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We are living in a time where our normal lives are changing.
  
That which used to be normal now needs to either be changed or done with 
new precautions in place. The Government is obliged to build and provide a new 
legislative framework so that people can feel safe in a protective environment.
 
Even more than before, we need to ensure that the social services we are 
providing are founded on a cardinal principle; that our clients remain the centre 
of the care given. At the same time, we need to ensure that everyone who makes 
use of a community service is guaranteed a high-quality service.
 
These Social Regulatory Standards will serve as guidelines for service operators 
to follow. Our duty is to provide a direction for this sector; however, it is 
everyone’s responsibility to follow this set of regulations.
 
I fully believe that the services offered in our communities should be equal for 
everyone, irrelevant of ethnicity or any other form of discrimination.

We need to ensure that the services offered are not only able to provide a timely 
service but are also able to develop and nurture new abilities which they did 
not possess in the past. This way, we will be achieving social justice because we 
believe that everyone has the right to progress in life.
 
We all deserve to live in a society with solid values based on solidarity and 
distinguished from other societies. To achieve this, we all need to grasp the same 
chain and stay resilient in the face of future challenges that we may face. 
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The greatness of a community is most accurately measured by the 
compassionate actions of its members
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As social welfare service regulator, the Social Care Standards Authority 
meticulously believes in the service provision being addressed through 
community-based and outreach social welfare services, predominantly 
for vulnerable persons to accomplish their life goals and ambitions in a 
comprehensive manner.
 
In this regard, for the first time in Malta and following a thorough process 
of research and public consultation, the Social Care Standards Authority 
is launching Social Regulatory Standards addressing social welfare service 
provision being provided at community and outreach level. Thus, such Standards 
took into consideration the principles of dignity, privacy, right for choice, safety, 
fulfilment of potential, equality, individuality and diversity in accordance with the 
philosophy and procedures of the service and the care needs of each individual.
 
As a customary practice, together with the guidelines for professionals and 
management working in the provision of such services, the Authority is also 
launching an easier version for community members and their relatives in 
order to ensure that the quality indicators emanating from such standards is 
comprehensible and coherent. Additionally, these Social Regulatory Standards 
were also discussed and consolidated with professionals and service providers 
attending for the Collaborative Platform launched for this sector to ensure 
continuous dialogue and collaboration.

In this respect, the publication of such Social Regulatory Standards shall 
consolidate the valuable efforts put forward in the execution of efficient and 
accountable community-based and outreach services whilst ensuring the rights, 
protection and empowerment of community members in fulfilling their potential. 



This is an Easy Read Guide to the Social Regulatory Standards  
for Community-based and Outreach services.

WHAT TO FIND IN THIS GUIDE

Part 1: Introduction to the Standards

Part 2: Principles

Part 3: What do the Standards say?
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PART 1:
INTRODUCTION  
TO THE STANDARDS



1. This document is a summary of a longer version developed by 
the Social Care Standards Authority.

2. These Standards help you know what to expect from the 
services offered to you.

3. These will also help staff know what to do in order to offer the 
best support and care for you.
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PART 2:
PRINCIPLES



These Social Regulatory Standards ensure that you:

1. Are always treated with respect;

2. Have your privacy respected;

3. Make your own choices;

4. Get information on all options available to you;

5. Feel safe and secure;

6. Reach your goals;

7. Are treated equally to others; and

8. Develop your abilities.
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PART 3:
WHAT DO THE STANDARDS SAY?



STANDARD 1: 
YOU CAN EASILY ACCESS QUALITY SERVICES 
THAT HELP YOU GET THE REQUIRED SUPPORT 

Here are some examples of how this can happen:

1. You can easily get information on a range of services available 
to you and your family.

2. You are provided with immediate help in emergency situations.   

3. The service focuses on building up on your strengths and 
abilities.

4. You and the service provider agree on the service/s that shall 
be offered through a service agreement.

5. If you have already used the service in the past, you can still 
access it again without being judged, according to the service’s 
rules.  

6. A personal support plan is 
developed with you in which  
your goals, interests and 
support needs are  
clearly noted.
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STANDARDS 2: 
YOUR RIGHTS ARE RESPECTED 

Here are some examples of how this can happen:

1. You are treated with respect and dignity at all times.

2. You are provided with information which explains to you how 
to use the service.

3. You are supported to exercise your rights and assume your 
responsibilities.

4. You have enough time to share your thoughts and ideas with 
staff who work with you.

5. If you have an independent representative, the staff listens to 
him/her.

6. You are given support to address your needs on your own, as 
much as possible.

7. Services and activities offered to children are suitable for their 
needs.

8. Children are not forced to participate in any of the services or 
activities.
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STANDARD 3: 
YOU FEEL SAFE AND SECURE 

Here are some examples of how this can happen:

1. The community-based centre is safe, clean, accessible and 
welcoming.

2. You can share your opinion and concerns on the service.

3. You enjoy an environment free from discrimination or any other 
form of abuse.

4. Staff and management know how to deal with accidents, 
incidents or cases of difficult behaviour.

5. Your privacy is respected in all aspects of the service.

6. Your health needs and conditions are known by the staff if this 
would somehow affect the service given to you.
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STANDARD 4: 
ANY DOCUMENTATION 
AND IMPORTANT 
INFORMATION ABOUT 
YOU IS KEPT SAFE AND 
SECURE 

Here are some examples of 
how this can happen:

1. Any information about you 
is kept in a secure place.

2. Information about you is 
gathered and used as required by law and for the purpose of 
offering you the best service possible.

3. Information about you is not kept by the service provider if this 
is no longer of use.  

4. You are informed of the persons who can see information 
about you and the reasons for this.

5. You understand and respect rules related with confidentiality.   
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STANDARDS 5: 
YOU ARE ENCOURAGED 
TO KEEP GETTING 
INVOLVED IN 
COMMUNITY LIFE AND 
TO KEEP RELATIONSHIPS 
THAT ARE IMPORTANT 
FOR YOU

Here are some examples 
of how this can happen:

1. Your family and persons who are 
important to you are respected and given support.

2. The people who are close to you and care for you can share 
their opinion about the service.

3. The service provider recommends other persons or services if 
these can better meet your needs.

4. The service provider works with other entities with the aim of 
improving the quality of services offered.  
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STANDARD 6: 
YOU RECEIVE QUALITY CARE FROM STAFF 
WHO KNOW THEIR JOB WELL

Here are some examples of how this can happen:

1. The staff uses fair methods and is trained to offer you  
quality care.

2. The staff is able to interact with you in a sensitive manner.

3. There is always enough staff available to give you care and 
support at any point in time.

4. The staff members are selected carefully to work in the service.

5. The staff uses proper language when speaking with you or 
about you.
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