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INTAKE/ON-CALL SERVICE STANDARDS 

See General Part of these standards for definitions.

1.0 Responsibilities

Helpful Information

In order to provide efficient and effective Child and Family Services to members of the First Nation, Child and Family Services must be able to identify, evaluate, and “screen” legitimate requests for service and set those requests apart from inquiries and requests that can be best dealt with by other First Nation’s agencies or “outside” agencies.  This type of screening must take place in a helpful and courteous way.  Intake Standards may be incorporated into other First Nations Child and Family services standards. 

Standards provide information about the First Nations’ Child and Family Services Program and Agency to First Nations’ and non-First Nations’ individuals and agencies and most especially to the community members of First Nations.

1.1 First Nations’ Child and Family Services shall provide Intake Services twenty-four hours per day, seven days per week.  During the times the Agency is closed and there is an emergency, services must be provided through an After Hours/On Call services system, which shall be made easily accessible to the community members.  During regular working hours services are provided within the designated Agency setting.  

1.2 First Nations’ Child and Family Services shall screen all requests for service in order to identify the problems faced by those persons requesting service and to propose solutions to their problems.  In addition, intake workers shall:

a) determine an individual’s eligibility to receive Child and Family Services and open service cases in order to guarantee access by individuals to service providers;

b) respond immediately to emergency situations; and

c) identify gaps in service delivery and work with the First Nation’s government and other governments or agencies for the improvement of existing Child and Family Services and/or the development of new Child and Family Services.  Notes on service delivery gaps should be made by Intake Workers and be forwarded to the director and/or delegate.

1.3 Intake Workers shall provide general information about First Nations’ Child and Family Services programs to members of the general public and to other interested persons, governments and agencies to keep people well informed about the work being undertaken by First Nations’ Child and Family Services.

1.4 Intake Workers shall receive, record, priorize and respond to requests from the First Nations’ membership, and others, for information about First Nations’ Child and Family Services program.

1.5 Intake Workers shall arrange special information sessions for interested 
members of the First Nation and others.

1.6 Intake Workers shall maintain a current list of agency, First Nations’ and other social services offered in the local area.

1.7 Intake Workers shall determine a person’s eligibility to receive services from an First Nations’ Child and Family Services program based on the criteria established for each program.

1.8 Intake Workers shall assess the social needs of a person requesting service in a manner, and at a place and time, which protects and promotes client confidentiality.  An intake worker shall use his/her best efforts to involve the person as much as possible in the assessment of his/her social needs.  Only so much information as is required for the intake worker to make sound and informed decisions shall be gathered from a person requesting service.

1.9 Intake Workers shall conduct an assessment of the social needs of a person requesting service using an intake form approved by First Nations’ Child and Family Services.

1.10 Intake Workers may recommend that all persons who are looking for program assistance should undergo an assessment of their social needs, but the following “target groups” must be assessed by an intake worker:

· youths between the ages of 16 and 19 who request social assistance for purposes of living outside their principle caregiver’s home;

· adolescent caregivers including single, expectant mothers under the age of 19 years; and

· persons/families who may be involved in adult or child protection cases.

1.11 Intake Workers shall respond to a person requesting service within five working days.

1.12 An assessment of a person’s social needs shall only be conducted by a person who is a service provider and shall be conducted through a personal interview.

1.13 Intake responses involving child protection shall be in accordance with the Child Protection Risk Management System.

2.0 Emergency Response

Helpful Information

First Nations’ Child and Family Services defines an “emergency situation” as one in which a child, a senior or a disabled adult is in imminent danger of physical, sexual or emotional abuse; or lacks food, shelter, clothing, heat, or medical care by reason of actual neglect or due to unavoidable or unforeseen circumstances.

The First Nations’ Child and Family Services intake service is only responsible for conducting an immediate response to emergency situations during working hours.  After hours, the On Call Service is provided by First Nations’ Child and Family Services or their designated service provider. 

In an emergency situation an intake worker/service provider shall:

· determine whether a situation involves elements of abuse and/or neglect, or a lack of basic needs;

· determine which family mediator and/or prominent family member should be consulted with respect to the situation;

· immediately respond to emergencies involving potential or existing child or adult protection situations or emergencies involving a child-in-care

· if the situation consists of a lack of basic needs alone, refer the matter immediately to the social assistance staff of the First Nations’ Government;

· make sure that all investigations and assessments are conducted in accordance with the First Nations’ Child and Family Services Adult Protection Service Standards or the Child Protection Service Standards.

3.0 Referrals

3.1 When First Nations’ Child and Family Services is contacted by persons or agencies requesting services for which they are not eligible or by persons requesting services which are not provided by First Nations’ Child and Family Services, the Agency may make an oral and/or written referral for assistance to an external agency on behalf of the person requesting service especially if they are unable to do so for themselves

3.2 All requests for assistance made by individuals to First Nations’ Child and Family Services shall be immediately directed to a service provider who shall screen the request for information and/or assistance.

4.0 Record Keeping

4.1 Service providers shall maintain written records and submit summaries and reports on their activities to the director as required by First Nations’ Child and Family Services;

4.2 Whenever an intake worker/service provider identifies a gap in service delivery, and legitimate services requested by a person are unavailable from First Nations’ Child and Family Services or other First Nations’ Agencies, a record of the service requested shall be noted by the intake worker/service provider and passed on to the director and/or delegate.

5.0 On Call Services

5.1 Mandate and Overall Responsibilities

First Nations’ Child and Family Services has a mandate to provide emergency services after regular working hours in matters of child and adult protection and family violence. First Nations’ Child and Family Services are available on a 24-hour per day basis to provide program services to the First Nation.

5.2 First Nations’ Child and Family Services Intake and On Call Services are, in most cases, to be delivered by service providers whose responsibilities include:

a) providing general information to the public about First Nations’ Child and Family Services programs and services;

b) receiving intakes;

c) conducting assessments;

d) making initial decisions on whether to provide telephone crisis counseling; 

5.3 First Nations’ Child and Family Services shall do its utmost to make sure that a service provider who is fluent in the Mi’gmag or Maliseet language, as appropriate, is available at all times to respond to requests for information and/or assistance from members of the First Nation who use the Intake or On-Call Services and ask that their request be dealt with in the relevant First Nations’ language.

5.4 On-Call Service Delivery Procedures

First Nations’ Child and Family Services provides After-Hours Emergency Social Services (On Call) whenever the office is closed and during the weekends, storm days, holidays or during office emergencies when agency offices would ordinarily be closed.  During those hours, anyone wishing to contact First Nations’ Child and Family Services may call their respective On-Call Service Reception.

5.5 The On-Call Service Reception shall forward all requests to the service provider designated by First Nations’ Child and Family Services as the On-Call worker, or a designated alternate.

5.6 When a request for emergency assistance is forwarded to a designated On-Call worker, that service provider shall screen the call, assess its urgency, and decide what type of intervention, if any, may be required.

5.7 The On-Call worker shall provide crisis counseling to persons who are depressed and/or suicidal, but shall also encourage those persons to seek more appropriate professional help and may provide them with some form of assistance to secure that additional help.

5.8 The On-Call worker shall report in writing to the director and/or delegate each call she/he receives by the next working day.

5.9 Role of the On-Call Worker

An On-Call Worker shall:

a) provide telephone intake and screening services after regular working hours and, if at all possible, in the Mi’kmaw or Maliseet language, as appropriate, if asked to do so by a person requesting service;

b) carry out initial assessments on each call received;

c) provide immediate and personal intervention and contact the family mediator or other family members, when appropriate;

d) provide telephone crisis counseling;

e) refer all non-emergency service requests to an appropriate First Nation’s or other agency; and

f) maintain a record keeping system of all communications, records and data.

5.10 Responsibilities of the On-Call Worker

If the information has not already been obtained by the On-Call Service Reception, an On-Call Worker shall collect relevant information on each call received such as:

· source of the report:  name, location, telephone number, relationship to the person being reported, motivation of caller, etc.;

· person being reported:  name, location, telephone number, etc.;

· details of the call:  reason for the report; persons who may be aware of the situation;

· date of call;

· time of call;

· program accessed;

· date of Birth, if available;

· case/family I.D. Number;

· name of service provider already involved, if applicable;

· details of the call/action taken;

· family mediator, or family members who were contacted, if any;

· if the call was referred to another First Nation’s, or other, agency; and

· any comments and observations by the On-Call Worker.

5.11 Once a request for emergency assistance is forwarded by the On-Call Service Reception to the On-Call Worker, the On-Call Worker is responsible for taking any action she/he judges to be appropriate while at the same time respecting all program service standards.  If an On-Call Worker is uncertain as to what action is required in a given situation, she/he shall consult with the director or an available senior service provider.

6.0 Providing Mandatory Services

Helpful Information

First Nations’ Child Protection Services are designed for intervention where the care and guidance provided by the principal caregivers to any child under the age of sixteen (16) years, or a disabled child between the ages of sixteen (16) and nineteen (19), falls below the acceptable minimum standard.  An immediate response is required to make sure that a child’s safety is protected, particularly in relation to physical or sexual abuse reports. However, consultations with the family mediator and/or other prominent members of the family being reported are a very important feature of the delivery of child protection services, provided the principal of confidentiality and the health and safety of the child are always given top priority by service providers.

6.1 Whenever an On-Call Worker receives a call of suspected child physical abuse, she/he shall obtain the following information from the caller, if possible:

a) if, at the time of the call, the child has clearly visible bruises, marks, etc. or the child is actually being abused;

b) if the child was abused several days or weeks ago and the child does not have any clearly visible bruises or marks and the child is not in any immediate danger.

In cases described in paragraph (a) above, the response by the On-Call Worker to the situation shall be immediate.  In cases described in paragraph (b) above the On-Call Worker shall forward the information to the director on the next working day.

6.2 The On-Call Worker shall respond immediately to calls relating to suspected or confirmed child sexual abuse except in those instances where the victim or caller reports that the abuse occurred some time ago, the abuser is not known or does not live on the First Nation’s community, and the child is not in any immediate danger or does not require immediate services.  In such cases, the On-Call Worker shall forward information on the call, to the director on the next working day and all referrals shall be reported to the appropriate law enforcement agencies for investigation (as per the Child Victims of Abuse Protocols).

6.3 The On-Call Worker shall respond immediately to any situations involving child neglect, which indicate that a child is in imminent danger.

6.4 The On-Call Worker shall respond immediately to all reports of child abandonment or improper child supervision. Interventions in such cases should only be made, if at all possible, after consultations with the family mediator and/or other prominent family members.

6.5 Situations occasionally arise when a child demonstrates unacceptable or inappropriate physical and/or verbal behaviors, which place them beyond the control of their caregivers.  The On-Call Worker shall screen all reports, which she/he receives of these types of situations to determine if the child is in imminent danger, and if so, shall respond immediately to the situation.

6.6 If a Child-in-Care is reported missing by a foster parent, the police or a third party, the On-Call Worker shall take down the report and advise the foster parent, the parent (where applicable) or other person making the report, to contact the First Nation’s or other police agencies.  Under normal circumstances no other intervention is required on the part of the On-Call Worker except in those instances where:

a) the child has been found, but will not return to the foster home;

b) the foster parent refuses to take the child back;

c) the foster parent is extremely upset and requires counseling;

d) the police request the services of the On-Call Worker;

e) the foster parent knows, or has a good idea, of the child’s whereabouts;

f) the police cannot or will not return the child to the foster home; and

g) the police request authorization to return the child to the foster home.

6.7 If a Child-in-Care is in need of medical transportation and the foster parent cannot take the child to the hospital, the On-Call Worker shall arrange medical transportation, while making sure that an adult accompanies the child to the hospital.  If a Child-in- Care requires out-of-province emergency medical transportation, the On-Call Worker shall immediately notify the director.

6.8 An On-Call Worker may authorize any of the following:

a) a request by an alternate caregiver, a principle caregiver or a child-in-care to make a change in a planned visit (example: the child’s safety may be in jeopardy); or

b) a principal caregiver requests an unplanned visit due to extraordinary circumstances but the On-Call worker shall report the action she/he has taken to the director by the next working day.

Helpful Information

The concept of mental competence is critical to the delivery of Adult Protection Services. Unless a disabled adult or a senior is considered to be mentally incompetent, any services provided following the initial investigation, must only be provided with the full consent of the individual. The courts cannot impose an adult protection order unless the person has been found to be mentally incompetent. Mentally competent adults are considered by the Family Services Act to be capable of protecting themselves, even if they are disabled or a senior.

6.9 First Nations’ Adult Protection Services are designed to protect vulnerable adults who are unable to protect or care for themselves, or have no responsible person to assist them during periods in their lives when they are being harmed or threatened with harm.  Whenever an On-Call Worker receives a call relating to a disabled adult or a senior being abused or neglected, she/he shall:

a) gather all necessary information: i.e. name, location, age of the person making the report; location of the suspected abused and/or neglected adult;

b) inquire as to the circumstances surrounding the adult abuse and/or neglect; and 

c) check with First Nations’ Child and Family Services as soon as possible to see if the abused or neglected adult is already registered with the Agency.

6.10 Whenever an On-Call Worker receives a call of suspected adult physical abuse, she/he shall determine if the adult has bruises or marks, if the adult is in imminent danger and/or is actually being subjected to physical harm.  In circumstances of confirmed cases of adult physical abuse the response by the On-Call Worker to the situation shall be immediate.

6.11 If a vulnerable adult is reported to have been sexually abused or is in imminent danger of being sexually abused the On-Call Worker shall respond immediately to the situation and shall make all necessary/required referrals to local law enforcement agencies for investigation (as per the Adult Victims of Abuse Protocols).

6.12 In suspicious or confirmed cases of adult neglect, the On-Call Worker shall determine if it is a situation requiring immediate intervention, or a situation that can be acted upon by the next working day.  The On-Call Worker shall determine if there is a family member or other appropriate person who can provide care to the adult until the next working day, when another service provider can follow up with a more detailed assessment.

6.13 If the above standard cannot be met, and the On-Call Worker feels that it is a situation, which requires immediate intervention, she/he shall respond accordingly.  Intervention in a situation involving suspected or confirmed adult neglect should, if at all possible, be undertaken in close consultation with the family mediator and/or prominent members of the vulnerable adult’s family except where the abuse is being perpetrated by the family.

6.14 An On-Call Worker shall respond immediately to emergency situations involving youth who are members of the First Nation and who are placed in Open Custody facilities for young offenders whenever:

a) the youth is involved in instances of serious misconduct, such as violent or aggressive behaviour or the use of alcohol/drugs;

b) the youth exhibits willful and ongoing non-compliance with the rules and expectations of the open custody facility;

c) the open custody facility requests a change in a case plan, an authorization for visits, etc.;

d) the youth does not follow the rules of his/her probation (example: curfew); and

e) the youth leaves the facility without permission.

6.15 In emergency situations, an On-Call Worker must take immediate steps to make sure that an abused spouse and/or children are protected.  When an On-Call Worker receives a report of family violence she/he shall:

a) assess the situation to determine whether the spouse and/or children have to be removed immediately.  If so, the On-Call Worker might have to contact the police and/or the family mediator or other prominent family member for their assistance, depending on the seriousness of the situation;

b) if police assistance is not required, the On-Call Worker shall discuss with the victim(s) as to whether s/he wishes to leave the home and where they might go for safety;

c) if the victim(s) has no place to go, the On-Call Worker shall notify Gignoo Transition House or other appropriate care facility, or, if that proves impossible or impractical, shall authorize hotel accommodations for the victim(s);

d) if the victim(s) must leave his/her home, the On-Call Worker shall authorize transportation and make sure that it is available; and

e) After securing the safety of the victim(s) in a family violence situation, which involves the security or development of a child, the On-Call Worker may make a recommendation for an application under Section 33(3) of the Family Services Act for the removal of the perpetrator from the family home. 

6.16 On-Call Workers are frequently called upon to deal with “private” child custody matters.  First Nations’ Child and Family Services cannot make an order for custody and access and the matter must be resolved through Family Court.  Although it is the policy of First Nations’ Child and Family Services not to become directly involved in child custody disputes unless a child may be in danger as a result, it is important that an On-Call Worker carefully assesses each reported situation and determine if a child is, in fact, in danger.  In situations where one parent has abducted a child, the On-Call Worker shall:

a) determine who has legal custody;

b) advise the parent who has the legal custody to contact the police;

c) assess whether the child is in any danger of being abused or neglected;

d) whenever it is possible and practicable, consult with the Family Mediator, consult with the family mediator and/or other prominent members of the child’s family about the situation;

e) if no danger exists, suggest to the parent that they seek legal or mediation services;

f) if the child might be in some danger (example: the person who has taken the child is under the influence of drugs/alcohol or is violent) the service provider shall take immediate action to assist the child.

6.17 In situations where a principle parent caregiver calls to complain about the other parent’s ability to care for their children, the On-Call Worker shall:

a) determine if any child is in need of protection;

b) determine if any child is in imminent danger and, if so, respond immediately;

c) if it appears that a child is not in imminent danger forward information on the case to the case worker and/or director;

d) consult with the family mediator and/or other prominent member of the family as appropriate; and

e) if there is no requirement for protection services, recommend to the principle caregiver parent that they seek legal or mediation services.

6.18 First Nations’ Child and Family Services shall use its best efforts to secure culturally appropriate training for its Service providers in the areas of:

a) suicide prevention and counseling;

b) depression; and

c) the unique problems faced by First Nations’ Youth, ages sixteen (16) – nineteen (19).

6.19 An On-Call Worker shall assess, explore options and make appropriate referrals to other agencies for sixteen (16)–nineteen (19) year old children, and their caregivers, encountering problems associated with adolescence.

7.0 Access to Information

7.1 First Nations’ Child and Family Services Service providers shall provide On-Call Workers with any special directions or advice, which may be needed by an On-Call Worker in order to assist them dealing with a particular client.

7.2 An On-Call Worker or the On-Call Service Reception shall not release the telephone numbers of individual service providers to anyone unless the On-Call Worker or On-Call Service Reception has received a directive to that effect from the service provider and/or Director.

7.3 An On-Call Worker or the On-Call Service Reception shall not release client information to anyone except the director, with the exception of circumstances outlined in Sec 11(2), 11(3), 11(4), 11(5), and 11(6) of The Family Services Act.
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