MR 23

Mental health and substance use agencies are expected to have a waiting list policy that spells out clearly:

· when clients may be placed on waiting lists

· how the waiting list will be monitored

· how the agency decides client priority for service (e.g. triage, crisis intervention)

· how clients on the waiting list will be managed

· other/alternative service that clients will be offered while on the waiting list.

Application

All agencies funded to provide substance abuse and mental health services. 

NOTE: The problem gambling treatment system has been funded to ensure that clients will not be put on a waiting list. See MR 22.

Rationale

At any time there may be more clients/consumers in need of specific types of service than programs that provide those services can accommodate. Given that, it is essential that agencies have waiting list management policies that determine how, and in what order, clients will be admitted to service once space becomes available.

Discussion

An agency’s wait list management policy should reflect the organization’s values. Some agencies, in the spirit of egalitarianism, operate on a “first-come, first served” basis. Others respond to the most critical situations first, and grant priority to clients/consumers in greatest need. The first approach demands careful record keeping that notes the date of referral, application or assessment. The second approach requires reliable screening tools through which the client’s level of need can be determined. 

As an increasing number of agencies work with local partners to provide joint services, many are also developing centralized waiting lists. That approach requires negotiation among member agencies to determine how priorities will be identified. 

Resources

The following sample policies are available on the Accountability Supports section of the Federation website at www.ofcmhap.on.ca:

· CMHA Brant County:

· Administration  - 1.3 Waiting Lists:

· CMHA Peel:

· Policies and Procedures Related to Eden Place Waiting List
· Policies and Procedures Related to PAR Membership Pressure Point List
· Serenity House Inc:

· Waiting Lists
Related Mandatory Requirements

See:

· MR 21: Redirection to Another Agency
· MR 22: Continuity of Service - Problem Gambling Services
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