
Service Standards

Excellence, Professionalism and Quality
Make excellence the goal in all that you do - not settling for average. Strive to provide
the right service exhibiting a positive attitude. Service(s) are conducted with honesty and
integrity. If you say you are going to do something, do it.

Teamwork
Value all team members (staff, volunteers, sister advocates) and their opinions by
treating everyone equally and with respect.

Promote a sense of unity and teamwork in the work area, during meetings, and events -
throughout the whole Action169 organization.

Maintain Privacy and Confidentiality
Compliance with the confidentiality policy is essential. On client sensitive information and
issues, talk only amongst staff, including executive director, in private areas and/or at the
weekly staff meeting only.

Service
Response time, empathy, resolution, and efficiency can go a long way towards building
relationships. Be available to answer calls according to Action169 hours presented to the
public (8-5 Monday - Friday; however, posted office hours are Tuesday and Thursday).
In this world of 24-7 activity, the acceptable availability standard has been raised. Your
responsiveness and efficiency in providing service makes all the difference.

Treat all clients/residents/callers and family members as “guests” - Be caring ,
courteous, respectful and compassionate.

Acknowledge a client’s presence immediately. Smile, introduce yourself (when
appropriate) and offer assistance. Take ownership of client/caller requests and not
simply refer elsewhere.



Be Courteous and Considerate
We will greet clients, residents and anyone who calls Action169 in a courteous and
professional manner. We will listen effectively to requests and promptly take the
necessary actions to assist. We will inform our callers/clients of normal process time,
when they can expect something and any delays that may arise in the process.

Communication
When handling inquiries about services, respond to all questions - again, take ownership
by not referring them elsewhere.

Encourage clients/callers to ask questions and listen to them without interrupting. Give
full attention to what the person is saying.

Conduct care-related discussions in the most private and professional manner while
upholding confidentiality.

Withhold from placing blame and explain any delays or inconveniences by
acknowledging problems. Offer an apology when necessary.

Follow Code of Conduct and Statement of Faith to the best of your ability in all aspects of life.


