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POLICY STATEMENT

HECIS actively seeks the input of clients and encourages them to provide feedback, both positive and
negative, as a source of ideas for improving services and activities. The organisation will:

o foster a service culture that encourages open and honest communication

o inform clients about the standard of service they can expect

e protect the right of clients to provide feedback and to make complaints about service delivery
e encourage and make it easy for people to provide feedback

e provide anonymity to people providing feedback

e record and analyse information arising from feedback and use it to improve services.

PROCEDURES
Encouraging client feedback

The HECIS Co-Ordinator will be responsible for ensuring that clients are informed of what they can expect
from the service and how they may provide feedback. Information will be provided to clients in the
‘Summary Information Booklet’ and HECIS Brochure given to all families when first accessing the HECIS
service.

All staff working with clients are responsible for ensuring they are familiar with the procedures for clients to
provide feedback, and for:

e accepting and reporting informal feedback

o offering clients an opportunity to provide formal feedback when appropriate.

Initiating and collecting client feedback

Feedback may be provided by individual clients on their initiative or in response to requests from the
organisation.
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Individual clients may provide feedback by:
o Discussing the service with the HECIS Co-Ordinator and staff

e Completing a ‘Parent Evaluation of Service’ survey upon exit of a service or as requested by the
service in Term 4 each year.

e Contacting the President or a member of our Management Committee. The Complaints
procedures to be followed for complaints and disputes.

HECIS Co-Ordinator will be responsible for receiving and making a record of feedback and for reviewing
feedback records (when received) and identifying any action required.

Using feedback for service improvement

The HECIS Co-Ordinator will be responsible for maintaining and managing feedback from clients and for
preparing a report on to the Management Committee.

Results from client feedback will be reviewed by the HECIS Co-Ordinator and used to:

e inform service planning by including a review of client feedback in all service planning, monitoring
and evaluation activities

e inform decision making by including a report on client feedback as a standard item on staff and
management meeting agendas
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