
ANCR POLICY MAm&L 

Client Contact PolicyGategory/Numfaer 

Date Approved 
Responsible Authority; Associate Executive Director of 
Service 

Applicable to Ull Staff 

Created by Associate ED of 
Service 
Original Date Reviewed 

Rati RevJsetl Original 

2 

1.0 Policy-Statement 

ANCR is mandated to provide intake services on all reported allegations of abuse and neglect and all 
other requests for service eligible under the CFS Act in our jurisdiction. Highly skilled social workers 
conduct safety and risk assessments, using consistent tools and processes, to determine the services the 
child and family require. Face to face contact is an essential component of ANCR's assessment and 
investigation processes. 

2.0 legislative Base 

&iikt and Femiiy Services Act, Section 18,4 (1) 

Where an agency receives information that causes the agency to suspect that a child is in need of 
protection, the agency shall immediately investigate the matter and where, upon investigation, the agency 
concludes that the child is in need of protection, the agency shall take such further steps as are required 
by this Act or are prescribed by regulation or as the agency considers necessary for protection of the 
child. 

3.0 Child arid Family Services Stancfards 

The Child and Family Services Standards Manual (Volume 1, Agency Standards, Chapter 1, Case 
Management, Introduction} outlines the following: 

The nature and frequency of contact with children are governed by the potential risk to a child and 
the service provided, Intake workers and case managers must see a child, that is, have direct 
face-to-face contact, to ensure the child is safe and receives appropriate services in relation to 
the following case management and service activities: 

* Conducting a safety assessment to determine if a child is or might be in need of 
protection. 

» Apprehending a child in need of protection. 
e Assessing the risk to and needs of the child to determine what agency services or 

interventions are required, 
a involving a child in the planning process to help the child accept a service or prepare for 

a placement, 
* Leaving a child found to be in need of protection in the family home or returning a child to 

the home. 
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• Contact with a child in care placed in a place of safety, foster home, group home, 
treatment centre or other child care facility. 

• Placing or moving a child in care, 

in the case of a child protection emergency, when time or distance prevents immediate face-to-
face contact with a child, an intake worker or case manager may rely on the police, a health 
professional, school authority or community service provider to see the child and to confirm by 
email or telephone that the child was seen. 

4,0 Policy 

4.1 Where there is an allegation of abuse or neglect of a child a safety assessment must be 
conducted on all children in the household. This requires ar minimum that the worker observe 
and, where possible, interview the child in a safe environment. 

4.2 The worker is required to meet standards for intake response times on all referrals {Child and 
Family Services Standard Volume 1, Chapter 1, Section 1.) 

4.3 All investigations require face td face contact by the worker with the primary caregiver at their 
current place of residence before the intake disposition is determined. 

4.4 Where possible, the worker will make direct contact with the person who is alleged to have 
caused a child to be in need of protection. 

4.5 Any exceptions to this policy must be approved by the Supervisor. Exceptions may include: 
» The primary caregiver resides outside of ANCR's geographic jurisdiction 
* The worker is unable to locate the primary caregiver after repeated attempts. 
» The intake is attached to an on-going service provider agency who is currently providing 

service and is responsible for case management activities 
* An interview may not be an option due to a child's developmental stage or cognitive ability 

4,8 Where case disposition determines ongoing service under part 3 of the act, the worker will 
continue to provide case management services which meet the standards for frequency of 
contact as outlined in Standard 1.1.4 (2) - Frequency of Contact. 

4.7 Program Directors are responsible for the development of program manuals which further 
outline procedures for client contact. 

5.0 Policy Cross ref erence 

S. 1 Response times policy 
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