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Standard

All the services provide by Share & Care Community Services Group Inc must be delivered in a manner consistent with Share & Care Community Services Group Policy and Practice Manual.  Employees should always be aware that consumers are the focus of Share & Care Community Services Group and services are provided solely to meet the needs of consumers.  Each consumer is an individual and all consumers have different needs according to their age, gender, cultural background, and life circumstances.  Other principles underlying our approach to service delivery are to:

1. Provide Information to Consumers
Share & Care Community Services Group believes that people have a right to make choices in their own lives.  The provision of timely and appropriate information will aid in this. In addition, consumers are free to access any information about themselves which Share & Care Community Services Group might have.

2. Provide Options

Employee should not assume that they know what service would be best for or preferred by a consumer.  Employee should always present with a range of options, and take account of the consumer’s preferences.  Services should be tailored to suit the consumers’ needs as well as being responsive and able to be modified to meet changing consumer needs over time. 

     Options may include choices of:

· another Share & Care Community Services Group service or other community service;

· day and  / or time service;

· service provider / Carer
In presenting options it is important that the consumers do not feel under pressure to make a decision. 

3. Encourage Feedback

Obtaining feedback from consumers is important in ensuring that on an individual level, services are continuing to meet consumer needs which may change over time, and on a more macro – level to obtain information that will be useful for service planning.  However consumers tend to provide very little formal feedback on the service.  For this reason employees are requested to obtain informal feedback from consumers and to provide varied and frequent opportunities for consumers to give feedback.  Consumer feedback should be passed on the person responsible for the Program Manager.
Opportunities provided for informal feedback includes;

· Informal;

· All employees talk individually with consumers;

· Volunteers accompanying on the bus;

· Discussing Share & Care Community Services Group services and future plans informally with consumers on outings and at social gatherings.

· Encouraging consumers and their Carers to talk on a one – one basis about their needs and their services provided.

· Formal;


Mechanisms for formal feedback are detailed under Planning and Evaluation in the Service Management section of the Manual. These include use of;

· A consumer questionnaire;

· Consumer telephone survey;

· Information on consumer complaints/ disputes.

Employee feedback concerning difficulties with the service, ways to improve the service or positive feedback on specific aspects of the service should be briefly recorded in writing and reported to the Program Manager and the Chief Executive Officer. 
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