[image: image1.jpg]Rape Crisis
North East





Direct Services Policy

1. Introduction:

Direct services are the services most commonly identified with Rape Crisis North East.  These are the services provided to aid individual survivors in their own personal recovery.  These are services offered through the shared ideological framework of feminism, human rights and equality.  
2.   Purpose:

The purpose of this policy is to outline the range of services that Rape Crisis North East (RCNE) offers and the standards to which our centre adheres when providing these services.  It is necessary to also refer all service policies.
3.   Services:

3.1 Services Offered
RCNE direct services include:

 

· Telephone/text helpline
· Face-to-face counselling
· Face-to-face advocacy (Please see Advocacy Policy)
· Accompaniment – includes at least the following
· SATU (if closest Centre) or other forensics
· Other forensic
· Other medical
· Garda
· Criminal Court
· Civil Court
· Media
· Practical support, information and referral
· Access to/referral to legal advice and advocacy
· Crisis intervention
3.2  Service Provision Standards
These services are provided in accordance with the following standards:
· Regional and National Coordination
· We engage with regional and national planning to ensure:
· Best possible access for survivors, regardless of where in the country they live
· Best possible access for survivors, regardless of whether or not they are members of any minority, underserved or differently vulnerable group
· Best possible use of limited resources
· Best and most accurate possible research outcomes
· Approach
· All services are provided using a survivor-centred and trauma-based approach.  Survivor centred means that the survivor’s right to control her/his life is recognised, validated and supported.  Survivor needs inform service planning, forming relationships with other agencies and advocacy.  Trauma based means that services are offered in the knowledge that a survivor’s responses are a normal reaction to trauma.
· Staff/Volunteer qualifications
· All services are provided by a staff member or a volunteer with the appropriate training and experience for their role.  (see Training Policy)
· Staff/Volunteer gender
· The first point of contact for any survivor or supporter who makes contact with our Centre is a woman.
· Should a client request to see a male therapist we will make every effort to make one available to them.
· Confidentiality
· What confidentiality means and any exceptions to confidentiality are explained to the survivor or supporter at the first available and appropriate opportunity.   (See Confidentiality policy)
· Consent
· Informed consent should be requested by survivor or supporter prior to participation in any service, or any action taken on their behalf.
· Accessibility
· Opening hours are clear
· Information is provided about access to services outside of our opening hours.
· Anytime the Centre is not open or we are not available by telephone detailed after hours contact information is provided on our answering machine.
· Any messages left on the answering machine will be returned the following business day.
· Financial cost: All of our services are provided free of charge.  If we accept donations, services will not be withheld if someone chooses not to donate or is not in a position to donate. (See Donations Policy)
· Pace: Survivors are free to use services at their own pace.  That means a survivor may choose to finish counselling and restart counselling several months or several years later.
· Literacy: All new documents for survivors will be literacy-proofed by NALA (National Adult Literacy Association) or an equivalent organisation or person.
· Languages other than English
· All new documents for survivors will be produced in a variety of languages where funding permits.
· If an interpreter is used in the delivery of any services, we will debrief the interpreter afterwards.
· We will not where possible use the partner or child(ren) of a survivor to interpret for the survivor.
· Physical access: Any new building, facility or construction will be accessible for those with physical, auditory, visual and learning disabilities – in the interim we have alternative access arrangements in place.
· Safety
· Physical and psycho-social safety of survivors, supporters, staff and volunteers is of paramount consideration.
· In the case of on-going violence, we will support an adult survivor to create her/his own safety plan.  (Refer to teenage policy for teenagers)
· Privacy
· All services on our premises (main centre or outreach) will be provided in a comfortable, safe and private environment.
· Services on other premises (Garda, SATU, medical, legal) will be provided in as private and safe an environment as we can advocate for.
· Survivor rights
· We will inform survivors of their rights – what services they are entitled to receive and what their legal and human rights are.
· Survivors and supporters right to receive information from our Centre is not conditional upon making a formal report/complaint, or agreeing to attend any specific group, programme or service.
· Survivor decision making
· Survivors and supporters have opportunities to participate and ensure that their own autonomy is not replaced by institutional and organisational dominance in the survivor’s decision making process. 
· Every survivor and supporter will have sufficient time and space to reflect on information in order to make an informed decision.

· Survivor/Supporter records
· Every survivor or supporter using our services can access her/his own records, can make comments on the records and can request amendment of the records. (see Confidentiality Policy and Data Protection Policy)
· Survivor/Supporter complaints
· We will explain to survivors and supporters, how to make a complaint against our Centre and if they choose to make a complaint, we will follow the process described in our Complaints Policy.

· Survivor reports (see Reports Policy)
· When relevant, we will inform survivors of the possibility for a Victim Impact
Statement/Report and/or an Asylum Seeker Report.
· If she/he chooses, we will support a survivor to write their own Victim Impact Statement.

· Evaluation
· Survivors and supporters who use our services will have opportunities to participate in outcomes evaluation in order for us to both evaluate current service provision and plan for future service delivery.  (Outcomes evaluation will be forthcoming in 2010).
· When we accompany survivors to Criminal Court or the Gardaí, we will give them an evaluation form in relation to their experiences with the Courts and the Gardaí and return it to the RCNI Legal Policy Director. (See Advocacy Policy)
· Research
· We will inform survivors of any current, well-designed and properly conducted relevant Research/literature/bibliotherapy for which they may be eligible to participate.

· We will support any survivor who chooses to participate in any current, well-designed and properly conducted relevant research.
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