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QS 10.1

Caritas Youth and Community Service
Service Quality Standard 10
10.1 Policy on Application for and Withdrawal from Service

In general, an application by a service user to accept service will be treated by
us on the principle of first-come first-served. However, due to factors like
certain basic requirements on the service user according to the procedural
content of individual service projects, quota of the activity, and the anticipated
demand for service from members of the public, procedures on application to
accept service by a service user will be set out additionally by some service
projects and will be stated in detail in promotion of that service project;

Our admission of a service user to accept service is based on the principle of
impartiality. If an individual service project is unable to admit a service user,
we would clearly explain to that applicant the reason for non-acceptance;

If circumstances permit, we would provide information on other suitable
services to the applicant so as to enable her/him getting other services. Where
there is a definite need from the service user, we would refer him to another
service unit for service application;

A service user can follow the procedures to withdraw from the service at her/his
own will.



SQS10.2

HHE T /D ML &R
ARBEZEBREE 10
10.2 EHRBHERF (2IEE kg 8| )

(—) RBHaTE -

1.1

1.2

1.3

1.4

1.5

AR ERAL (LU RREARAL) ARG EREIRGETE] - /Nl - JEE) ~ B
kg EgF (LIRS )

PRFFREE IR FHIHAVARE Z 51 - FirA BN BRI 30 s EHET T A B E(HAY
s o] DARNEF A7 88 > SRR sl pm B g 2 T4

PR BRGNS - ATA R R I AR ES) - T A AR R AL e T
&~ GUCHBREM R R EHERE (LUARIRE LI B
KA EAUE - 5 R AR

PrIFIR S B E i Eat eSS AR B AR B FE A - FrAa RS A2 DL
LA TR 48

GRS ERER RS TEAEA N nEZ R - FERFaEBass
ERFHEAREMRR  FETEFRE -

(Z) ERGHIRBEERHTHE

2.1

Bt kgEs (LN I0E) o DRIE AR B AR H RS A =R -
BB DT RS B TR/ (E TAERELART R L 5 - AR B ARE
e AREmESE > MgLfihemam b > BREETEITEHE
oTIE > REAIRZ P H NREIEHZE



SQS10.2

22 EABUNAERGENAREME > MSIE TS e Tz kB2 g &
TR b AL OR B BEANZ (i A\ L HURER - S5 R > I
TR THEEHTIE |

23 ERAEMERE - AI2IIE AR AR ES 2B

24 EFRRRANEREEE R EREBRE i s S IE T2 IR
NREAHERTT » 2008 Al BHRSIHM AR - IR E0 2 & Ry
s > 2hnEITR A ERREIES 2B - AR ZHHE—(EHNEREE
GBS

25 FETNIMERT » AEAA MHCHSIESNIRBHIVER - ESCCHTE

g

()  FEHAEREABEEHEATESMIRBATER |

Q) ERBFETIHE S I A SRR RS ST RS S5 - T AR
Bhay -

26 "H FEAFHFERDARBHA R B FEEEER o

(=) gREE - (RERAREERFEZEM)

AEHE B GFREHFER AT BERETEANI A —F  EANHIN - g8
AT LALAE T AR K M PR e R P R (E B RRRRE sk BEALR -+ E TIFER
AIHERAERA Z 5C8% - (HRESR 2 g BB AN #E -

(M) BERBETHIERSIERIRE

A BRI {181 ks 7 AR A A5 i B B T K - DAGREE T 7e 0 1 A B R 5
WA~ EHVIHE RS - IRV R B A R A s fE sk~ %
FOF A TR RERAE S PRESE  WHIA /D HIIRS S TR N TR e B R TR
RFfEI A (B e t& o6 TIER) Mg AR A LR MR ER - AR
ANEAFEGAIEIRAE - w R BRI A A BB AL T -



SQS10.2

(FREE / MEREANER HeERRBE) (Form_sgs10.2_01lc)

Form_SQS10.2_0
1cpdf

IR E B EGEIE R - ARG ENZ R E S EERC
TR > SBEM POF R > DUTERFRA



SQS10.2

BB/ DA Rt AR
ARFEYE REA 10
102 "SIUEEkEE ) BTRIZE

#4558 - DSSDP ~ /N - FF IR AR -
1 IR RIZEHE - BRI D s A
2. RISENEATN: - SECGEVSIEER (UARREETIRE)
3. WERG ARG MR  FRIEE « 5
4 HEEEANETRELTER P UM » BT R
5. IR R B ELE RIS -
v
v b O E R -
BHTE (R A TIERSKLARR 5 VIR ST TAERHA
I I RIS B
HiRfELE el v v
I I 3 e T
15
et || mmsmmems | |00 L
52 SRR
PEMEFRIOINL e )0 || emmpeas
v HLE > s S
R 30 7T I S e
ity BEIE | [ p— =
o Lm0 e || TR | e
‘ gt RECHER || s el
v v v v v
FRER AT IR AR BRERER - (FHT PR -

Caritas Youth and Community Service

6



SQS10.2

1)

1.1

1.2

1.3

14

1.5

(2)

Service Quality Standard 10
10.2 Procedure for Entering and Exiting Service
(Joining Programmes and Membership)

Procedure for Service Application

Services of this service unit (hereinafter called ‘this Unit’) include service
projects, groups, programmes, interest classes and membership (hereinafter

called ‘service(s)’);

Except services for which an application date has been specially specified,
application for all services organized by this Unit and which publicity has been
started, can be accepted immediately. Please go through enrolment procedures
at the Reception Counter.

Except for online registration activities, all activities that require
pre-registration must go through the registration procedures with the service
unit, pay the relevant fees/documents/photos/fill in the form (subject to the
indication of the relevant service) and retrieve the official receipt.

Except as specified in publicity materials of the service or having been
approved by the Centre Supervisor of this unit, applications through telephone
or reservation of places would not be accepted for any service.

If the service user is any way not satisfied with the application procedures,

please firstly discuss with responsible staff of the service. If the issue could
not be resolved, please go through the Complaint Procedures.

Procedure for Withdrawal from Service after Enrollment
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2.1

2.2

2.3

2.4

2.5

2.6

3)

A person who has enrolled and paid (hereinafter called ‘participant’) can notify
this unit the wish to withdraw from the service. However, an application
should be made not less than 6 working days prior to the commencement of the
service. If there are alternate applicants for the related activity on waiting,
alternate applicants would be arranged as replacement.  The person
withdrawing from the service is required to pay a handling fee of HK$30.00.
This unit will arrange refund of the paid fees within 1 month;

If there are no alternate applicants for the related activity, the participant can
recommend a person who satisfies the eligibility requirements of that service as
replacement. This unit reserves the right to admit that alternate person, and if
admitted, the participant is required to pay a handling fee of HK$30.00;

If there are no any alternate applicants, the participant could not withdraw from
the service and recover the paid fees.

If this unit needs to re-schedule service due to circumstantial changes, leading
to the service which the participant is to take part could not be held as
scheduled, the participant could opt to join other services and transfer the paid
fees to the new service. Participants could also opt for a refund of the paid
fees. This unit would arrange refund of the paid fees within 1 month;

Under the following circumstances, this unit could disqualify a participant from

taking part in a service and there will be no refund of paid fees:

(1) found by this unit for not satisfying the eligibility requirements of the
service after enrollment;

(2) the participant not complying with advice made by the responsible staff
of the service regarding the participant’s opinions and behaviour during
the conduction of the service.

Centre Supervisor could have discretion regarding representation of reasons
made by the person applying for withdrawal from Service.

Membership (not applicable to District Youth Outreaching Social Work
Team)
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(4)

Membership of this unit is valid for one year counting from the day of
application as a member. Within the period of validity, a member could
request to remove his membership personal data identification record. This
unit would delete all related records in conformance with the request within 12
working days. However, all membership fees paid would not be refunded.

Services Necessitating Interviewing the Participant Prior to the
Commencement of the Service

Individual service of this unit requires that an interview be held with the
interested person before the service so as to enable both parties to get a full
understanding of the content of the related service; expectations and rights &
responsibilities of each other. Responsible staff of the service will follow-up
or arrange an interview in not more than 12 working days upon receiving the
application form submitted by the interested person, and will notify the related
person whether to accept his application not less than 6 working days or in
reasonable time before the service being held (or on the 2nd working day after
the applicant’s enrollment). The related person can make a complaint to this

unit through established channels if he does not accept such decision.
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Remove Membership / Deletion of Personal Data Application Form
(Form_sqgs10.2_0Ole)

Form_SQS10.2_0
1e.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**

10
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Caritas Youth and Community Service
Service Quality Standard 10

10.2 ‘Joining Programmes and Membership’ Execution Flowchart

Enroll in Programmes, DSSDP, Groups, Special Service Projects:

1. Unless there is special arrangement, application through telephone or reservation of places
is not accepted,;

2. Complete the specified application form, submit documentary proof/ photo (as indicated by
the related service);

3. Check whether the applicant satisfies with the eligibility requirements of the related service,
such as age, academic qualifications;

4. Determine whether it is necessary for the applicant to be interviewed by Centre Staff, the
latter to decide whether to admit the applicant;

5.  Collect fees and issue official receipt.

v v

Withdrawal Procedure (Application to be made at least 6 working Centre Staff to interview
days ahead) applicant, notify the

applicant whether being
i i admitted at least 6

With Waiting List No Waiting List working days prior to the
¢ ¢ ¢ Service.
Waiting person Withdrawing person Withdrawing
as replacement recommend a person person not Y Y
satisfying the recommend- Admit Reject
l requirements of the ing others l,
Service as replacement,
Collect fees
Withdrawing Centre accents and issue
person pay ¢ ¢ official receipt.
handling fee of Withdrawing person pay Withdrawal If withdraw,
$30, paid handling fee of $30, paid not follow
enrolment fees enrolment fees to be accepted; procedures on
to be refunded. refunded. no refund the left
' ' ' v \

Not satisfied with enrolment procedure, firstly discuss with responsible staff of the service.
issue not resolved, to be handled in accordance with Complaint Procedures.

If

11
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Caritas Youth and Community Service
Service Quality Standard 10

10.3 Procedure for Entering and Exiting Service
[Group Service] *

[not applicable to District Youth Outreaching Social Work Team/ Hugs Centre /

(1)
1.1

1.2

1.3

14

(2)

2.1

2.2

Cyber Youth Support Team]

Procedure for Entering a Group

Go through the registration procedures with the service unit, such as submitting
supporting documents/filling in the form (subject to the indication of the
relevant service) and the service unit sending the application information to
responsible staff of the group;

Have an interview with the group or the responsible staff, stating each other’s
expectations and the applicant agrees with the related group’s objectives. (If
the group is a newly established group, social worker will be responsible for the
interview). When admitted by the group, applicant will become a group
member after his personal data is recorded by the group and the centre. If the
application is not accepted, responsible staff would explain the reasons to the
applicant;

For groups referred by external organizations, the service unit will consider and
assess if the relevant group matches with the service of the unit, and decide
whether to provide service;

We encourage persons who are interested in joining any group of this service
unit to apply and register as a member of this service unit, and to maintain a
valid membership while being a member of the group.

Rights of Members of Groups

Group members could obtain the counselling and assistance of responsible staff
in the development of group affairs;

Group members could apply for borrowing rooms and facilities from the unit
for the conduction of group affairs.

14
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(3)

3.1

3.2

(4)

4.1

4.2

4.3

()

5.1

Obligations of Members of Groups

Group members must attend meetings of groups and the various activities and
services organized by groups;

To take on duties assigned through group elections and meeting resolutions.

Procedure for Members to Withdraw from Groups

Members intending to withdraw from Groups must formally notify the Group
Representative In-charge and centre staff;

Except those individual groups which has special regulation, if a member has to
take leave for more than three months, he/she should make application to the
group and obtain approval, otherwise it would be treated as withdrawing from
the group. When that member wish to re-join the group, he must be treated as
a new group member;

If a group member violates the regulations of a group, his/her group
membership would be cancelled if so decided by group meeting and responsible
staff.

Period of Development of Groups
Each group can decide its period of development under the assistance of
centre’s staff. When a group reached the scheduled highest period of

development, it can convert into a self-programming group, and can also apply
to the Police Force for registration as an individual organization.

15
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(6) Termination of Groups (Groups will be terminated under one of the
following circumstances)

6.1 The group has completed its established goals;

6.2 The group initiates a request to terminate;

6.3 The group has reached the highest period of development;

6.4 If a group failed to fulfill its goals and plans or obligations, and had no
significant improvements after consulting Service Unit’s Staff, the Service Unit
could take initiative to terminate the group.

(7)  Procedure for Termination of Groups

7.1 A group could only be terminated by a decision made by 3/4 or more of all of
its members to disband during the group’s annual review or special meeting,

and after being agreed by the service unit;

7.2 A group must clearly account for the handling of its finances, and to complete
unresolved group affairs before its formal termination.

* This Procedure for Entering and Exiting Group Service does not apply to children

groups, outreaching social work service groups and community work service
groups.

16
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1)

11

1.2

(@)

2.1

2.2

3)
3.1

3.2

(4)

4.1

4.2

Caritas Youth and Community Service
Service Quality Standard 10
10.3a Procedure for Entering and Exiting Service [Group Service])

[Caritas Hugs Centre]

Procedure for Entering a Group

The responsible staff interview the group member to understand each other's
expectations and reach consensus on group goals. if one’s application is
accepted, the center will record their personal information and become a group
member. If the application is rejected, the responsible staff will explain the
reasons to the applicant.

For those referred by external organizations, the service unit will consider and
assess whether the person meets the criteria of services target and decide
whether to provide services.

Rights of Members of Groups

Group members can receive guidance from the responsible staff and participate
in center activities.

Group members can request to withdraw from the service at any time.
Obligations of Members of Groups
Group members are responsible for attending group activities and services.

The group members who want to withdrawal, should make a request to the
responsible staff.

Procedure for Members to Withdraw from Groups

If the group members loses contact for 6 months or more, s/he will be deemed
as withdrawal from the group; the center can terminate the services provided,
and deregister one’s group membership.

The group members are no longer eligible to receive service or the service
provided does no longer meet the needs of the group members.

19
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4.3
4.4

()

5.1

(6)

6.1

(7)

7.1

Group members become uncooperative or violate group rules.
Both the responsible staff and team members agree the original goal has been
achieved.

Period of Development of Groups

When the responsible staff terminates the group or deregister one’s group
membership, the responsible staff must assess the status of the group or group
members thoroughly (refer to the criteria in 4). Verbal consent from group
members is recommended. Group social workers need to submit the “Group
(Half year) progress and annual review form” to the supervisor/senior
supervisor for approval.

Procedures for members to withdraw from the group

The group members who make a request to the responsible staff, and the the
responsible staff will first understand the reasons for their withdrawal. Referring
to appropriate services if necessary.

Re-enter the group

If the person wants to re-enter the group, s/he can contact the responsible staff
of the group to arrange an interview. [Refer to 1.1 of the procedure for joining a

group]

20
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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/Form1) (see Service
Standard 3.7) to assess the situation of the help-seeker before filling in the
"Case Information Form™ (SQS3 .7/Form1) and submitting to the supervisor
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3)

4)

for approval to decide whether to provide individual case services for
help-seekers.

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)

2.13
1

2.1.4
1)

2.2
2.2.1
1)

2)
3)
4)
5)

6)
7)

2.2.2
1)

Rights/ Procedure of a Service User to know of his/her Becoming the
Subject 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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2.2.3
1

2.2.4

1)

2.2.5
1

2.2.6
1)

2.2.7
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_SQS10.4a_
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**
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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.
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Caritas Youth and Community Service
Service Quality Standard 10
10.5 Policy and Procedure on Application for and Withdrawing from
Service of District Youth Outreaching Social Work Team

Purpose of the Policy

1.1  To let target service user have a clear understanding of the policy,
procedure and criteria on accepting and withdrawing from case service.

1.2 To let staff members have a clear knowledge of the policy, procedure
and criteria for the provision of case service.

Target Service User

2.1  Youth aged between 6 and 24 years old who lingers in public places
(such as ball game fields, video game centres and fast food shops) with
problems and adjustment difficulties amongst peers, in the family,
school or at work, or who are vulnerable to the adverse impact of the
social environment.

Criteria for the Determination of Priority of Service

Social worker needs to consider the various factors listed below so as to

determine the priorities in the screening of target service user.

3.1 s situation of the target service user in accord with aims, objectives and
service nature of Outreaching Service?

3.2 is problem of the target service user one with urgency and having a
crisis?

3.3 s target service user willing to accept the provision of service by social
workers?

3.4 s the social worker able to maintain contact with the target service user?

Policy on Fees and Charges

Payment of fees are not required for accepting outreaching counselling service.
However, for activities such as visit, resident camping, BBQ, etc. held to tie in
with counselling work, fees will be separately charged according to the
financial capacity of the target service user and the cost of the activity.

Application to Receive Service
Most of those who receive outreaching service are met by social workers at
places where youths linger or gather. Qutreaching social workers invite these
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youths who have a need for service (according to the Criteria for Priority of
Service) to receive the service. The general public could also apply through
the following channels:

5.1

5.2

5.3

Direct Application: Person in need can make a telephone call to, or pay
a visit to the outreaching team to go through the application procdure
during office hours. The outreaching team would arrange immediate
interview by a social worker as far as possible to process the application,
and would notify the applicant the follow-up situation (admit, refer or
reject the application) within 7 working days. If the applicant has any
comment regarding the application result, he/she can reflect to the
Outreaching Team Leader concerned within 3 months.

Referral from Organisations: This outreaching team accepts referral of
cases, which satisfy the criteria for accepting outreaching service, by
other organisations. 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 outreaching team would arrange a social worker to contact
the referring party and the person being referred within 7 working days
in order to get an understanding of situation of the person being referred
and to access whether to admit the referral. Progress would be
explained to the referring party within 14 working days after receiving
the referral.

Upon obtaining approval of the outreaching team leader and the consent
of the target service user, outreaching social worker would establish a
personal file of the target service user and officially provide counselling
service to the target service user.

Termination of or Withdrawing from Service

6.1

6.2

6.3

Every half year, outreaching social worker would evaluate with the case
subject the progress and whether to terminate service. The case subject
could, at any time, make a request to the responsible social worker or
outreaching team leader to withdraw from service.

Before formally terminating counselling service for a target service user,
responsible social worker must consult the opinion of the outreaching
team leader.

Youth who had withdrawn from service can apply afresh to this
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outreaching team for service, if needed.

Criteria for social worker taking initiative to terminate service

Social worker must consider terminating case service under any one of the
circumstances listed below:

7.1

7.2
7.3

7.4

7.5

Age of the target service user no longer satisfies the eligibility to accept
service;

The goal of service has been reached,;

The needs of the target service user is no longer within the service
nature of the outreaching team;

The behaviour of the target service user constitutes a danger to other
target service user or staff members;

Social worker has lost contact with the target service user for 6 months.

Rights of Service User to Obtain Personal Data After Termination of Case

8.1

Service user can request for his/her personal data and personal case
record from the responsible staff (See “The Personal Data (Privacy)

Ordinance”).

Procedure for Service User to Obtain Personal Data After Termination of

Case
9.1

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”).

42



SQS 10.6

HHE R D RIS
ARFEZEBEE 10
10.6 $8_EFFTIRR T HER OB HIRBBUR M2 T

1. BEERE®
1.1 EIREESER T2 FORHEENECE ~ 2R K EER]
1.2 EREEREIH ORI E R ESR ~ 127 REA

2. MRBHH

6 % 24 Bk JEENE L HABERRAE VE > T e & T AR
TERYIREE - sURTREAIRSEEIT R - St e gz s B et B s bk
W H A

3. MRBHIESE PR E AR

HELFEHE MIRHENR - UAEBUIIRSS S RAE K
3.1 WBHERAELE SR EIRBH R EEERE - IRBIEE
32 MBHRHIMERE G BEATUINEREEN:

33 IRBHREGBERZIE TR |

3.4 TR AT DS B SR e rer 1A -

4. UCEBUR
B2 ERS AR ER - B AEHE TEMmMBRES) - FlasE - 5 -
JEe)es S A2 AR 75 S SR AR IR BE 0 S BB R AT S TURE -

W

5. AR

5.1 KREMyRR B2 B E Bt TR bt SO EBmiastny - 1 TR @
SR PR DIBER B e A IR R LN H DR IR

52 AHFEATE/VEINAEN Whatsapp BCHAGE B ABREASTRIRATIE T I
tH RS HER

5.3 PERZERNC ~ tHAEURE - ttEERE KRR ZE T - SORBGR LR TAETE T
TER NS EES E » DA B IR0 S 2 A e -

54 WFFEMEZEEAE > sTETHZERER o (TR RE RN 3R - [F
R 7 2 BRI BB HFE > AWRAEHE LEE A LEE Face
Sheet * #EXX 1R » (EZE & S SE S EEREITEAL  FHSEHRAREZELER
Gt o (EZE4RSINE LIRSS Face Sheet I Z:4% HH B4

43



SQS 10.6

6.
6.1

6.2
6.3
6.4

7.

ISR T AR

B AL TR EhnaT R R RS B IRES; (EARHEZE T RE R
TR FETR TR HARBHIEK -

FE U I —(E RS S R AVEE R S A R TR SR EERER, -
ERHIRBHEVE - AFE - B RS ER RS -

fosm AR~ URBURMIRTS - 1L THVALE CMS HHE RS AHRBHHYZRA -

R EEhE sy e

FENTHET—REER T 1t TR A E AR

7.1
7.2
7.3
7.4
7.5

R EREAFRGRZIRBER |

s IR EE

R RATR R A SRR IR IEE PAA

RS S SR T R LA s S SR Bl SRR e B
(L TR B SRR Rlds N E A -

SR TR 55 58 FH 2 e 8 S 26 12 ko5 (5 F B U s A A
PR (50 P 2 AT 1) T AF SR B AV R R (A (B ZE4C k(S EHE A B R
=) RB)

AT RS (o FH 2 R a3 A 8 AR s (5 - FE U B A

B (s ml [ R A BB HRR AR ~ BRI A R E R HHLE
T S > BRI RO H AR e (2R (8 B FARR) FRBT)

44



SQS 10.6

Caritas Youth and Community Service
Service Quality Standard 10
10.6 Policy and Procedure on Application for and Withdrawing from
Service of Cyber Youth Support Team

Purpose of the Policy

1.1 To let target service user have a clear understanding of the policy,
procedure and criteria on accepting and withdrawing from case service.

1.2 To let staff members have a clear knowledge of the policy, procedure
and criteria for the provision of case service.

Target Service User

Those youth aged 6 to 24, who are active on the internet and in need of
professional counselling service in their growth. They may encounter
developmental adjustment, emotional or behavioral problems and are

manifesting or engaging in various at-risk behaviors in the Internet.

Criteria for the Determination of Priority of Service

Social worker needs to consider the various factors listed below so as to

determine the priorities in the screening of target service user.

3.1 s situation of the target service user in accord with aims, objectives and
service nature of Cyber Youth Service?

3.2 is problem of the target service user one with urgency and having a
crisis?

3.3 s target service user willing to accept the provision of service by social
workers?

3.4 isthe social worker able to maintain contact with the target service user?

Policy on Fees and Charges

Payment of fees are not required for accepting counselling service. However,
for activities such as visit, resident camping, BBQ, etc. held to tie in with
counselling work, fees will be separately charged according to the financial
capacity of the target service user and the cost of the activity.

Application to Receive Service

5.1  Most service users are identified and engaged through social media on
the internet. Our social workers would invite them to receive
counselling service according to the  Criteria for the Determination of
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5.2

5.3

5.4

Priority of Service.

The youth in need of our service may contact our social workers through
Whatsapp or other channels on the internet to ask for service.

Schools, social service centres/community bodies and parents may
transfer/refer cases to the Support Team for service. The Support Team
will assign a social worker to contact the referrer and decide whether the
case is suitable for follow-up with 7 working days.

If the potential client is eligible for service, the social worker may start
the procedure of opening a case. The social worker should talk to the
potential case about his/her right and obligation to be a case of the
Support Team, and the consent of the service user has been granted.
After that, the social worker would fill the Face Sheet in the Case
Management System(CMS) and ask approval from the Senior Social
Work Supervisor of the Support Team. Upon obtaining approval of the
Supervisor, the case is established and case number is generated by the
CMS.

Termination of or Withdrawing from Service

6.1

6.2

6.3

6.4

Every half year, outreaching social worker would evaluate with the case
subject the progress and whether to terminate service. The case subject
could, at any time, make a request to the responsible social worker or
the Supervisor of the Support Team to withdraw from service.

Before formally terminating counselling service for a target service user,
responsible social worker must consult the opinion of the Supervisor of
Support Team.

The youth who had withdrawn from service can apply afresh to this
Support Team for service, if needed.

No mater half year review, termination of or withdrawing from service,
the responsible case worker should fill the related from(s) in the CMS.

Criteria for Social Worker Taking Initiative to Terminate Service

Social worker must consider terminating case service under any one of the

circumstances listed below:

7.1

7.2
7.3

Age of the target service user no longer satisfies the eligibility to accept
service;

The goal of service has been reached;

The needs of the target service user is no longer within the service
nature of the outreaching team;
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7.4  The behavior of the target service user constitutes a danger to other
target service user or staff members;
7.5  Social worker has lost contact with the target service user for 6 months.

Rights of Service User to Obtain Personal Data After Termination of Case
8.1  Service user can request for his/her personal data and personal case
record from the responsible staff (See “The Personal Data (Privacy)

Ordinance”).

Procedure for Service User to Obtain Personal Data After Termination of

Case

9.1  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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