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SQS12.1

Caritas Youth and Community Service
Service Quality Standard 12

12.1 Respect of the Service Users' Rights to Make Informed Choices Policy

1.

Objectives

1.1

To set up guideline for service unit staff to ensure timely information is
accessible to service users about operations which affect the services
received by them.

1.2 To ensure that the staff is clear about the procedures to uphold the rights of
the service users in making informed choices and decisions about the
services they receive.

1.3 To ensure that service users and their family are aware of the above rights
and related procedures.

Rationale

The basic rationales of the above policy and procedures are as follow:

2.1  The service unit is to ensure respect of the service users' rights.

2.2 The service users should be provided with opportunities, if appropriate, to
make informed choices and decisions about the services they receive.

Policy

3.1 A guideline is set up to allow service users to be informed about
arrangement and changes on the operation of the service unit.

3.2 The service unit follows the guideline to provides first time service users
with information and their rights in participating in the unit's
services/activities.

3.3 Asetof procedures are established to ensure the staff is clear about and can

effectively implement the rights of the service users in making informed
choices.

Date of Review and Revision: 1 April 2023
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Caritas Youth and Community Service
Service Quality Standard 12
12.2 Guide on Respect of the Service Users' Rights to Make Informed Choices

Implementation

1. Foreword

The Implementation Guideline on "Respect of the Service Users' Rights to Make
Informed Choices of the Service They Receive™ ("The Guideline™) aims to assist the staff
in implementing the policy to fulfill the requirements of the Service Quality Standard 12
issued by the Social Welfare Department.

2. Implementation Guideline
2.1 Changes in the Centre's Operation

2.1.1 Definition of the Centre's operation:

2.1.1.1 Core information on the daily administration and operation of the Centre, which
includes: opening hours, venue changes, facility maintenance and update of
information.

2.1.2 Record keeping of notification of changes in the Centre's operation

2.1.2.1 In accordance with the above definition, changes concerning the daily operation of the
Centre will be announced by the service unit and the notice will be kept in record.

2.1.3 Arrangement of changes in the Centre's operation:

2.1.3.1 In cases of planned changes of the Centre's operation, the service unit will notify the
affected service users/related parties through an appropriate channel one week in
advance or within the shortest, reasonable time.

2.1.3.2 In cases of emergency (which immediately affects the Centre's operation), the Centre's
Head / Social Work Supervisor will notify staff of the service unit one week in advance
or within the shortest, reasonable time. The staff in charge will inform the affected
service users/related parties through an appropriate channel one week in advance or
within the shortest, reasonable time.

2.2 Changes in Service

2.2.1 The staff in charge will inform service users according to the established procedures on
the basic information related to the service and service operation or other related
information. This is to ensure that the service users are aware of the detailed
arrangement and can make informed decision before accepting the service.

2.2.1.1 Procedure on the service users' choices and rights of being informed on the Centre's
service (Please refer to the Procedure on The Service Users' Choices and Rights of
Being Informed.)

2.2.2 In case of change in service arrangement, whether it is planned or happened as
emergency, the staff in charge should inform the affected service users/related parties
through an appropriate channel one week in advance or within the shortest, reasonable
time. If situation permitted, suitable alternative service options should be provided.

2.2.2.1 Notification procedure of change of staff in-charge ( Please refer to the Notification
Procedure of Change of Staff In-Charge. )

2.2.2.2 Notification procedure of change in service arrangement ( Please refer to the

Notification Procedure of Change in Service Arrangement. )

Date of Review and Revision: 1 April 2023
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Caritas Youth and Community Service
Service Quality Standard 12

12.3 Procedure on the Service Users' Choices and Rights of Being Informed

1. Principles

11

1.2

The service users should be clear about the basic information and their
rights of using the service before they accept the service for the first time.
Before delivering the service, the staff should through any channel notify
the service users in advance on the detailed information of the service to
ensure that they are aware of their rights and options.

2. Arrangement for first-time or new service users

2.1

2.2

2.3

Before delivering the service for first time users, the centre's staff should,

one week in advance or within the shortest, reasonable time, give the

service users the service information of the staff in-charge for future

contact.

"Notice to Members" will be given to the service users when they apply for

membership of the Centre.

To allow the service users to make informed choices, the staff should before

the start of any programme/course announce through the following

potential channels the confirmed information (such as date, time, venue,

target participants, charge, application and enquiry, content, and

staff/instructor in-charge, etc) one week in advance or within the shortest,

reasonable time. The channels include:

® Publications of the service unit

® Appropriate organization activities

® Programme introduction in courses/meetings

® Advisory committee meetings or general members meetings

® Pamphlets and posters of individual programmes or programmes

schedules

® Display panels or leaflet distribution in outdoors exhibition or street
station

® Pamphlet shelf in the lobby of the service unit or notice boards in the
service unit

® Direct contact of the staff with service users, past members or
interested parties

® Regular newsletters of long-term groups or members groups
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@® Notice or invitation letters to parents/legal guardians of service users

3. Options of Case Services/Courses and Programmes
3.1 If service users inquire on the case services/similar courses and

programmes provided by the Centre, the staff should deliver information on
the specific service and encourage them to obtain more information from
the staff of the service unit so as to make an informed choice.

Date of Review and Revision: 1 April 2023
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Caritas Youth and Community Service
Service Quality Standard 12
12.4 Notification Procedure of Change of Staff In-Charge

1. Principles
1.1 Incase of staff change, whether it is planned or happened as emergency, the

affected service users/related parties must be informed one week in
advance or within the shortest, reasonable time.

1.2 The staff in-charge should explain to the service users in an objective
manner the reason of staff change and the referral procedures.

2. Procedures
2.1 Under the following circumstances, the service users will be followed up by
other staff members :

2.1.1  Staff transfer/leave/internal post reorganization

2.1.2  Inaccordance with specific needs of the service users, the service
unit will arrange other appropriate staff to follow up.

2.2 When the staff in-charge encounters the above circumstances :

2.2.1  The staff will first consult the service user and discuss with the
unit head/Senior Social Work Supervisor of suitable arrangement.

2.2.2  The staff should explain in details to the service user the possible
effects of staff change.

2.2.3  Ifthe service user refuses the arrangement, the staff should explain
and offer alternative options, such as other organizations in or
outside the district that provides the related service, or a temporary
suspension of receiving the service.

2.2.4  If the service user accepts the arrangement, an internal referral can
be made according to the agreement of both parties.

2.2.5 If the service user refuses the arrangement, and choose to stop

receiving the service, the service unit has to carry out the
procedures of the user leaving the service. ( Please refer to SQS
10.)

Date of Review and Revision: 1 April 2023
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Caritas Youth and Community Service
Service Quality Standard 12

12.5 Notification Procedure of Change in Service Arrangement

1. Principle

11

In case of change in service arrangement, whether it is planned or happened
as emergency, the staff in charge should inform the affected service
users/related parties through an appropriate channel one week in advance or
within the shortest, reasonable time. If situation permitted, suitable
alternative service options should be provided.

2. Procedure

2.1

2.2

2.3

2.4

2.5

Before the programme or course is held, if there is any change in the
activity/date/time/venue/charge/target participants/instructor, the staff
in-charge should notify the participants through an appropriate channel
(such as notice, correspondence, email, telephone, or media broadcast, etc)
one week in advance or within the shortest, reasonable time.

If it is an emergency (e.g. power outage), and there is insufficient time to
notify service users on the cancellation or change in the meeting/activity,
the service unit has to arrange a staff on duty to explain to the service users
of the situation, and if possible, any updated arrangement of the service.

In the cases of activity change, the staff in charge of the course/programme
should notify the department staff or staff of related department and the
Centre's Enquiry Office staff one week in advance or within the shortest,
reasonable time to answer related enquiries in consistence.

If the service has to be suspended for a period of time due to special
arrangements such as co-workers camp or dealing with emergency, the unit
head/social work supervisor needs to notify all staff one week in advance or
within the shortest, reasonable time. Notice or leaflets have to be
delivered/placed/put up one week in advance or within the shortest,
reasonable time to notify the service users or related groups in the district.
If the service unit changes the address or telephone number for relocation or
other purpose, notice or leaflets have to be delivered/placed/put up one
week in advance or within the shortest, reasonable time to notify the service
users and related groups and service units in the district.

Date of Review and Revision: 1 April 2023



