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Caritas Youth and Community Service
Service Quality Standard 11

11.1 Policy and Procedures in Assessing and Meeting Service Users' Needs

1. Obijective of Policy

The policy is formulated to ensure service users can receive timely and

appropriate service to achieve the mission of the service.

2. Rationale

Through continuous assessment of service needs and holistic planning, the

service unit can meet the needs of the service users and make best use of

available resources.

3. Policy

3.1

3.2

3.3

3.4

3.5

3.6

Regular Assessment

The service unit should carry out regular assessment of service users' needs,
formulate service plans and evaluate work progress so as to allow the
service to respond to changing circumstances and fulfill the service users'

needs in time.

Update Records of Service Users and the Community
Records of the service users and the community are updated to reflect

changing circumstances and needs.

Service that Matches Users' Capacity
The service unit needs to have understanding of the capability and measure
of the service users to ensure that the formulated plans are within the

capacity of the service users.

Set Priority for Early Intervention
The service unit has to assess, list out and prioritize the needs of the service
users. Service should be provided as early as possible while resources

permit.

Engaging Service Users in the Assessment
The service unit should provide full information of the service plan to the
service users and community members and encourage them to express

their views and expectation.

Records of Assessment and Review
The service unit should document and keep a full record of the needs
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4.

assessment, service delivery progress and review results.

Methods and Procedures in Assessing Service Needs

4.1

4.2

4.3

4.4

The service unit should systematically collect data of the community and
service users to provide a basis for community analysis. The data should
be updated regularly.

Assessment of service users' needs is a continuous process. Each service
unit should carry out at least one overall needs assessment during the year
and formulate the annual plan accordingly.

The service unit should carry out annual review to evaluate the degree and
effectiveness in achieving the objectives.

The service unit should evaluate the progress of all services during the
routine unit meeting to ensure timely response to changing needs and

circumstances.

Engagement of Service Users in Needs Assessment and Programme Planning

5.1

52

53

54

5.5

5.6

The service unit to actively carry out regular assessment of community
needs and solicit views from the service users.

Organize annual general meeting to collect feedback of service users on
the service.

Set up opinion box to receive feedback from service users and community
members.

Advertise the above measures in the newsletters of the service unit to
encourage service users and community members to freely express their
views.

The service unit should provide regular updates of the service plan to the
service users.

Carry out annual survey of users' opinion on the unit service.

Methods and Procedures in Service Planning

6.1

In making the service plan, the service unit has to follow the procedures
below:

Assess and prioritize the needs of service users/the community

Formulate objectives of the service

Formulate the strategies/methods in implementing the service and the
service plan

Set down clear expected results/indicators/effectiveness

Devise the basis of evaluation/assessment

List out the required resources
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6.2  The service plan may target individuals, families, groups, or the whole
community

6.3  An overall yearly plan, routine unit meetings and planning of the daily
operation should be included.

7. Records
7.3  The minutes of the service unit meetings should briefly and accurately
record the related needs assessment, work plan and review.
7.4  All service units should keep full record of the documents of the annual

planning and review.

Date of Review and Revision: 4 January 2024



