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Caritas Youth and Community Service

Service Quality Standard 10
10.4a Standard for Using and Withdrawing from Case Service
[only applicable to Children and Youth Centre,

Integrated Children & Youth Services Centre and Community Centre]

Purpose of the Policy

1) To let target service users have a clear understanding of the procedure on accepting
and withdrawing from case service;

2) To let staff members have a clear knowledge of the procedure and criteria for the
provision of case service.

1.1
1

2)
1.2
1)
2)
3)

4)

2.1
2.1.1
1)

2)

Target Service Users

Eligibility conforming to the use of Case Service

Children and Youth Centre, Integrated Children & Youth Services Centre:
Children and youths and their parents (including members and non-members)
Community Centre:

People of the community (including members and non-members)

Criteria for the Determination of Priorities

Responsible staff need to consider the various factors listed below so as to
determine the priorities of the target service users.

the urgency and crisis level of the target service users problem

willingness to accept the provision of service by registered social workers and
welfare workers

lacks the support of other social systems

able to maintain contact

Case Service

Using the Service

Procedure on becoming a Service User

Staff on duty to interview or respond to calls instantaneously. Where the
working staff found that the target service user has a need, counselling could be

provided on target service user’s will. The service user shall reply to the
confirmation verbally or written (Form_sgs10.4a_01e).

The staff refers to the priority criteria in 1.2 above and the nature of the problems
listed in the "Case Information Form" (SQS3.7/Forml) (see Service Standard
3.7) to assess the situation of the help-seeker before filling in the "Case
Information Form™ (SQS3 .7/Forml) and submitting to the supervisor for
approval to decide whether to provide individual case services for help-seekers.
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3)

4)

After interviewing the case subject or responding to a case telephone call, the
responsible staff would notify the case subject the follow-up situation (admit,
refer or reject) within 3 working days.

If the case service application of the help-seeker is accepted, the staff will
discuss the case work plan with the client. Afterwards, according to the
procedure and time limitation of "Service Standard 3.7", the staff would write
the "Counseling Service Case Strategy and Plan” (SQS3.7/Form2), analyze and
evaluate the needs of the case in detail, formulate an intervention plan, submit
it to the supervisor for approval, and officially begin providing case service.

(Referral case)

5)

6)

7)

8)

9)

Unit accepts referral of cases, which satisfy our service criteria, from other
agency/referrer. In the case of referral agency, the referral agency must obtain
the consent of the referee before the referral and complete the "Agency Case
Referral Form" (Form_sqs10.4a_2e) and return it to the unit.

Upon receipt of the referral, the unit would arrange a social worker to contact
the referring party within 7 working days in order to get an understanding of
situation of the referee being referred and to access whether to admit the referral.
If it is defined as an unsuitable referral, the social worker should try to provide
other service information to the referrer.

If it is defined as a suitable referral, the unit would arrange social workers to
contact/interview the referee within seven working days in accordance with the
procedures and criteria in (1-3) above to understand the situation of the referee
and evaluate whether to accept this referral.

If the referral is accepted, the case would be followed up according to the
procedure (4) above.

Progress would be explained to the referring party within 14 working days after
receiving the referral.
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2.1.2

1)

2.1.3
1)

2.1.4
1)

2.2
221
1)

2)
3)
4)
5)

6)
7)

2.2.2
1)

Rights/ Procedure of a Service User to know of his/her Becoming the
Subiject of a Case

After interviewing the case subject or responding to a case telephone call, the
responsible staff would notify the case subject the follow-up situation (admit,
refer or reject) within 3 working days. If the service user has any comment
regarding the follow-up situation, he/she can contact the Centre Supervisor
within 3 months (specify the telephone number).

Rights of a Service User to obtain Personal Data
Service user can request for his/her personal data and personal case record from

responsible staff (See “The Personal Data (Privacy) Ordinance”).

Procedure for a Service User to Obtain Personal Data

Service User can apply for access to, amendment of, or obtain personal related
data through the Centre Supervisor. Applications must be made in writing,
and the Unit would response within 40 days (See “The Personal Data (Privacy)

Ordinance”).

Withdrawing from Service

Criteria for Agency to Terminate a Case Service

Responsible staff lost contact with the case subject for three months, the case
can be closed.

The goals have been reached.

The service user constitutes a danger to the responsible staff or other persons.
If the service user adopts a non-cooperative attitude.

If the service user requests to withdraw, responsible staff must discuss with the
service user in detail the reason for withdrawal, and try the best to provide
choices of other services to the service user.

The service user is no longer eligible for the service.

If the responsible staff cannot follow up the service user easily subject to the
change of conditions (e.g. graduation, imprison, migration, death etc.), the case
can be closed.

Procedure for the Agency to Terminate a Case Service

If a responsible staff initiates a case service termination procedure, the
responsible staff must make a detailed assessment of the case and submit a
report to the Centre Supervisor, and terminate the case only after consent. The
responsible staff must contact the service user as soon as possible, and try the
best to provide choices of other services to the service user.
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223
1)

2.24

1)

225
1)

2.2.6
1)

227
1)

2.2.8

1)

Rights of Service User to Request Termination of Service

Service user can withdraw from the service at any time.

Procedure for Service User to Request Termination of Service
Service user must contact responsible responsible staff and just inform staff of
the intent to withdraw.

Criteria for Referring of Case Service
After getting to understand the problem of the case subject, if the responsible
staff found that the service requested by the case subject is not those that could

be provided by this Unit, other suitable services could be suggested to the case
subject in order that the case subject could get appropriate assistance.

Procedure for Refering of Case Service
Where a case subject being handled has a need for referral, the Social Worker-

in-charge has to be informed. Responsible staff must explain clearly to the
service user the matter of the referral, let the user know that he/she has the right
to choose whether to accept the referral, and only after obtaining his/her verbal
or written consent and authorization can the referral and transfer of personal
data (the relevant procedures and "Written Case Referral Consent” (SQS
14.4/Form1C) (See Service Quality Standard 14.4 for details). If the responsible
worker considers terminating a case, should discuss again with Centre
Supervisor whether to terminate or continue with the case. If finally worker
decides to terminate the case, worker needs to inform service user.

Rights of Service User to Obtain Personal Data After Termination of Case
Service user can request for his/her personal data and personal case record from

responsible staff (See “Divisional Guidelines on Personal Data (Privacy)
Ordinance”, 5 January 1998).

Procedure for Service User to Obtain Personal Data After Termination of
Case Service

Service User can apply for access to, amendment of, or obtaining personal
related data through Centre Supervisor. Applications must be made in writing,

and the Unit would respond within 40 days (See “The Personal Data (Privacy)

Ordinance”).
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Consent Form for Acceptance of Case Service  (Form_sgs10.4a_0Ole)

Form_SQS104a_
01e.pdf

Agency Case Referral Form  (Form_sgs10.4a_02e)

Form_SQS10.4a_
02e.pdf

**|f you cannot use the hyperlink to get the form directly, please copy the link to your
browser and open it**

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

Date of Review and Revision: 4 January 2024
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Caritas Youth and Community Service
Service Quality Standard 10

10.4c Procedure for Entering and Exiting Service [ Medical Support Service]

[Caritas Hugs Centre]

Service Target
Cases and potential service users of our center

Access to Services

The application procedure for medical support services is divided into two streams.
1, the responsible social worker make referral to the nurse; 2. the responsible social
worker directly arranges.

A. Process 1

1.

After the applicant is assessed by the social worker, s/he will be referred to
the nurse for comprehensive health assessment and basic body check;
Appropriate medical services will be arranged by nurses, including: doctor’s
consultation and diagnosis, physical examination, dentist, Chinese medicine,
specialist outpatient referral, physical therapy, occupational therapy and
clinical psychologist counseling services, etc.;

If the applicant undergoes a body check, service user’s signature on
"Consent to Receive Medical Services" is needed, and parent consent is
needed for under 18;

The nurse accompanies the service user to various examinations and
diagnosis and treatment, update the service user's progress in the "Nursing
Progress Form" and file the service user's "Treatment Plan Form" (if
applicable) when necessary;

After receiving medical support services, service users fill a "Medical
Service Evaluation Questionnaire" (voluntarily basis) for statistical and

recording purposes.

B. Process 2

1.

Service users make a request and social workers make referrals and
arrangements after assessment;

If the applicant undergoes a body check, service user’s signature on
"Consent to Receive Medical Services" is needed, and parent consent is
needed for under 18;

social workers accompanies the service user to receive relevant medical
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services, the services include: family doctor consultation and diagnosis,
physical examination, dentist, Chinese medicine, specialist outpatient
referral, physical therapy and occupational therapy, etc.;

4, After receiving medical support services, service users fill a "Medical
Service Evaluation Questionnaire" (voluntarily basis) for statistical and

recording purposes.

I1l.  Withdrawing from Service
1. Service users can request to withdraw from the service at any time
2. Each user who participates in the medical support service will automatically
withdraw from the service at the end of the fiscal year; the nurse will also
review the service status of each service user and fill in the "Review/Service

Termination Form".

IV. Re-entering the service
If service users want to receive services again, they can contact their social worker,
and the procedure is the same as that of applying for services for the first time.

V. Fee Policy

Nurse assessment and initial medical consultation/diagnosis are free, subsequent
charges are based on the cost of medical services.

Date of Review and Revision: 4 January 2024



