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Participating in Online Service Delivery Policy and 
Procedure 

 
Introduction  Flexible online service delivery is an important part of our work to prevent learning 

difficulties and disabilities from causing disadvantage.  Learning Links is committed 
to making high quality services available to children and young people in need, in a 
way that meets their individual requirements. 
 
This policy outlines the requirements for delivering services online via Video 
Conferencing and the telephone.  
 
It does not provide comprehensive instructions for setting up and running video 
conference sessions but provides useful links to access this information.   

 
Policy Learning Links will ensure that staff delivering services online have the skills and 

knowledge do so. 
 
Learning Links will ensure that equipment is set up in a way that ensures effective 
delivery of online services. 
 
Learning Links will ensure that the platforms used are secure for Learning Links and 
clients.  We will advise clients of any confidentiality concerns limited by the level of 
security of the technology and we will take all steps available to protect their 
confidentiality and privacy. 
 
Learning Links will enable end to end encryption for video calls.  
 
Learning Links professionals will keep a record of communication with clients in the 
clinical notes as required by the Client Record Keeping Policy so that there is an 
accurate account of what transpired in online sessions.  
 
No recording will occur during live video without written consent.  
 
Learning Links will provide clients with clear and explicit instruction for the 
technology, so they feel supported in its use and have the opportunity to clarify their 
understanding. 
 
The video meeting room is a service delivery room and the same Service Centre 
behavior and Learning Links policies apply to this environment.  
 
Learning Links professionals will deliver online services in accordance with the Code 
of Conduct and the Keeping Children Safe Policy ensuring that Child Safe practices 
are fully adhered to. 

 
Definitions 

 

Term Meaning 

Online Is considered to be services delivered via telephone and 
services delivered via a video platform such as Zoom. 

ZOOM Zoom is a cloud-based video conferencing service you can 
use to virtually meet with others - either by video or audio-
only or both that also includes desktop and document 
sharing.  Learning Links has a business account with this 
platform and it is the only platform that is used for Education 
and Allied Health Services.   
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GoToMeeting GoToMeeting is a web-hosted service created and marketed 
by LogMeIn. It is an online meeting, desktop sharing, and 
video conferencing software package that enables the user to 
meet with other computer users, customers, clients or 
colleagues via the Internet in real time.  This platform is used 
by MyTime. 

We chat WeChat is a Chinese multi-purpose messaging, social media 
and mobile payment app developed by Tencent. This 
application is used by HIPPY tutors. 

Host The moderator who is in control of the meeting settings. 

 
Eligibility  This policy relates to all staff delivering services and/or conducting videoconference 

or teleconferencing from either from home or a Learning Links Service Delivery 
Centre. The term staff applies to contractors, volunteers, and students. 

 
Responsible Responsibilities for the policy are: 

 

Person Responsible for 

Staff • Learning the skills and knowledge required to use the video 
conferencing platform to ensure effective online service 
delivery.  

• Setting up the equipment in a way that ensures effective 
delivery of online services. 

• Taking all steps to ensure the confidentiality and privacy of 
sessions. 

• Being careful when using screen sharing as confidential 
information can be accidently shared if it is open. 

• Recording communication with clients in the clinical notes as 
required by the Client Record Keeping Policy so that there is an 
accurate account of what transpired in online sessions.  

• Presenting a professional image by maintaining high standards 
of appearance and dress. 

• Setting up the room environment in a way that is professional 
and supports the session.  This includes having an uncluttered 
simple background and having adequate lighting (not too much 
or too little). 

• Not allowing any unauthorised access to the video meeting 
room. All clients will wait in a virtual waiting room and allowed 
entry to the meeting by the host. 

• Keeping the application updated to the latest version so that 
you will receive any important enhancements which help keep 
the platform secure. 

• Being alert to potential child protection related concerns 
impacting children during online service delivery sessions.  

• Raising concerns with your manager in regard to instances 
relating to the wellbeing of a child and potential mandatory 
reporting. 

Managers • Ensuring there are systems to obtain parental consent for a 
child’s participation in video conferencing and telephone 
sessions, with written consent stored against the child’s 
account in Salesforce. 

• Completing test sessions with your direct report to provide 
feedback on camera angle, sound, video clarity, and lighting. 
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IT  • Managing the ZOOM business account.  This will include: 
o Establishing account settings for users: 

▪ Use of Personal Meeting IDs (PMI) 
▪ Meeting Passwords 
▪ Use of Waiting Room for all Clients 

o Managing the interface to Salesforce 
o Adding Existing ZOOM Licensed Users to the business 

account 
o Removing a user from the business account when they are 

no longer employees of Learning Links 
o Providing ZOOM dashboard data for statistics on users and 

meetings as required.   

 
Related 
documents 

HR - Code of Conduct Policy 
HR - Conflict of Interest Policy and Procedure 
HR - Dress Code and Grooming Standards Policy 
HR - Employee Compliance and Probity Policy 
HR - Flexible Working Arrangements Policy and Procedure 
HR - Sole Staff Member on Site Policy and Procedure 
HR - Work Health and Safety Policy 
HR - Working from Home Policy and Procedure 
IT - Internet, Email, Computer & Mobile Phone use Policy 
MKT - Consent to use Photos Videos and Written Content Policy and Procedure 
MKT - Internal Communications Policy and Procedure 
MKT - Social Media Policy 
Q&I - Feedback and Complaints Policy and Procedure 
Q&I - Keeping Children Safe Policy and Procedure 
Q&I - Learning Links Service Charter 
Q&I - Participation Policy and Procedure 
Q&I - Privacy Policy 
Q&I - Service Delivery Risk Management Policy 
Q&I - Information Security Policy and Procedure 
Q&I – Clients Record Policy 

 
Related 
resources 

 

Resource Link 

General ZOOM 
resources 

There are many resources available online to learn about 
ZOOM and the ZOOM knowledge centre has excellent 
resources. 
 
HOW TO USE ZOOM Video Conferencing Tutorial for 
Beginners https://www.youtube.com/watch?v=FnFSBjFvK2o 
 
Frequently Asked Questions 
https://support.zoom.us/hc/en-us/articles/206175806-
Frequently-Asked-Questions 
 
Comprehensive Guide to Educating Through Zoom 
https://zoom.us/docs/doc/Comprehensive%20Guide%20to%2
0Educating%20Through%20Zoom.pdf 
 
https://blog.zoom.us/wordpress/2020/03/27/best-practices-
for-securing-your-virtual-classroom/ 
 

General 
Psychology 
resources 

Australian Psychological Society’s Ethical guidelines for 
providing psychological services and products using the 
internet and telecommunications technologies  

https://www.psychology.org.au/for-members/resource-
finder/resources/ethics/Ethical-guidelines-psychological-
services-internet 

https://www.youtube.com/watch?v=FnFSBjFvK2o
https://support.zoom.us/hc/en-us/articles/206175806-Frequently-Asked-Questions
https://support.zoom.us/hc/en-us/articles/206175806-Frequently-Asked-Questions
https://zoom.us/docs/doc/Comprehensive%20Guide%20to%20Educating%20Through%20Zoom.pdf
https://zoom.us/docs/doc/Comprehensive%20Guide%20to%20Educating%20Through%20Zoom.pdf
https://blog.zoom.us/wordpress/2020/03/27/best-practices-for-securing-your-virtual-classroom/
https://blog.zoom.us/wordpress/2020/03/27/best-practices-for-securing-your-virtual-classroom/
https://www.psychology.org.au/for-members/resource-finder/resources/ethics/Ethical-guidelines-psychological-services-internet
https://www.psychology.org.au/for-members/resource-finder/resources/ethics/Ethical-guidelines-psychological-services-internet
https://www.psychology.org.au/for-members/resource-finder/resources/ethics/Ethical-guidelines-psychological-services-internet
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General Therapy 
resources 

Speech Pathology Australia’s suite of resources developed 
for the provision of clinical services via telepractice 
https://learninghub.speechpathologyaustralia.org.au/speechp
athologyAust/telepractice-covid-19 
 
Speech Pathology Australia’s information and FAQ page on 
using telepractice 
https://www.speechpathologyaustralia.org.au/SPAweb/Resou
rces_for_Speech_Pathologists/Professional_Resources/HTM
L/Telepractice.aspx 
 
Occupational Therapy Australia guidelines and resources to 
support professionals to conduct online sessions  
https://www.otaus.com.au/member-resources/covid-
19/telehealth  

Learning Links 
Education 
Resources for 
online delivery 

• Logistics for Online Tutoring Sessions @ Learning Links 

• Online Education Resource Manual 
These documents are available for Teachers on SharePoint. 

Learning Links 
Psychology 
Resources for 
online delivery 

There are Telehealth clinical resources available to 
Psychologists on 1 data and sharepoint.   
H:\Education And Allied Health\Ed Psychology/Telehealth 
Resources  

Learning Links 
Therapy resources 
for online delivery 

There are Telehealth training materials and resources and 
clinical resources available to Therapists on 1 data.   
H:\Education And Allied Health\Ed Therapy\5 Telehealth 
Resources 

 
Creating a 
Zoom Account 

A ZOOM account is required to create your own meetings and send invitations to 
participants via instant meetings or scheduled meetings.  
 
Learning Links has a ZOOM business account and after you have set up your 
individual ZOOM account you will be added to the Learning Links ZOOM License.  It 
is therefore essential that you create your ZOOM account using your Learning Links 
email account.  Your personal meeting identifier will be linked to your Salesforce 
bookings with your clients. 
 
To create an account 

• Go to zoom.US  

• Choose Sign up for free 

• Use your Learning Links email address 

• Follow the prompts 

• You will be sent a confirmation link 

• Open the email activate the account and fill in relevant information. 
 
Note: Professionals in identified Early Childhood services will access the Learning 
Links ZOOM account set up by their manager.  

 
Installing the 
Zoom Desktop 
application 

To join a meeting, you will need to download the ZOOM desktop app to your 
computer.  You can download via a ZOOM meeting invite however it is best to 
download in advance so that you can check your settings, and that everything is 
working correctly. 

• Open your computer's internet browser and navigate to the Zoom website at 
Zoom.us. 

• Scroll down to the bottom of the page and click "Download" in the web page's 
footer. 

• On the Download Centre page, click "Download" under the "Zoom Client for 
Meetings" section 

• The Zoom app will then begin downloading. You should then click on the .exe 
file to begin the installation process. 

https://learninghub.speechpathologyaustralia.org.au/speechpathologyAust/telepractice-covid-19
https://learninghub.speechpathologyaustralia.org.au/speechpathologyAust/telepractice-covid-19
https://www.speechpathologyaustralia.org.au/SPAweb/Resources_for_Speech_Pathologists/Professional_Resources/HTML/Telepractice.aspx
https://www.speechpathologyaustralia.org.au/SPAweb/Resources_for_Speech_Pathologists/Professional_Resources/HTML/Telepractice.aspx
https://www.speechpathologyaustralia.org.au/SPAweb/Resources_for_Speech_Pathologists/Professional_Resources/HTML/Telepractice.aspx
https://www.otaus.com.au/member-resources/covid-19/telehealth
https://www.otaus.com.au/member-resources/covid-19/telehealth
file://///LLFP01/1DATA/Education%20And%20Allied%20Health/Ed%20Therapy/5%20Telehealth%20Resources
file://///LLFP01/1DATA/Education%20And%20Allied%20Health/Ed%20Therapy/5%20Telehealth%20Resources
https://support.zoom.us/hc/en-us/articles/201362533
https://zoom.us/
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Adding 
Existing ZOOM 
Licensed Users 
to the business 
account 

Your existing ZOOM account will be added to the Learning Links Business account 
automatically.  When added you will have a unique Personal Meeting Identification 
(PMI) and individual ZOOM link, including password, which will be managed via 
Salesforce for professionals seeing clients.  

 
Creating Client 
ZOOM 
meetings 

Your ZOOM sessions with all your clients will be set up in Salesforce using your 
Personal Meeting ID (PMI) with a unique password embedded. Clients will use this 
link to go into a ‘Waiting Room’ where you will admit them at the beginning of the 
session and remove them at the end of their session. 
 
You can access this link in all of your Salesforce calendar bookings. This link 
includes the password in encrypted form. 
 
This is the only link that direct service delivery staff should use for ALL ZOOM 
meetings conducted with clients and Learning Links staff.  
 
DO NOT SCHEDULE CLIENT MEETINGS INSIDE OF ZOOM AS IT HAS A 
NEGATIVE CONSEQUENCE FOR YOUR CLIENTS AND WILL NOT WORK FOR 
ANY FUTURE MEETINGS.  Instead use the link in Salesforce to set up your 
meetings. 

 
Creating Staff 
ZOOM 
meetings with 
Learning Links 
staff  
 
(Professional 
staff) 

When using ZOOM for workplace meetings, for example supervision, group 
supervision, catching up with teammates, trial meetings with clients, and with your 
manager, create a booking in Salesforce.  Invite the attendees and paste your 
unique Personal Meeting ID link into the Description. 
 
This link can be found in any of your Salesforce Calendars bookings. 

 
 

 
Creating ZOOM 
meetings with 
external 
participants 
who are not 
clients  
 
(Professional 
staff) 

To create a meeting with an external person (not clients), create a meeting 
invite/email in Outlook or Office 365, add invitees and paste your Personal Meeting 
ID link into the body of the meeting. 
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Creating ZOOM 
meetings –  
 
(Managers and 
support staff) 

Managers (who do not work with clients online) and support staff, should where 
possible follow similar rules to professional staff when using Zoom for greater 
security.  This would include: 
 

• Using meeting passwords 

• Using the Waiting Room feature and admit the participants as they arrive. 
 

The host can schedule these meetings through Zoom as they will not be affected by 
the client links in the Salesforce client bookings. 
 
If the manager or support staff would like to use one consistent link and have it 
added to their Salesforce Bookings, they should contact IT to set this up. 

 
Checking your 
video and 
audio settings 
in ZOOM 

It is important that people are able to hear and see you.  As a minimum you will need 
a microphone and camera build into your computer.  If you don’t have these, you will 
need to connect a USB webcam which will add a camera and microphone at the 
same time.  Go to the settings button on the top right-hand side. Test your Video and 
Audio by following the instructions. 

 
 

 
Attending 
ZOOM 
Meetings 
arranged by 
others 

 

Step Action 

Join a meeting from 
your Zoom account 

To join a meeting, you will need: 

• A meeting request link with an embedded 
password, or 

• The meeting ID number and password number 
You cannot join until the meeting has been commenced by 
the ZOOM meeting host and they have admitted you via 
the Waiting Room. 

Join a meeting as a 
guest 

You don’t need to have a ZOOM account to join a ZOOM 
meeting that someone else is hosting.  Anyone can join a 
ZOOM meeting as long as they have a meeting ID number 
and password.  They will however need to download the 
Zoom desktop application.   

Options during a 
meeting 

• There are options you can choose during a meeting 
including ‘Gallery View’ where each participant will be 
equally sized on the screen. 

• It is a good idea to keep your microphone muted and 
only unmute when you want to talk to the group.   
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Maintaining 
Security in 
Zoom meeting 

In Meeting Security, the meeting host has a variety of controls they can use to 
secure their meeting. By default, Learning Links has enabled the Waiting Room 
feature, and meeting passwords. 
 

• The Waiting Room allows the host to control when a participant joins a meeting. 
When in a meeting, click manage participants and "Admit" to allow participants 
into your meeting. This is an important feature and it is important that you admit 
each person individually into the ZOOM room. 

 

• Meeting Password: When creating a meeting, the password is embedded into 
the meeting/webinar links.  When manually entering a meeting ID, the user will 
always be prompted to enter the password.   

 
• Your Personal Meeting ID, password and link can be found by pressing the 

information button (i within a circle) on the top left of you Zoom Meeting. 

 
Procedure for 
setting up your 
ZOOM 

Follow the steps below to set up you ZOOM account.   

 

Step Action 

1 Obtain your ZOOM account using your Learning Links email account 

2 Download the ZOOM desktop App 

3 Ask the IT Systems Manager to add your individual ZOOM account to the 
Learning Links business account. 

4 Check your video and audio settings 

5 Set up a few practice ZOOM sessions with your manager to test your 
settings and your various options for use.   

6 Ensure all security settings are optimised. 

 
Procedure for 
setting up your 
environment 

Follow the steps below to set up your ZOOM environment.   

 

Step Action 

1 Set up the best lighting.  The best lighting come from soft diffused natural 
lighting that you are sitting directly in front of.  Lighting from the back or 
sides or above is going to put you in shadows.  Full direct sunlight is too 
bright.  Soft supplemental light might be required in your home office such 
as a desk light - it is best positioned in front of your laptop, so it is shining 
directly towards your face. 

2 Set up the best camera angle.  i.e. not from below where you will be 
looking down.  You want to be looking slightly up into the camera. Place 
your lap top on a box so that the camera is slightly above your eye level.  
Do not sit too close to the camera lens because it has a wide-angle lens 
and it will distort your image. It is best to took directly to the lens.  Do not 
stare at yourself on the monitor instead of the people/person you are 
talking to. 

4 Keep your background neat and tidy and make sure any images, books 
are appropriate for children to see.   

5 Keep your hands away from your face. 

6 Minimise any noise distractions from others in your environment. 

7 Dress business appropriate 

8 Have everything you need for your meeting directly in front of you so that 
you do not needs to move outside the camera during the meeting. 
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Procedure for 
running your 
client ZOOM 
meeting 

Follow the steps below to run a client ZOOM meeting    

Step Action 

1 Select your Meeting Link from the client’s booking to start the meeting. 

2 Admit your client via the waiting room 

 
Procedure for 
managing 
client non 
attendance for 
a scheduled 
ZOOM meeting 

Follow the steps below when your client does not attend the scheduled ZOOM 
meeting   

 

Step Action 

1 Within the first 15 minutes of the session attempt to contact the family via 
phone at least twice to determine if they will be attending.  

2 If the client is unable to be online, the session may be provided via the 
phone. 

3 If you are unsuccessful in contacting the family, in the Booking in 
Salesforce: 

• change the Booking Status to Cancelled – Non Attendance 

• change Non Attendance Reason to No Show. 
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