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1. Purpose and Scope 
The purpose of this policy is to ensure that there is a clear process in place for transitioning or exiting consumers 
from MIFWA services. 

2. Responsibility for Implementation 
Board, Chief Executive Officer (CEO), Corporate Executives, relevant Program Managers/Coordinators/Service 
Team Leaders, employees, volunteers and students.   

3. References  
Australian Commission on Safety and Quality in Health Care (2022), National Safety and Quality Mental Health 
Standards for Community Managed Organisations.  

Australian Government (2014), National Standards for Disability Services 2014, Service Standards 1, 2, 5 & 6  

Australian Government (2010), National Standards for Mental Health Services 2010 Service Standards 1, 2, 5, 7, 8 
& 10 

Australian Government, NDIS Quality and Safeguards Commission (2021), NDIS Practice Standards and Quality 
Indicators November 2021, Version 4  

Australian Government, Fair Work Act 2009 

Australian Government, National Disability Insurance Scheme (NDIS) Act 

Australian Government, NDIS Code of Conduct (2018, per NDIS Act) 

4. Definitions 
Consumer, for the purposes of this document, means all people accessing MIFWA services, including consumers 
of non-NDIS programs, NDIS participants and participants of the carers program.   

Exit: is the process through which consumers transition out of MIFWA services. For some consumers there may be 
a period of transition to exit or some form of continuing support. 
 
The circumstances which will lead to an exit from a service provided by MIFWA include:  

• consumer chooses to leave or cease the services  

• consumer wishes to transfer to another service provider  

• consumer is no longer eligible for services 

• consumer’s goals have been met 

• consumer is unable to work within the MIFWA Code of Conduct 

• consumer has stopped responding or engaging with MIFWA 

• consumer is no longer funded for the service.  

Transition: is preparing for and supporting the consumer to exit the service or referral to another service or 
program where appropriate. 

5. Policy Statement 
MIFWA is committed to providing consumers with information and support through the process of transition or 
exit from MIFWA Services. 
 
MIFWA will ensure:  

• all consumers are provided with the necessary information and explanation in appropriate 
communication formats in relation to their transition/exit from the service 

• consumers are provided with information and support through the process of transition or exit from 
services 
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• Information about consumer transition strategies and exit planning is included in the consumers 
welcome packs 

• Information is provided to the consumer so that they understand how to re-enter the service 

• the consumer exit process is clear and MIFWA adopts fair and non-discriminatory processes when a 
consumer chooses to or is required to leave the service. 

6. Procedure 
MIFWA will: 

• ensure that staff explain to all consumers at the time of the commencement of support, how the 
process of transition and exit will occur. 

• ensure that the issue of transition and exit is discussed in consumer service reviews 

• ensure that transition and exit is timely, seamless and offers flexible and reliable support linked to other 
services. 

• support consumers to transition to other services or cease services as needed. 

• ensure that staff explain to consumers how to re-enter MIFWA services, if needed. 

• employ service planning and management staff that have the necessary skills and experience to 
undertake the role and provide them with regular structured supervision and staff development. 

Developing a transition or exit plan 

The transition/exit process should be documented in MIFWA’s CMS System, Supportability. This includes: -  

• date of exit 

• reason for exit 

• all other agencies the consumer is linked to 

• informal supports or networks 

• name of the organisation the consumer is transitioning to 

• details of support offered/ provided to transfer to an alternative provider 

• confirmation relevant parties have been informed. 

A MIFWA Continuity of Support Plan is attached at Appendix B. This may be adapted by each program.  

The MIFWA worker will undertake regular (this depends on the Program) monitoring of the consumer’s progress 
against consumer goals and seek feedback from any informal and/or formal supports.  

Risks associated with each transition to or from the provider are identified, documented and responded to, 
including risks associated with temporary transitions from the provider to respond to a risk to the consumer,  

Support 

MIFWA will ensure a consumer has the relevant support appropriate to their cultural and diverse needs, to 
ensure they are actively involved in any transition or exit. This could be but not limited to: 

• Engaging an interpreter (at no cost to the consumer) 

• Involving other relevant stakeholders 

• Engaging with family / informal networks (with permission from consumer)  

• Providing transition and exit plan in alternative formats 

MIFWA staff involved in consumer transition and exit processes will be provided with on-going support and 
professional development to assist them to undertake their duties effectively.  
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Support options 

As a consumer nears transition/ exit the coordinator or service team leader will ensure there are discussions with 
them about options for support following transition or exit or, if appropriate, the ability to again access to the 
services of MIFWA. 

In determining the most appropriate support options with the consumer, the organisation will consider: 

• cultural and language requirements 

• existing family and carer support 

• whether the person is of Aboriginal or Torres Strait Island background 

• the consumers mental health 

• the age of the consumer 

• current risks to consumer 

Involving other professionals  

For a consumer with complex care needs or significant mental health challenges, any allied health or health 
professionals who have been working with the consumer will have input into the transition plan. 

Consumer consent will be sought prior to involving any other professionals in the development of a transition or 
exit plan.  

Any involvement of other professionals will be limited to those who are relevant to the consumer’s care, support, 
transition or exit planning. With the consumer’s informed consent, MIFWA may share relevant information such 
as current support needs, risks and safety considerations, goals, progress, transition arrangements, required 
follow-up supports, and contact details for services involved in the consumer’s care. MIFWA will explain what 
information will be shared, with whom, and for what purpose, and will only disclose the minimum information 
necessary to support safe and coordinated transition or exit planning. The consumer may decline or withdraw 
consent at any time, unless disclosure is required or authorised by law. 
Exit and transition  

Prior to a consumer transitioning or exiting a service of MIFWA, an exit review will be conducted to ensure all 
appropriate formal and informal supports are in place. 

After a consumer exits from the service the following may be provided as a follow up support:  

• a comprehensive handover to another provider (when possible and with consent from the consumer)  

• a letter confirming exit from service. 

Temporary transitions (to hospital) 

In some instances, a consumer may temporarily transition to another service, such as in the case of health care 
risks requiring hospitalisation. At the request of the consumer, MIFWA will continue to provide support and will 
not exit them from the service, particularly in cases where there are no other formal or informal supports 
available for the consumer. 

7. Standards Monitoring 
MIFWA monitors its standards in relation to this policy and will review it at regular intervals in collaboration with 
relevant stakeholders, including MIFWA staff, consumers and carers. 

8. Review of Policy 
This policy will be reviewed in line with the provisions of the Policy Development Policy (M62). 

9. Related Policies/Procedures 
M23 Code of Conduct 

M33 Involvement of Carers and Supporters 
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M55 Freedom from Abuse Consumer Protection 

M76 Advocacy and Support Policy 

M10 Protecting Children and Young People 

M101 Psychological Safety for Staff Policy 
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Appendix A: Conclusion of Services Procedure  

Planning for concluding services is an important part of our role and should be a considered throughout the planning 
and goal setting process. Planning for a successful conclusion should underpin our journey with consumers as this will 
ensure as smooth a transition as possible when it is time to leave the program. Effective, supportive, and collaborative 
exit planning can ensure this process is successful and causes as little concern as possible. 

Concluding supports from MIFWA Programs will generally be negotiated between the consumer and their support 
team.  

When someone is due to conclude the service, the person should be given as much notice as possible. 

A conclusion planning process should include a discussion about ongoing support needs, appropriate informal and 
community supports and information about how to re-enter the MIFWA service if needed.  

When to Conclude Support:  

• The person requests to end or exit the service 

• Goals have been reached and/or time in service completed   

• Person has stopped responding or engaging with MIFWA 

• The person is unable to work within the MIFWA Code of Conduct 

When There is non-Engagement:  

• Staff member to have an initial discussion with team leader/program manager.  

• Make every effort to contact (phone, email, in person and mail) the person.   

• If the person does not make contact by a stated time, a conclusion letter/message must be sent to the 
consumer stating that they have been exited from the service and who to contact if they are concerned about 
their mental health.  

• A continuity of support document should be completed, where appropriate. 

• Any other stakeholders such as clinical team, other providers or NDIS are notified of the conclusion of services.   

Conclusion of Services:   

• MIFWA staff member completes the continuity of care document with the consumer (or if unable to be 
completed together the staff member must complete it) and then uploaded onto supportability.  

• Any program outcome or exit survey to be provided to consumer and completed. 

• A formal conclusion letter to be sent to the consumer via the post or email.   

• Any other stakeholders such as clinical team, other providers or NDIS are notified of the conclusion of services.   

Closing File on Supportability:  

• Ensure all documents are uploaded onto Supportability.   

• Write a last case note explaining the conclusion of services and linking the continuity of service document.   
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Appendix B: Continuity of Support and Service Exit Plan 
 
    Conclusion Date    
Individual/Participant Name    
MIFWA Worker    
  
Information Completed by:          ☐ Individual/Participant     and/or     ☐ MIFWA Worker      
  
Reason for Conclusion:  
☐ Max. Support Time Reached  ☐ Goals/Needs Met  ☐ Participant Withdrew   
☐ Non-Engagement  ☐ Other:      
  
Mental Health and General Health  YES  NO  N/A  
Linked with a Mental Health Service   ☐  ☐  ☐  
Mental Health Service     
Name of Practitioner    
Contact Number    
  
Linked with a GP Clinic for General Health  ☐  ☐  ☐  
Health Care Service     
Name of Practitioner    
Contact Number    
  
If NO to either domains, please outline the reasons and current protective factors/safety plan:  
  
Alcohol and/or Other Drug Services  YES  NO  N/A  
Linked with an AOD Service  ☐  ☐  ☐  

AOD Service     
Name of Practitioner    

Contact Number    
  
If NO please outline the reasons and current protective factors/safety plan:  
 
  
Psychosocial Supports   YES  NO  N/A  
Stable Accommodation?  ☐  ☐  ☐  
Stable Income (Employed, Centrelink)?   ☐  ☐  ☐  
Has a Supportive Informal Network (Family, Friends, Neighbours)?  ☐  ☐  ☐  
No Further Legal Matters Outstanding?  ☐  ☐  ☐  
Linked with MIFWA or Other Recreational Groups?  ☐  ☐  ☐  
Linked with Another Organisation For Ongoing Community Support?   ☐  ☐  ☐  
  
If NO please outline the reasons and current protective factors/safety plan:  
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Referrals:  
 

Is the consumer being referred to another organisation?  

 
 Yes                    No    If no, go directly to Section N.4. 

 
Consumer consent   

 
I, ________________________________________________ understand and agree for MIFWA to provide 
my personal details. I understand my involvement in this process is voluntary and I may withdraw 
at any time. I also understand that I can withdraw my consent at any time. I give consent to share 
information relating to my progress and support needs. 
 
Consent type : Verbal-  Date: ______/_______/_______Time of consent: ____________ 

 Written-  Time of consent:______________________________________ 

Consumer signature:__________________________________Date: ______/_______/_______ 

 
Reason for referral  

 
 
 

 
Referral organisation details 

Organisation name  

Address  

Hours of operation  

Name of program  

Contact name  

Phone  Mobile:  

Date of referral  Date of entry  
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Continuity of Support:  
 

How will I continue to get support for my recovery after I leave this program? 

 
 GP                                        psychologist/counsellors                 Outreach services       
                
 Clinical team                         Support Group                    Other (specify below) 
 
 

 
 

Other organisations which will continue to be involved through aftercare: 

Org. name  

Helps with  

When  

Where  

Staff name  Phone  

 

Org. name  

Helps with  

When  

Where  

Staff name  Phone  

 

 
 

What else can I do? 

 

 

 

 

 
 

If things go wrong, who will I reach out to and what will I do? 

Emergency accommodation  
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Medical/mental health (specify doctor, counsellor, hospital etc.) 

 
 
 
 
 
Financial health (e.g. Centrelink) 

 

 

 

 

Legal Assistance (e.g. Legal Aid) 

 
 
 
 
 
Drug & Alcohol Reduction 

 

 

 

Other support 

 
 
 
 
 
 
 

 
 
Signatures: 

Individual/Participant Name     
Signature    

  
MIFWA Support Worker Name     

Signature    
  
I would like to wish you all the very best for the future. If you do have any queries or concerns or need further 
assistance in the future, please do not hesitate to contact MIFWA on 9237 8900. We welcome your feedback 
to help continue to grow the program. If you would like to provide feedback, please feel free to scan the 
below QR code or alternatively use the website: (Link your program feedback form and QR Code here). 
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