1. Program structure and set Already  Could  This will This will Comments
o Uil 4 Ia S 1 do this easily do take time be hard
Do policy, procedures and protocols document the need for a consistent
approach that encourages welcoming, engagement and retention in ] U] ] ]
services?
Do protocols recommend these measures?
e Allindividuals and their families are actively welcomed into service. U] ] ] ]
e People are given the earliest available appointment after initial
contact.
e Welcoming and motivating letters, texts or telephone calls are used
. > . . . U ] 0 l
prior to a first appointment and after missed appointments.
e  Staff consistently follow up with people during treatment to ensure
needs have been met and ways to add value and enhance care and U] U] ] ]
service.
Are mission, vision and value statements easily visible to those visiting the
service?
Are orientation materials available to all patients and new staff? ] U] 0 U
Do the orientation materials include the following content?
e Details about services offered U] U 0 l
e Contact numbers O l 0 l
e Clarification of processes U U 0 ll
¢ Information on how to get to the service U] [] [ []
¢ Information about what to bring to appointments ] U] 0 U
Are information leaflets or posters on addiction, mental health and
. . . ] U 0 ]
concurrent disorders readily available?
Are the posters or leaflets written to appeal to a broad range of people? ] ] ] l
Does available literature include anti-stigma information? O] 0 0 ll
Is written information:
e Clear O O 0 ll
e Easyto read O O 0 l
e Easyto understand O O 0 l
e Colourful O O 0 ll
e User friendly O O 0 ll
e Sensitive to literacy levels, low vision and culture [l ] [] []
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. . Already | Could | This will | This will
2. Physical Environment . ) . Comments
do this | easily do: take time: be hard
Is there a welcome sign displayed at the entrance to the program? U] U] U U
Are the name of the service and hours of operation clearly visible? U] U] 0 U
Are emergency contact numbers available? U U 0 l
Is the front entrance accessible to all? U] U 0 [
Are interior and exterior doors easy to open? U] U] 0 U
Is there an accessible route throughout the facility with clear floor space
- N ] 0 U
and minimal clutter?
Is your service barrier-free for physical limitations such as obesity,
. A N ] 0 U
hearing loss, and mobility issues?
Is the space bright, cheerful and clean? U U 0 l
Do you have artwork and other images that express hope? U] U] 0 U
Have you considered the physical sensitivities of the people who use your 0 0 a a
service, bearing in mind the heightened sensitivity of being unwell?
Is there a quiet spot where people can sit apart from other people if they
. l l 0 0
are feeling stressed?
Does the physical environment meet the needs of families? U] U 0 ll
Are there toy boxes, books, and other ways of keeping children interested
. l l 0 0
and entertained?
Is there a private space to discuss personal information? U] U] 0 U
Is there parking close to the building? O O 0 U
Are there clean and accessible public washrooms? U] U 0 ll
Is there clear signage throughout, indicating where key areas are and the
U U 0 U
processes to be followed?
Are there up-to-date, informative bulletin boards? ] ] [] []
Is there a welcoming area? [] [] [] []
Is there a suggestion box? 0 0 0 ll
Are there facilities for tea, coffee or water? ] ] [] []
. Already | Could  This will = This will
3. Interaction ) i ) Comments
do this  easily do :take time: be hard
Does staff follow these rules of positive interaction?
e Answer the phone promptly, skillfully and courteously. ] ] ] [
e Make eye contact and shake hands when this is culturally appropriate. ] ] 0 l
¢ Speak slowly and use plain language. l l 0 0
e Always use the words please and thank you. ] ] 0 l
e Answer questions politely, take time to listen, and respond to concerns. ] ] 0 l
e Explain what will be happening next in the process. U U U U
e Apologize for any delays and thank people for waiting. ] ] 0 l
e Encourage people to ask questions at any time. ] ] 0 l
e Welcome and include the family and significant others. U [ U ]
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