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Caritas Youth and Community Service

Service Quality Standard 12

12.5 Notification Procedure of Change in Service Arrangement

1. Principle

1.1

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
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2.2
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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 staft 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.
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