________________ (name of organisation) strives to maintain a positive balance between the needs of the collective and individuals accessing the service.  To achieve this we have clear, well explained rules and options for assisting people to operate within them.
5.2. Rules of the service will be clearly explained to all service users at entry to the programme and at any juncture when there is a breech of the rules.
5.3. In all cases following a breech of rules the service user will be informed of where they stand in relation to any disciplinary or exclusion processes. Service users will always be given opportunity to meet the needs of the service (as articulated in the rules) and to modify their behaviour accordingly.  
5.4. Breeches in rules will be viewed from the service user’s perspective, as well as the service’s.

5.5. Breeches in rules will be viewed as an opportunity for creative and effective communication to support positive behavioural change between staff and service users.  
5.6. Any withdrawal of service needs to be proportionate to the behaviour which has resulted in the withdrawal.
5.7. If ___________________ (name of organisation) is deemed inappropriate for the current needs of a service user, the service user will be linked in with a suitable service that meets current needs.
5.8. Services users have a right to complain about any aspect of our service which affects them, and those complaints will be dealt with in line with the Complaints Policy.

6. Roles and Responsibilities 

6.1. The manager’s role is to support staff to work in an inclusive way through supervision, informal support, training and other
6.2. Staff are responsible for working in the way outlined in this policy, and to seek managerial support where appropriate response to breech of rules is unclear.  
7. Breech of Rules 

7.1. All rules and consequences will be described to the service user at entry to the service, and are contained within the service user contract / charter.  These should be reviewed by service users at induction to the service, and every (6 months)
7.2. Unacceptable breeches / gross misconduct:

7.2.1. Violence to staff or fellow services users

7.2.2. Arson or purposeful damage to the property

7.2.3. Drug dealing on the premises
7.2.4. Other

7.3. General misconduct:
7.3.1. detail…
8. Managing Breech of the Rules 
8.1. Unacceptable breeches of rules / gross misconduct will be managed in the following ways:

8.1.1. Decisions that may result in a barring or a warning should be thoroughly investigated by the _____________ (name role/s).  Barrings or warnings will only be made by the ____________ (name role/s).  
8.1.2. Reasons for the barring / warning will be clearly explained to the service user.
or

8.1.3. Anyone on a CE programme who is repeatedly breeching the rules will need to be dealt with through the disciplinary procedure, once initial supports and warnings have not resulted in a change of behaviours.  
8.2. Responding to a general rule breech

8.3. Before engaging in dialogue with a service user staff should consider the following:

8.3.1. Issues affecting the person at the current time, within and outside of the service.

8.3.2. Information which the service does not have which may be useful for discussions.

8.3.3. Learnings about resolution or approach to a previous / similar situation.

8.3.4. Possible need for focus on positive service user / staff relationships. 
8.4. If the service user is angry, upset or affected by substances it may be more useful for the issue to be discussed at a later time, unless the issue requires immediate intervention; such as violence.  Where discussion is postponed, a date and time should for the discussion should be scheduled
8.5. Staff / key worker / manager may engage in the discussion with the service user
8.6. In the case of CE projects the disciplinary procedures and how these relate to the service user should be clearly explained.
8.7. The service user should be informed of the rules, the reason for the rule, and how the service user can comply with it.  Staff should ask if the service user needs particular supports to comply with the rule. 

8.8. To promote fairness and joint ownership of resolution, the service user should be invited to collaboratively engage in planning next steps, considering the perspective of the service and other services users as well as their own. Solutions should be discussed and a proposal generated, if possible.   
8.8.1. Options for management of behaviours include, although will not be restricted to:
8.8.1.1. time out / away from other service users

8.8.1.2. agreed monitoring of behaviours

8.8.1.3. further one to one work

8.8.1.4. meeting with a manager to discuss the issues and further ways to resolve the issue
8.8.1.5. mediation options between service users / staff

8.8.1.6. written behavioural contract

8.8.1.7. change of location / environment / routine

8.8.1.8. additional supports, i.e. counselling, addiction work

8.8.1.9. fostering positive relationship with other members of the staff team. 
8.8.2. Where a service user has breeched rules and there has not been a satisfactory resolution, or there is ongoing work around behavioural issues, this will be discussed at the ________________ (daily, weekly, monthly) team meetings, with a view to suggesting innovative / effective methods for communicating and supporting behavioural changes.  Time for these discussions will also be provided through supervision with relevant staff members.
8.9. If a situation can not be resolved successfully through interventions described above, or the breech is of a very serious nature which endangers the health and safety of others, the service may bar the individual (see section 9). 
9. Withdrawal of service

9.1. In situations where the individual is part of a CE programme any dismissal from the programme can only be made in accordance with the projects disciplinary procedures; as these would be applied to all staff working within the project.

9.2. In the event that  ___________________ (name of organisation) can no longer provide an provide an appropriate service to the service user, the following guidelines will be observed:

9.2.1. In partnership with the service users, the service will undertake the following:

9.2.1.1. To develop a re-inclusion plan 
9.2.1.2. To explore other service options (e.g. low threshold services).
9.2.1.3. To maintain a key working / case management role if requested.
9.2.1.4. To inform other key working / case management agencies if requested by the service user.
9.2.2. The service user should be presented with the decision to withdraw the service in writing signed by the (manager).
9.2.3. Service users have a right to appeal this through the appeals procedure.
10. Appeals Procedure
10.1. In the case of dismissal of an individual on a CE programme, appeals should follow the appeal procedure as outlined in the disciplinary procedure.

or

10.2. All appeals will be acknowledged, treated confidentiality and investigated thoroughly.
10.3. All appeals should be made in writing within (no. working days) of receipt of the decision from the service, which must explain the reasons for the refusal.  Appeals should be made by the service user and may be supported by a keyworker or other staff member. 
10.4. The manager will then investigate and respond to the appeal, in person with the service user and any advocate they choose to bring with them within _____ (n0. working days).
10.5. If the service user is still unhappy with the outcome, they can appeal to ______ (name / position e.g. management committee) within _____ (no. working days).  Upon receipt of an appeal, an appeals panel will be established.  
10.5.1. The appeals panel should include: __________________________ (name of positions, i.e. senior manager and member of the management committee).
10.5.2. Each member has a duty to act as an individual and to come to a decision in an objective manner with the aim on achieving a fair resolution to the appeal.
10.5.3. All relevant information provided to the appeals board will be taken into consideration before a decision is made.
10.6. Should either party be dissatisfied by the decision of the above board the appeal may be passed to the ___________________ (name / position).

