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SQS 6.1

Caritas Youth and Community Service
Service Quality Standard 6
6.1 Service Planning, Evaluation and Collection of Feedback

1. Objective
The objective of this policy is to ensure that regular planning, evaluation and assessment of

service performance is carried out appropriately. An effective mechanism is to be set up for
service users, staff and other interested parties to express their opinions on the performance of
the service.

2. Policy
2.1  Inaccordance with the mission of our organization, we provide a diverse range of social
services for young people and needy people in different communities.

2.2 An overall planning of our service operation is set down which outlines the services
and tasks formulated, expected results and evaluation tools and timeframe. These are all
documented in writing as a basis for the implementation of this guideline and
assessment of performance.

2.3 This service ensures that relevant service information is available to the service users.
The service users and staff members are also encouraged to participate in service
planning and give feedback on the improvement of the service operation.

2.4  Feedback from the service users and their family, staff and other concerned persons will
be reviewed by this service with an aim to continuously enhance service performance
and maintain good quality service.

2.5  Opinions, feedback and other related information on service performance will be
regularly collected. Staff of the service unit will provide all necessary support to

facilitate the collection process.

2.6 The policy is accessible to the service users and their family, staff and other interested
parties at any time upon request.

Date of Review and Revision: 13 April 2023
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SQS6.2

Caritas Youth and Community Service
Service Quality Standard 6
6.2 Implementation Guide on Service Planning, Evaluation and Collection of Feedback

Foreword

This guideline is provided for staff to implement the policy on service performance assessment
and collection of feedback from service users in order to fulfill the requirements of Service
Quality Standard 6 (SQS6 ) set down by the Social Welfare Department.

Regular Planning, Evaluation and Assessment of Performance

The assessment of service performance by our unit follows the requirements of the Funding and
Service Agreement and Service Quality Standards set out by the Social Welfare Department.
These include objective indicators such as output standard and quality requirements. If due the
evaluation performance problems or quality issues are identified, remedial actions will be

carried out accordingly.

An overall planning of the operation of the units under the service is formulated, which outlines
the planned services or tasks, expected results, and evaluation tools and timeframe. This is used
as the basis in guiding the unit operation and performance assessment. Below are the details of
related documents:

Related Documents Content of Planning, Review and Completion Date
Assessment
1. Annual Service |Formulate objectives, strategies, plans | Before the fiscal
Planning and Budget |and budget of the following year year

2. Annual Service Review |Overall review and evaluation of the |Upon completion of
and Financial Report services carried out and the financial |the fiscal year

report of the year

3. Programme  Planning |[Work plan and budget of individual |Before the activity

and Budget activity
4. Programme Review and |Review of the effectiveness and |Upon completion of
Financial report financial report of individual activity | the activity
5.Monthly Statistical |Monthly statistics on the services On the 15th of each
Report month

Obtaining and Responding to Service Users' Feedback

Below is the mechanism of the service units in obtaining feedback from service users and their
family, staff members and other interested parties and in responding to the feedback
appropriately.

3.1. Methods and Channels of Obtaining Feedback
Below is the mechanism of the service units in obtaining feedback from service users and
their family, staff members and other interested parties on the service units.
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Items of Service Feedback collection procedure to|Feedback to be |Timeframe

Performance be carried out by the Unit collected from :

1. Owverall 1. Survey of degree of U Annually
Performance of the satisfaction of service
Service Unit users

2. Performance of 2. Advisory committee u-S-0 Quarterly
administration of members meeting / Staff
the centre, etc. meeting

Note : U=Service Users or Their Family ~ S=Staff O=Other Interested Parties

Apart from the essential feedback collection procedures, the service units have to provide
simple, easy and convenient channels for service users to express their opinions. These
may include:

Daily contact ;

Focus group sharing ;

Opinion box ;

Emails ;

Letters, fax ;
«  Direct talk, phone calls, etc.

3.2. Management of Feedback from Service Users and Other Interested Parties
3.21  Follow-up
Feedback collected from the service users will be handled, discussed and followed up in
appropriate meeting/level. For example, case interview, staff meeting, mid-level staff
meeting, supervisors meeting, advisory committee meeting, etc. Any response and
follow-up action arises from the meeting(s) should be announced through official
channels set up by the service units. These may include members newsletters and notices
post up in the centre, etc. The collected information will be used as references in the
enhancement of service quality, amendment to service plans and staff training strategy.
3.2.2 Record and Confidentiality
Content of the feedback collected and the follow-up work shall be documented in writing
according to the requirements of the Service Quality Standards 3, 12, 14 and 15.
3.2.3 Response/Reply
In accordance with the request of the feedback provider and related privacy and
confidentiality policy (SQS14), appropriate response/reply is given to the person(s)
involved or the feedback provider. The procedure in handling the information and service
flowchart is accessible to service users.
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Flow chart on Management of Service User's Feedback

Staff receive service user's
feedback on service performance

Categorization : Is it a complaint? Handle in accordance to
(refer to SQS15) Yes SQS15
No

Decide the priority, level of follow-up,
responsible personnel and timeframe

handled and replied in appropriate meeting/level.

Taking into account the request of feedback provider and practical
circumstances and necessity, cases will be discussed, followed up,

Record keeping storage according to
needs
( Refer to Service Quality Standards

Date of Review and Revision: 13 April 2023
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**|f you cannot use the hyperlink to get the form directly, please copy the link to your browser and open

it**

** If downloading the form, please use the PDF format for the convenience of saving the format**
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