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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

1.1

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

23

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
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® Regular newsletters of long-term groups or members groups

® 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.
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