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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.
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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. )
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