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Service User Rights Policy
1. Introduction

1.1. Service users of services managed by B3 have certain rights which are explained 
in the following paragraphs.  Service users should be made aware of their rights 
and of the means available to them for complaining if they feel their rights have 
not been respected.

1.2. Listed below are the core rights for service users at services managed by B3.  Any 
additional rights for service users at a specific service should be written as an 
addendum to the core policy.  All services should display B3’s statement 
concerning clients’ expectations.

1.3. In order to ensure that this policy is relevant and up to date, comments and 
suggestions for additions or amendments to this policy are sought from users of 
this document.  Areas of practicality, user-friendliness, points of technicality, 
etc., will all be considered.  If however, points of technicality are made, these 
must be backed up with written evidence and source of information.

2. Responsibilities

2.1. It is the responsibility of all staff, volunteers, students and staff contracted to 
work for B3 to adhere to this policy and the ethos that runs through it. 

2.2. It is the responsibility of all Service Managers to ensure that service users’ rights 
are at the heart of the service they are responsible for and this includes 
contracted staff. 

2.3. It is the responsibility of all B3 line managers to ensure that the staff, volunteers, 
contracted staff and students under their management are fully aware of this 
policy and that service user rights are a core feature of supervision and 
performance management. 

3. Core Service User Rights

3.1. In line with B3’s Privacy Dignity and Respect Policy services should be accessible 
to all people regardless of their ethnicity, race, sex, nationality, sexual 
orientation, age, religious belief or criminal convictions.  There are certain 
exceptions to this, where services have been set up for a specific group to 
redress previous inequalities of access (for example young peoples’ projects and 
women-only services).

3.2. Where possible, projects will provide access to physically disabled service users. 
Where this is not possible, we will signpost to an alternative service.

3.3. Core service user rights include the following:

3.3.1. Service users have the right to an individual assessment of need within 
a specified time.
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3.3.2. Service users have the right to be treated as an individual and the right 
to not be discriminated against for any reason including age, gender, 
sexual orientation, disability, religion or belief.

3.3.3. Service users are entitled to receive full information about treatment 
options available and to be involved in making decisions concerning 
their care.

3.3.4. Service users have the right to privacy, dignity and confidentiality and 
an explanation of any (exceptional) circumstances in which 
information will be divulged to others without prior consent.

3.3.5. Service users should be provided with a means by which formal 
feedback about the services they have received is passed on to project 
staff and have the right to expect a formal response to this feedback.

3.3.6. Service users have the right to easily access an effective complaints 
system.

4. Service Users’ Responsibilities

4.1. All rights entail responsibilities and as such service users’ responsibilities to the 
service provider include the following:

4.1.1. Observing agreed service rules, as defined by the core policies of B3 
and by any local policy or rule at the specific project. 

4.1.2. The maintenance of other services users’ rights as discussed in this 
policy.

5. Feedback And Complaints

5.1. In order to ensure that service users are able to enact their rights it is vital that 
services promote an open and honest culture that welcomes feedback.  In line 
with B3’s complaints and feedback policy, all service users at initial assessment, 
must be made fully aware of and be able to readily access the complaints and 
feedback procedure.  Services must display the complaints and feedback policy 
within their service in areas where service users are able to see them.  
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