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FEEDBACK ON SERVICE UNIT’S PERFORMANCE

School Social Work Unit

1. School Social Work Unit (this Unit) is committed to provide preventive, developmental and remedial services to students in our serving schools who have difficulties in relation to their academic, social and emotional development.  We seek to assist them to solve their personal and family problems and to make maximum use of their educational opportunities and prepare them for adulthood.

2. This Unit ensures that service users, staff and other interested parties are well informed about issues affecting the service and aware of their rights to voice their opinions and give feedback on the service performance.

3. This Unit devises easily accessible means by which service users, staff and other interested parties may give feedback on the service performance.  This Unit will inform the service users, staff and other interested parties about the response given in relation to their feedback.

4. This Unit will conduct regular exercises to seek feedback, opinions and other information on its performance.  These exercises will be structured in such a way as to encourage participation of our above-mentioned customers.  This Unit will endeavour to provide any necessary support to our customers to facilitate the feedback process.

5. Information generated through the feedback mechanisms will be used in a constructive manner to continuously improve the service and the overall performance of this Unit.

6. The following terms are such defined:

Service users

Currently registered students and their family members of our serving schools



Our interested parties

The school personnel of our serving schools



Serving school

We have four serving schools:

i. King Ling College
ii. TWGHs Lui Yun Choy Memorial College
iii. Lok Sin Tong Yu Kan Hing School
iv. NG Wah College



Our customers

Including service users, our interested parties and staff

DATE:




This policy of SQS 6.2 is created on __________.

DISTRIBUTION:


This policy will be widely publicized to our customers upon its creation.  Subsequently, copies of this policy will be placed in office and workplace of our school social workers for easy reference of our customers.  

REVIEW:



This policy will be reviewed annually at this Unit's staff or special meeting.  Our customers' comments on this customer feedback policy and procedures will be collected and taken into consideration as far as possible for continuous improvement of these policy and procedures of customer feedback.
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PROCEDURES FOR FEEDBACK ON PERFORMANCE OF

SCHOOL SOCIAL WORK UNIT

1. Introduction

The following procedural guidelines describe the operation of our mechanism for obtaining feedback from our service users, interested parties and staff on this Unit's performance and for responding to their feedback.

These guidelines touch upon five main aspects:

i) communication of key information;

ii) channels available for receiving feedback;

iii) support to our customers to give feedback; 

iv) channels available for customers to know the responses given; and

v) management of the information received.

2. Feedback from service users


Service user

1. Communication of key information


Type of information customers would like to know
· service objective (SQS 1)

· service content (SQS 1)

· roles and duties of SSWker (SQS 4)

· planned activities and schedule

· how to enter and exit service (SQS 11)

· channel for receiving customer’s feedback and complaint and knowing the responses given (SQS 7.4, 18)



Schedule and ways for regular dissemination of information
· A set of SQS service document be made available at workplace of SSWker for customers’ reference

· Selected and simplified version of SQS service document being posted up at office and workplace 

· Leaflets on SQS and groups or programs distributed to service users through on-going promotional efforts, e.g. individual counseling sessions, group activities, orientation day, parents’ day and mass programs



2. Channels available for receiving feedback
· Customer liaison group being conducted at least once every 3 months

· Invitation to provide feedback upon completion of groups or programs e.g. by verbal means or questionnaires 

· Invitation to provide feedback upon normal exit of casework service

· Telephone to Unit i/c or DSWO(KT)

3. Support to customers to give feedback
The accessibility and convenience for customers to give feedback are ensured through the following ways

· SSWker adopts stationing mode and “open door policy”  to customers

· Invitation to feedback on service and performance are being initiated upon completion of casework service, group or program



4. Channels available for customers to know the responses given
· Customer liaison group meetings

· Group or program sessions 

· Contact with responsible school social workers

· Telephone to Unit i/c or DSWO(KT)



3.
Feedback from interested parties

Interested parties

1. Communication of key information


Type of information customers would like to know
· service objective (SQS 1)

· operation of service

· roles and duties of SSWker (SQS 4)

· program plan and schedule

· services rendered to students, relevant statistics and reports on student situation

· channel for receiving customer’s feedback and complaint and knowing the responses given (SQS 7.4, 18)



Schedule and ways for regular dissemination of information
· A set of SQS service document and operational manual be made available at workplace of SSWker for customers’ reference

· Selected and simplified version of SQS service document being posted up at office and workplace 

· Leaflets on groups or programs distributed to service users being copied to Guidance Team Leaders

· Through formal or informal platforms e.g. teachers’ staff meetings, training day, consultation service etc.

· Formal or informal visits/contacts of Unit i/c 

· Annual service evaluation meeting with school principal and/or Guidance Team Leader



2. Channels available for receiving feedback
· Customer liaison group sessions

· Formal or informal platforms of school personnel

· Formal or informal visits/contacts of Unit i/c

· Annual service evaluation meeting with school principal and Guidance Team Leader

· Telephone to Unit i/c or DSWO(KT)



3. Support to customers to give feedback
The accessibility and convenience for customers to give feedback are ensured through the following ways

· SSWker adopts stationing mode and “open door policy” to customers

· SSWker as core member to attend Guidance Team Meetings and other relevant meetings of the school personnel



4. Channels available for customers to know the responses given
· Customer liaison group meetings

· Formal or informal platforms e.g. teachers’ staff meetings, training day, consultation service etc.

· Contact with responsible school social workers or Unit i/c 

· Annual service evaluation meeting with school principal and/or Guidance Team Leader



4.
Feedback from Staff


Staff

1. Communication of key information


Type of information in relation to the Unit’s performance that staff would like to know 
· Annual work plan of the Unit

· Statistics on output of the Unit

· Relevant policy, service development trend and service demands that affect the Unit or staff

· Community or Departmental resources available for use in service



Schedule and ways for regular dissemination of information
· A set of SQS service document be made available at office for staff’s reference

· Wide circulation of information papers and newspaper cuttings on policy, service development trend and service demand among staff

· Wide circulation of community and Departmental resources available for use 

· Circulation of Monthly Narrative Report among staff

· Sharing at Unit Staff Meeting to be held at about 3 month interval

· Sharing at self-learning group to be held at about 2 month interval



2. Channels available for receiving feedback on the Unit’s performance
· Unit Staff Meeting or any special meetings

· Work Improvement Team Meeting generally held at Unit Staff Meeting or self-learning group meeting

· Writing remarks on circulars

· Unscheduled or informal contact with Unit i/c, ADSWO(KT)2 or DSWO(KT)



3. Support to staff to give feedback
· Early distribution of draft policy papers that may affect operation of service to staff and collection of views for incorporation/refinement of the policy papers as far as possible

· Ample time for consultation before drafting of Annual Work Plan for the Unit

· DSWO(KT), ADSWO(KT)2 and Unit i/c adopt “open door policy” to staff

· Departmental Staff Suggestion Scheme



4. Management of staff feedback
· Unit i/c will bring up for discussion at appropriate platforms, e.g. Unit Staff/Special Meeting or appropriate levels of administration for attention and action.  Accordingly, the records will be kept in form of minutes of meeting or correspondences.



5.
Management of customer feedback 

The procedure for managing customer feedback from service users and other interested parties can be illustrated by the following flow chart:
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Responsible

 SSWker
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Note 1 : A complaint is defined as one that the customer exhibits dissatisfaction and explicitly states his/her wish to proceed on with the complaint procedure


.

· At organizational level, the Department has established the Steering Group on Customer Service and Social Work Officer (Customer Service) as well as Regional Customer Service Manager and Complaint Handling Officer at Headquarters and Regional/District Levels to handle customer feedback (Memo dated 23.6.1997)

6.
Records on customer feedback

Record

Type
Name of records on customer feedback
Deadlines to
Staff being responsible to produce the statistics/reports

A
SSWker submits monthly report with the following attachments, if any

Attachments: 

· log sheet on customer feedback

· group/program report

· report on Customer Liaison Group

· questionnaires on customer feedback 

· any other forms as appropriate


To Unit i/c by 1st of the next month
Responsible SSWker

B
Statistics on customer feedback
To DSWO(KT) via ADSWO(KT)2 by 1st of the next month


Unit i/c

C
Monthly Narrative Report of the Unit
To DSWO(KT) via ADSWO(KT)2 by 5th of the next month


Unit i/c

7.
Relevant guidelines:

· Departmental General Circular No. 11/97 (dated 28.11.1997)

Guidelines and Procedures on Handling Customer Feedback 

· Guidelines on Formation of Customer Liaison Group

· Ambit of Work Improvement Teams (WITs)

· Departmental Establishment Circular No. 4/2000 (dated 26.4.2000)

Departmental Staff Suggestions Scheme 
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