


Standard 3: Participation and choice

Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

3 - . .

A If your organisation does not have a client service charter, or you answered ‘no’ to any of
the questions, record this here. It is sufficient to note the general areas for improvement.
More detail can be recorded when you develop your improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Client service charter)

O Staff members have a good understanding of the client service charter and how it informs the
way the organisation delivers services.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your client service charter. Record their
responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How does your organisation’s client service charter guide delivery of services to
clients?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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0 A. Exceeds requirements
Your co-workers all have a clear understanding of the client service charter and how it
guides service delivery.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the client service
charter and how it guides service delivery.

O C. Partly meets requirements
Your co-workers have a limited understanding of the client service charter or do not
understand how it guides service delivery.

O D. Does not meet requirements
Your co-workers have a poor understanding of the client service charter and how it
guides service delivery.

O E. Not applicable (if so, please specify why)

§L If your co-workers do not have a clear understanding of the client service charter, record
this here. In listing areas for improvement, take into account feedback from your client
survey.
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Records (Client service charter)

O Records show that your clients are given the client service charter upon entry into the service.

What types of records demonstrate that service users have been given or made
aware of the client service charter?

Do records show that service users have been given the
opportunity to be involved in making decisions that affect them? [ Yes [ No

Do records show that the charter is accessible to clients

with different needs? For example, do you have copies

available in languages other than English or in an accessible

format for people with a vision impairment? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation’s client service charter is placed in a prominent
position, that copies are distributed to clients, and that the organisation delivers on
the commitment made in the charter and regularly reviews the charter.

O B. Meets requirements
Records show that your organisation has a client service charter, that it is placed in
a prominent position, that copies are distributed to clients, and that the organisation
delivers on the commitment made in the charter.

O C. Partly meets requirements
Records show that your organisation has a client service charter, but it is not visible to
clients and copies are not always distributed to clients, or that your organisation only
partly delivers on the commitment made in the charter.

O D. Does not meet requirements
Records show that your organisation does not have a client service charter, or that
it has a client service charter but does not deliver on the commitment made in the
charter.

O E. Not applicable (if so, please specify why)

3 . S

A If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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3.2 Choice and self-reliance

Tick the
elements to
consider about
choice and
self-reliance
covered in your
organisation’s
guiding
documents.

they receive

[0 the process for hearing and recording people’s preferences

self-reliance

of the organisation

decisions and planning that affects them

O client participation in the development, implementation and review of services

O the process for identifying and cultivating client skills and motivation to improve

O respect for the philosophies and values of clients even if they differ from those

[0 provision for a support person where required to assist clients to participate in

Elements to consider about choice and self-reliance

O information provided to clients about service and delivery choices

Guiding documents (Choice and self-reliance)

O The organisation develops and regularly reviews policies and procedures that promote client
choice and self-reliance.

Do your organisation’s policies and procedures cover
choice and self-reliance?

O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list the policies and procedures that cover

choice and self-reliance in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation?

If ‘yes’, please specify which elements and why.

O Yes 0O No

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear?

Is it clear who is accountable for developing and monitoring
these policies and procedures?

Are the policies and procedures kept up to date and reviewed?
If ‘yes’, enter last date of review:

O Yes 0O No

O Yes 0O No
O Yes 0O No

How frequently are policies and procedures

reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

A I your organisation does not have policies and procedures relating to client choice and
self-reliance, or you answered ‘no’ to any of the questions, record this here. It is sufficient
to note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Choice and self-reliance)

O Staff members have a good understanding of the organisation’s procedures for ensuring
clients are given information about choices regarding its services and other services, and are
given the opportunity to be involved in making decisions that affect them.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your choice and self-reliance policies
and procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of processes your organisation uses to improve self-
reliance in clients using services?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

o €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the processes used for improving
choice and self-reliance for service users, and the opportunities available for clients to
be involved in making decisions that affect them, and they have input into the review
of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the processes used for
improving choice and self-reliance for service users, and the opportunities available
for clients to be involved in making decisions that affect them.

O C. Partly meets requirements
Your co-workers have a limited understanding of the processes used for improving
choice and self-reliance for service users, and the opportunities available for clients to
be involved in making decisions that affect them.

O D. Does not meet requirements
Your co-workers have a poor understanding of the processes used for improving
choice and self-reliance for service users, and the opportunities available for clients to
be involved in making decisions that affect them.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the way your organisation
improves choice and self-reliance for service users, record this here. In listing areas for
improvement, take into account feedback from your client survey.
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Records (Choice and self-reliance)

O Records show how your organisation gives clients information about choices regarding your
services and other services, and provides opportunities for clients to be involved in making
decisions that affect them.

Examine and review the records relating to your policies and procedures on choice and
self-reliance. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation gives clients information
about choices regarding your services and other services, and the opportunity to
be involved in making decisions that affect them?

Do records of service usage show that your organisation
gives information about choices regarding your services
and other services? O Yes 0O No

Do records show that clients have the opportunity to be
involved in making decisions that affect them? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation gives clients information about choices
regarding your services and other services, provides opportunities for clients to be
involved in making decisions that affect them, and is always looking for ways to
improve these processes with feedback from team members and users.

O B. Meets requirements
Records show that your organisation gives clients information about choices
regarding your services and other services and provides opportunities for clients to be
involved in making decisions that affect them.

O C. Partly meets requirements
Records show that your organisation gives clients limited information about choices
regarding your services and other services.
OR
Records show that your organisation gives clients limited opportunity to be involved in
making decisions that affect them.

O D. Does not meet requirements
Records show that your organisation does not give clients information about choices
regarding your services or other services.

O E. Not applicable (if so, please specify why)

S | o

A If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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3.3 Participation

Elements to consider about participation

Tick the
elements to
consider about
participation
covered in your
organisation’s
guiding
documents.

O formal mechanisms for client involvement, for example:
» development, evaluation and improvement of services

* representation on boards and/or forums

service development

* recruitment of and feedback on the performance of staff and volunteers

O opportunities for clients to provide input into the way services are delivered, and
to comment on key organisational policies, practices and strategies

[0 provision of a support person where required to assist clients to participate in

Guiding documents (Participation)

O The organisation develops and regularly reviews policies and procedures that deal with client
participation in the development, evaluation and improvement of services.

Do your organisation’s policies and procedures cover
participation?

O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover

participation in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation?

If ‘yes’, please specify which elements and why.

O Yes 0O No

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear?

Is it clear who is accountable for developing and monitoring
these policies and procedures?

Are the policies and procedures kept up to date and reviewed?
If ‘yes’, enter last date of review:

O Yes 0O No

O Yes 0O No
O Yes 0O No

How frequently are policies and procedures

reviewed? OO 6-monthly [ yearly [ 3-yearly



Standard 3: Participation and choice

Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements

B. Meets requirements

C. Partly meets requirements

D. Does not meet requirements

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to client participation,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Participation)

O Staff members have a good understanding of processes for promoting and facilitating client
participation in service development, and promote these processes.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your client participation policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of processes used in your organisation for promoting
and facilitating client participation in service development?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the processes used for promoting
and facilitating client participation in service development, and use these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the processes used for
promoting and facilitating client participation in service development, and use these
processes.

O C. Partly meets requirements
Your co-workers have a limited understanding of the processes used for promoting
and facilitating client participation in service development.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the processes used for promoting and
facilitating client participation in service development.

O E. Not applicable (if so, please specify why)

3

A If your co-workers do not have a clear understanding of the way your organisation
promotes and facilitates client participation in service development, record this here. In
listing areas for improvement, take into account feedback from your client survey.
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Records (Participation)

O Records show that clients are given opportunities to participate in the development, evaluation
and improvement of services.

Examine and review the records relating to your participation policies and procedures.
(See section 6.5.4 of the self-assessment manual for examples of records and information
on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that clients are given opportunities to
participate in the development, evaluation and improvement of services?

Do records of service usage show that clients are given
opportunities to participate in the development of services? O Yes 0O No

Do records of service usage show that clients are
given opportunities to participate in the evaluation and
improvement of services? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation gives clients information and opportunities to
participate in the development, evaluation and improvement of services, and provides
support for their participation if necessary.

O B. Meets requirements
Records show your organisation gives clients information and opportunities to
participate in the development, evaluation and improvement of services.

O C. Partly meets requirements
Records show your organisation gives clients limited information and opportunities to
participate in the development, evaluation and improvement of services.

O D. Does not meet requirements
Records show your organisation does not give clients information and opportunities to
participate in the development, evaluation and improvement of services.

O E. Not applicable (if so, please specify why)

3 . S

A If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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Assessing for Standard 4 (Confidentiality and privacy)

This standard is about how organisations protect the privacy and confidentiality of people using
services. It covers what is written and what is said about people and how that information is
shared. It also covers the circumstances where the right to confidentiality may be overridden by
other considerations.

4.1 Privacy

Tick the . ;
elements Elements to consider about privacy

to consider O compliance with relevant legislative requirements in relation to privacy

about privacy

covered in your [0 compliance with privacy requirements of the service agreement regarding:
organisation’s  provision of a privacy notice to clients

guiding » processes for the safe, secure and systematic collection, use and storage of up-
documents. to-date client data (in hard copy and/or electronically) including information about

limits to confidentiality and consent to the sharing of information

O respect for all dimensions of privacy including:
* privacy of the body
« privacy of the home (where applicable)
* cultural issues

O physical space arrangements for people using services to speak with employees
and volunteers, and when sensitive matters are being discussed

O procedures for requesting, sharing or using private information only when directly
relevant to service delivery

Guiding documents (Privacy)

O The organisation develops and regularly reviews policies and procedures that will provide
privacy for clients.
Do your organisation’s policies and procedures cover privacy? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
privacy in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [ No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No

Is it clear who is accountable for developing and monitoring
these policies and procedures? O Yes 0O No
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Are the policies and procedures kept up to date and reviewed? O Yes 0O No
If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly O 3-yearly

Evidence

Refer to the guiding documents rating card.

|

A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S - g o

A If your organisation does not have policies and procedures relating to privacy, or you
answered ‘no’ to any of the questions, record this here. It is sufficient to note the general
areas for improvement. More detail can be recorded when you develop your improvement
plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Privacy)

O Staff members understand privacy legislation and how privacy for clients is provided by the
organisation.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your privacy policies and procedures
and how they are implemented. Record their responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation collects, uses and
securely stores user information, taking relevant privacy legislation into account?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation collects,
uses and securely stores user information, taking relevant privacy legislation into
account, and have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation collects, uses and securely stores user information, taking relevant
privacy legislation into account.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation collects,
uses and securely stores user information.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation collects,
uses and securely stores user information, and are not aware of relevant privacy
legislation.

O E. Not applicable (if so, please specify why)

3 . | o
A If your co-workers do not have a clear understanding of privacy legislation and how your

organisation collects, stores and uses clients’ information, record this here. In listing areas
for improvement, take into account feedback from your client survey.
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Records (Privacy)

O Records reflect the way privacy for clients is maintained by the organisation.

Examine and review the records relating to your privacy policies and procedures. (See
section 6.5.4 of the self-assessment manual for examples of records and information on
sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that your organisation collects, uses and stores client
information in an appropriate way?
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0 A. Exceeds requirements
Records show your organisation keeps client information (in hard copy and/or
electronically) secure and is always looking for ways to improve this process with
feedback from team members and users.

O B. Meets requirements
Records show your organisation keeps client information (in hard copy and/or
electronically) secure.

O C. Partly meets requirements
Records show your organisation sometimes keeps client information (in hard copy
and/or electronically) secure.

O D. Does not meet requirements
Records show your organisation does not keep client information (in hard copy and
electronically) secure.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.




Standards for Community Services: Self-assessment workbook

4.2 Record keeping and disposal

Tick the
elements to
consider about
record keeping
and disposal
covered in your
organisation’s
guiding
documents.

Elements to consider about record keeping and disposal

[0 procedures for securing the informed consent of clients to keep files of their
information

O the decision process for transfer and/or disposal of client records

[0 the process for returning client records to the Department of Child Safety, where
the person concerned is a child or young person in care, or to the Department of
Communities, where the person is involved in the youth justice system

Guiding documents (Record keeping and disposal)

O The organisation develops and regularly reviews policies and procedures that deal with record
keeping and record disposal.

Do your organisation’s policies and procedures cover
record keeping and disposal? O Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
record keeping and disposal in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0[O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . - | |

A I your organisation does not have policies and procedures relating to record keeping and
disposal, or you answered ‘no’ to any of the questions, record this here. It is sufficient to
note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Record keeping and disposal)

O Staff members have a clear understanding of the organisation’s procedures for collecting,
using, securely storing, transferring and disposing of client data and records.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your record-keeping and disposal
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation transfers and disposes
of the records of people using the service?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

90



Standard 4: Confidentiality and privacy

O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation transfers
and disposes of the records of service users.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation transfers and disposes of the records of service users.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation transfers
and disposes of the records of service users.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation transfers
and disposes of the records of service users.

O E. Not applicable (if so, please specify why)

3 . -
A If your co-workers do not have a clear understanding of the way your organisation

transfers and disposes of the records of service users, record this here. In listing areas for
improvement, take into account feedback from your client survey.
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Records (Record keeping and disposal)

O Client information is kept secure and up to date and disposed of appropriately.

Evidence

92

Examine and review the records relating to your record-keeping and disposal policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that your organisation keeps client information secure
and up to date and disposes of it appropriately?

Is the client information stored securely and for the required
length of time? O Yes 0O No

Is there a record of any transfer or disposal of user information? [ Yes [ No
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0 A. Exceeds requirements
Records show your organisation keeps client information for the length of time
required, notes when records are transferred or disposed of, and is always looking for
ways to improve these processes with feedback from team members.

O B. Meets requirements
Records show your organisation keeps client information for the length of time
required and notes when records are transferred or disposed of.

O C. Partly meets requirements
Records show your organisation sometimes keeps client information for the length of
time required and sometimes notes when records are transferred, but does not note
when records are disposed of.
OR
Records show your organisation keeps client information for variable lengths of time
and does not always note when records are transferred or disposed of.

O D. Does not meet requirements
Records show your organisation does not keep client information for the length of
time required and does not note when records are transferred or disposed of.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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4.3 Confidentiality

Tick the
elements to
consider about
confidentiality
covered in your
organisation’s
guiding
documents.

Elements to consider about confidentiality

[0 appropriate management of verbal and written disclosure of sensitive client
information

O the process for obtaining and documenting client consent to share their information,
either internally or with an external agency, in both verbal and written forms

O the process for informing clients about any necessary limits to confidentiality and
the circumstances where the right to confidentiality might be overridden by other
considerations

Guiding documents (Confidentiality)

O The organisation develops and regularly reviews policies and procedures that deal with
confidentiality.
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Do your organisation’s policies and procedures cover
confidentiality? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
confidentiality in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

§§ If your organisation does not have confidentiality policies and procedures, or you
answered ‘no’ to any of the questions, record this here. It is sufficient to note the general
areas for improvement. More detail can be recorded when you develop your improvement
plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Confidentiality)

O Staff members understand their obligations and the processes for managing confidential
information, and the circumstances when information may be shared or transferred. Staff
members also understand when a client’s consent is required for the collection, transfer
or sharing of information and how clients are advised about the confidentiality of their
information.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your confidentiality policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation manages confidential
information, including the circumstances when information may be shared or
transferred?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation manages
confidential information, including the circumstances when information may be shared
or transferred. Service users and team members have input into the review of these
processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation manages confidential information, including the circumstances when
information may be shared or transferred.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation manages
confidential information and are not fully aware of the circumstances when information
may be shared or transferred.

O D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation manages
confidential information, and the circumstances when information may be shared or
transferred.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the way your organisation
manages confidential information, including the circumstances when information may be
shared or transferred, record this here. In listing areas for improvement, take into account
feedback from your client survey.
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Records (Confidentiality)

O Records are kept of information provided to service users about confidentiality, including
information about any limits to confidentiality, and of consent to the sharing of information with
other entities.

Evidence
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Examine and review the records relating to your confidentiality policies and procedures.
(See section 6.5.4 of the self-assessment manual for examples of records and information
on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that clients are informed about confidentiality?

What types of records show that clients give consent to sharing of their
information?

Do records show that clients are consistently informed

about confidentiality? O Yes 0O No
Do records show that consent from clients is always sought
before their information is shared with other entities? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation gives service users information about confidentiality,
and about consent to the sharing of information with other entities, and is always
looking for ways to improve these processes with feedback from team members and
users. Staff members and service users are aware of the confidentiality requirements.

O B. Meets requirements
Records show your organisation gives service users information about confidentiality,
and about consent to the sharing of information with other entities.

O C. Partly meets requirements
Records show your organisation seeks consent for sharing information with other
entities, but does not give service users information about confidentiality.
OR
Records show your organisation gives service users information about any limits to
confidentiality, but does not always seek consent for sharing information with other
entities.

O D. Does not meet requirements
Records show your organisation does not give service users information about any
limits to confidentiality or seek consent for sharing information with other entities.

O E. Not applicable (if so, please specify why)

S | o

A If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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4.4 Access to confidential information

Tick the
elements to
consider about
access to
confidential
information
covered in your
organisation’s
guiding
documents.

Elements to consider about access to confidential information

[0 procedures for allowing and restricting access to client files

O the process for clients or former clients to access their own confidential information
and be informed about their rights in this process

O the process where clients can seek to have records about themselves changed

O the situations where the agency may refuse to provide access to personal
information

O the process for handling appeals against refusals and for informing clients of their
rights in this regard

O records of requests from clients for access to information, consideration of requests
and provision of access

Guiding documents (Access to confidential information)

O The organisation develops and regularly reviews policies and procedures that deal with access
by clients to confidential information concerning them.
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Do your organisation’s policies and procedures cover
access to confidential information? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
access to confidential information in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0[O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O vYes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-montnly [ yearly [ 3-yearly



Standard 4: Confidentiality and privacy

Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . - | |

A I your organisation does not have policies and procedures relating to accessing
confidential information, or you answered ‘no’ to any of the questions, record this here. It
is sufficient to note the general areas for improvement. More detail can be recorded when
you develop your improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Access to confidential information)

O Staff members have a good understanding of the right of clients to access their confidential
information and the circumstances when their request may be refused.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your policies and procedures about
access to confidential information and how they are implemented. Record their responses
in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation allows service users to
have access to their confidential information, and of the circumstances when their
request might be refused?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation allows
service users to have access to their confidential information, and of when their
requests might be refused. Staff members have input into the review of these
processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation allows service users to have access to their confidential information.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation allows
service users to have access to their confidential information.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation allows
service users to have access to their confidential information.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the way your organisation allows
clients to have access to their confidential information, record this here. In listing areas for
improvement, take into account feedback from your client survey.
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Records (Access to confidential information)

O The organisation records when clients access their confidential information, including
documentation of decisions to refuse the request for information.

Examine and review the records relating to your policies and procedures about access to
confidential information. (See section 6.5.4 of the self-assessment manual for examples of
records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that service users have access to their
confidential information?

Is service user access to confidential information clearly recorded? [0 Yes [ No

Do records show that the policies and procedures for
service user access to their confidential information have
been followed? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation gives service users access to their information
as appropriate and records this access. Responses to all requests for access to
information are recorded. Your organisation is always looking for ways to improve
these processes with feedback from team members and users.

O B. Meets requirements
Records show your organisation records service users’ access to their confidential
information, including any denied requests for access and the reasons for denial.

O C. Partly meets requirements
Records show your organisation sometimes records service users’ access to their
confidential information, but does not record denied requests for access or the
reasons for denial.

O D. Does not meet requirements
Records show your organisation does not record service users’ access to their
confidential information, or any requests for access.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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Assessing for Standard 5 (Feedback and complaints)

This standard is about how an organisation listens to people using services and takes on feedback,
both positive and negative, as a source of ideas for improving services and other activities. It
covers complaints from people using services and their right to have complaints fairly assessed.

5.1 Feedback

Tick the Elements to consider about feedback

elements to
consider about [0 development of a service culture that encourages open and honest communication

feedback
covered in your

O encouragement of feedback through a variety of channels

organisation’s O anonymity for people providing feedback
uidin
gocu”?ents_ O records of client feedback and levels of satisfaction

O the process for compiling, analysing, distributing and using information arising from
feedback

Guiding documents (Feedback)

O The organisation develops and regularly reviews policies and procedures that deal with client
feedback.
Do your organisation’s policies and procedures cover feedback? [J Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
feedback in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [O Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to client feedback,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Feedback)

O Staff members have a good understanding of the organisation’s processes for encouraging
users to give feedback and for managing feedback to improve services to clients.

Using the highlighted questions below, ask a selection of your organisation’s employees,
volunteers and committee members to describe their understanding of your feedback
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation encourages users to give
feedback about services?

What is your understanding of the way your organisation manages such feedback
to improve services for users?

How many people were invited to give feedback? (e.g. 3 employees, 1 volunteer,
1 management committee, 5 out of a total of 20 staff members = 5/20)

. €mployees ... volunteers ... ... managementcommittee= .../ ...

How many actually participated? (e.g. 2 employees, 1 volunteer, 1 management
committee, 4 out of a total of 5 invitees = 4/5)

. €mployees ... volunteers ... ... managementcommittee = .../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers and committee members all have a clear understanding of the way
your organisation encourages users to give feedback and manages such feedback to
improve services, and they have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers and committee members have a clear understanding
of the way your organisation encourages users to give feedback and manages such
feedback to improve services.

O C. Partly meets requirements
Your co-workers and committee members have a limited understanding of the way
your organisation encourages users to give feedback and manages such feedback to
improve services.

O D. Does not meet requirements
Your co-workers and committee members have a poor understanding of the way
your organisation encourages users to give feedback and manages such feedback to
improve services.

O E. Not applicable (if so, please specify why)

N . .

If your co-workers and committee members do not have a clear understanding of the
way your organisation encourages users to give feedback and manages such feedback
to improve services for users, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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Records (Feedback)

O Records show that the organisation encourages and compiles feedback and uses such
feedback to improve services.

Examine and review the records relating to your feedback policies and procedures. (See
section 6.5.4 of the self-assessment manual for examples of records and information on
sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation encourages and
compiles feedback and uses such feedback to improve services?

Do records show that your organisation encourages and
compiles feedback about services? O Yes 0O No

Do records show that your organisation uses such feedback
to improve services? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation encourages and compiles feedback and uses such
feedback to improve services, and is always looking for ways to improve these
processes with feedback from team members and users.

O B. Meets requirements
Records show your organisation encourages and compiles feedback and uses such
feedback to improve services.

O C. Partly meets requirements
Records show your organisation encourages and compiles feedback but does not use
such feedback to improve services.

O D. Does not meet requirements
Records show your organisation does not encourage and compile feedback or use
such feedback to improve services.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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5.2 Complaints by clients

Tick the
elements to
consider about
complaints by
clients covered
in your
organisation’s
guiding
documents.

Elements to consider about complaints by clients

O provision of information about:

* internal and external complaints mechanisms

* how complaints are recorded, considered and appropriately dealt with in a timely
manner

* the outcome of the complaint

 options to appeal decisions

« options for taking complaints to agencies beyond the organisation, including the
Department of Communities

* how people may be supported by a representative of another organisation or
advocate

» processes to ensure that the complainant is not disadvantaged by making a
complaint

[0 culturally appropriate processes for making complaints

O how the outcomes of complaints are taken into account in improving the organisation

Guiding documents (Complaints)

O The organisation develops and regularly reviews policies and procedures that deal with
complaints by clients.
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Do your organisation’s policies and procedures cover complaints? [ Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
complaints by users in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [0 No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to complaints by
users, or you answered ‘no’ to any of the questions, record this here. It is sufficient to note
the general areas for improvement. More detail can be recorded when you develop your
improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Complaints)

O Staff members have a good understanding of the organisation’s procedures for dealing with
and resolving disputes involving clients, and how decisions relating to clients can be reviewed.

Using the highlighted questions below, ask a selection of your organisation’s employees,
volunteers and committee members to describe their understanding of your complaint
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation deals with and resolves
disputes involving service users?

What is your understanding of the way your organisation reviews decisions
relating to complaints by service users?

How many people were invited to give feedback? (e.g. 3 employees, 1 volunteer,
1 management committee, 5 out of a total of 20 staff members = 5/20)

. €mployees ... volunteers ... ... managementcommittee = .../ ...

How many actually participated? (e.g. 2 employees, 1 volunteer, 1 management
committee, 4 out of a total of 5 invitees = 4/5)

. €mployees ... volunteers ... ... managementcommittee = .../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your co-workers and committee members all have a clear understanding of the
way your organisation deals with and resolves disputes involving service users and
reviews decisions relating to complaints by service users, and have input into the
review of these processes.

O B. Meets requirements
The majority of your co-workers and committee members have a clear understanding
of the way your organisation deals with and resolves disputes involving service users
and reviews decisions relating to complaints by service users.

O C. Partly meets requirements
Your co-workers and committee members have a limited understanding of the way
your organisation deals with and resolves disputes involving service users and
reviews decisions relating to complaints by service users.

[0 D. Does not meet requirements
Your co-workers and committee members have a poor understanding of the way your
organisation deals with and resolves disputes involving service users and reviews
decisions relating to complaints by service users.

O E. Not applicable (if so, please specify why)

3> | -
A If your co-workers and committee members do not have a clear understanding of the way

your organisation deals with and resolves disputes involving service users and reviews
decisions relating to complaints by service users, record this here. In listing areas for
improvement, take into account feedback from your client survey.
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Records (Complaints)

O Records show the organisation deals with and resolves disputes involving clients and reviews
decisions relating to such disputes.

Examine and review the records relating to your complaints policies and procedures. (See
section 6.5.4 of the self-assessment manual for examples of records and information on
sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation deals with and resolves
disputes involving service users and reviews decisions relating to such disputes?

Do records show that your organisation deals with and
resolves disputes involving service users? O Yes 0O No

Do records show that your organisation reviews decisions
relating to such disputes? O Yes 0O No

Evidence

118



Standard 5: Feedback and complaints

0 A. Exceeds requirements
Records show that your organisation deals with and resolves disputes involving
service users and reviews decisions relating to such disputes, and that team
members have input into the review of these processes.

O B. Meets requirements
Records show that your organisation deals with and resolves disputes involving
service users and reviews decisions relating to such disputes.

O C. Partly meets requirements
Records show that your organisation sometimes deals with and resolves disputes
involving service users but does not always review decisions relating to such
disputes.

O D. Does not meet requirements
Records show that your organisation does not deal with or resolve disputes involving
service users and does not review decisions relating to such disputes.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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Assessing for Standard 6 (Protecting safety and wellbeing)

This standard is about how an organisation identifies, records and deals with incidents of harm or
potential harm (including a risk of suicide) to people who use its services. It also identifies what
people working in the service must do if potential harm or harm arising elsewhere (outside of the
organisation) is disclosed.

6.1 Harm prevention

Tick the
elements

to consider
about harm
prevention
covered in your
organisation’s
guiding
documents.

Elements to consider about harm prevention

0 how risk of harm is assessed, taking into account risks from:
« other clients
+ actions (or inaction) of staff in the organisation
 physical surrounds
* the nature of the service

the organisation

physical threat

[0 other strategies to respond to risk such as:
» prominent listing of emergency numbers
* the availability of first aid kits and staff trained in first aid

» safe environments for children

* the clients themselves, to themselves and to other clients, and to people beyond

O the process to inform clients about how their safety and wellbeing will be protected,
and any actions they are required to take or not take while using the service

O strategies in place to minimise and promptly respond to aggressive behaviour or

» procedures for maintaining good hygiene and dealing with infectious illnesses

Guiding documents (Harm prevention)

O The organisation develops and regularly reviews policies and procedures that deal with harm

prevention.
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Do your organisation’s policies and procedures cover harm
prevention?

O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover

harm prevention in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation?

If ‘yes’, please specify which elements and why.

O Yes 0O No

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear?



Evidence

S
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Is it clear who is accountable for developing and monitoring
these policies and procedures? O Yes 0O No

Are the policies and procedures kept up to date and reviewed? O Yes 0O No
If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly

Refer to the guiding documents rating card.

O A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

A If your organisation does not have policies and procedures relating to harm prevention,

or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Harm prevention)

O Staff members have a good understanding of the organisation’s policies and procedures for
preventing harm to clients.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your harm prevention policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the ways in which your organisation prevents harm
to service users?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation prevents
harm to service users and have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation prevents harm to service users.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation prevents
harm to service users.

O D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation prevents
harm to service users.

O E. Not applicable (if so, please specify why)

S

A If your co-workers do not have a clear understanding of the way your organisation
prevents harm to service users, record this here. In listing areas for improvement, take
into account feedback from your client survey.
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Records (Harm prevention)

O Records show that the organisation makes efforts to prevent harm to clients.

Examine and review the records relating to your harm prevention policies and procedures.
(See section 6.5.4 of the self-assessment manual for examples of records and information
on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation makes efforts to prevent
harm to service users?

Do records show that risk of harm is regularly assessed? O Yes 0O No

Do records show that clients are informed about how their
safety and wellbeing will be protected and about actions
they are required to take? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation takes steps to prevent harm to service users, and
service members and users have input into the review of these processes.

O B. Meets requirements
Records show your organisation takes steps to prevent harm to service users.

O C. Partly meets requirements
Records show your organisation takes limited steps to prevent harm to service users.

O D. Does not meet requirements

Records show your organisation does not take steps to prevent harm to service
users.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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6.2 Harm response

Tick the
elements to
consider about
harm response
covered in your
organisation’s
guiding
documents.

Elements to consider about harm response

[0 the process for identifying, recording and responding to allegations of harm
to people arising out of services received, and if appropriate, for reporting the
allegations to relevant agencies including the Department of Communities

[0 strategies for ensuring that responses take account of the principles of natural
justice and that all parties are supported during the investigation

O the agency’s response to disclosures of harm, or potential harm, where the harm
does not arise out of services received

Guiding documents (Harm response)

O The organisation develops and regularly reviews policies and procedures for responding to
harm or potential harm.
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Do your organisation’s policies and procedures cover harm
response? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
confidentiality in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to harm response,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

In listing areas for improvement, take into account feedback from your client survey.
What are the gaps or applicable elements that you need to cover?
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Staff awareness (Harm response)

O Staff members have a good understanding of the organisation’s procedures for responding to
harm or allegations of harm.

Using the highlighted questions below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your harm response policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How does your organisation respond to harm or allegations of harm?

How does your organisation support any person harmed in your service, and the
person reporting it?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

o €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of
5 invitees = 4/5)

. €mployees ... volunteers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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[0 A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation responds
to harm or allegations of harm and supports any person harmed in your organisation,
and the person reporting it, and have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation responds to harm or allegations of harm and supports any person
harmed in your organisation, and the person reporting it.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation responds
to harm or allegations of harm and supports any person harmed in your organisation,
and the person reporting it.

O D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation responds
to harm or allegations of harm, and are not aware of how a person who is harmed or
reports harm in the organisation is supported.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the way your organisation
responds to harm or allegations of harm, record this here. In listing areas for improvement,
take into account feedback from your client survey.
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Records (Harm response)

O Records show that the organisation responds to harm or allegations of harm.

Examine and review the records relating to your harm response policies and procedures.
(See section 6.5.4 of the self-assessment manual for examples of records and information
on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation makes efforts to respond
to harm or allegations of harm, including providing support to the person harmed
and the person reporting it?

Do records show that your organisation makes efforts to
respond to harm or allegations of harm? O Yes 0O No

Do records show that your organisation provides support to
the person harmed and the person reporting it? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation responds to harm or allegations of harm,
supports any person harmed in your organisation, and the person reporting it, and
that service members and users have input into the review of these processes.

O B. Meets requirements
Records show that your organisation responds to harm or allegations of harm and
supports any person harmed in your organisation, and the person reporting it.

O C. Partly meets requirements
Records show that your organisation sometimes responds to harm or allegations
of harm and supports any person harmed in your organisation, and the person
reporting it.

O D. Does not meet requirements
Records show that your organisation does not respond to harm or allegations of harm
and does not support any person harmed or the person reporting it.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that
require improvement or review, record this here. In listing areas for improvement, take into
account feedback from your client survey.
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Assessing for Standard 7 (Recruitment and selection

processes for people working in services)

This standard is about making sure that the people working in funded organisations are fairly
assessed and properly recruited for their important roles. It covers both paid employees and
volunteers, noting that not all organisations use volunteers.

7.1 Employee recruitment

Tick the
elements to

consider about O the inclusion of required qualifications and experience (including cultural

employee competency) in position descriptions
recruitment

Elements to consider about employee recruitment

covered in your | O probation periods
organisation’s - . .
guiding O advertising (internal and external) and promotion
documents. [0 composition of selection panels
O consistent application of selection criteria
O strategies for checking qualifications, references and criminal history (and other
appropriate checks) and managing the outcomes of checks
[0 confidential recording of recruitment processes, including:

 copies of external advertisements or promotions
* job descriptions

* selection criteria and selection processes

* copies of relevant qualifications

* reference reports

* police checks

* signed authorisation of appointments

Guiding documents (Employee recruitment)

O The organisation develops and regularly reviews policies and procedures that deal with
employee recruitment.

Do your organisation’s policies and procedures cover
employee recruitment? O yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
employee recruitment in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

136



Standard 7: Recruitment and selection processes for people working in services

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly

Evidence

Refer to the guiding documents rating card.

O A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N - . |

If your organisation does not have policies and procedures relating to employee
recruitment, or you answered ‘no’ to any of the questions, record this here. It is sufficient
to note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Employee recruitment)

O All employees, and particularly senior staff, have knowledge of processes relating to
recruitment and selection of employees.

Using the highlighted question below, ask a selection of your organisation’s employees
and managers to describe their understanding of your employee recruitment policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation recruits and selects
employees?

How many people were invited to give feedback? (e.g. 4 employees, 1 manager, 5 out
of a total of 20 staff members = 5/20)

o €mployees ... managers= .../ ...

How many actually participated? (e.g. 3 employees, 1 manager, 4 out of a total of
5 invitees = 4/5)

win....employees ... managers= __.. [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation recruits
and selects employees, and have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation recruits and selects employees.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation recruits
and selects employees.

O D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation recruits and
selects employees.

O E. Not applicable (if so, please specify why)

§L If your co-workers do not have a clear understanding of the way your organisation recruits
and selects employees, record this here.

139



Standards for Community Services: Self-assessment workbook

Records (Employee recruitment)

O Position descriptions and records of recruitment relating to all positions in the organisation are
current, and recruitment processes and authorisations are documented.

Evidence
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Examine and review the records relating to your employee recruitment policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that employee recruitment is conducted according to
the organisation’s policies and procedures?

Are the position descriptions current? O Yes 0O No
Are all recruitment records up to date? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation maintains up-to-date position descriptions and
employee recruitment records, and is always looking for ways to improve these
processes with feedback from team members and users.

O B. Meets requirements
Records show your organisation maintains up-to-date position descriptions and
employee recruitment records.

O C. Partly meets requirements
Records show your organisation maintains up-to-date employee recruitment records,
but not all position descriptions are current.
OR
Records show your organisation maintains up-to-date position descriptions, but not all
employee recruitment records are current.

O D. Does not meet requirements
Records show your organisation does not maintain up-to-date position descriptions
and employee recruitment records.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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7.2 Volunteer selection

Tick the
elements to

consider about O the volunteer application process including assessment, endorsement, referee and
volunteer police checks (and other appropriate checks), confidential management of check

Elements to consider about volunteer selection

selection outcomes, and probationary periods

covered in your

organisation’s O development of job descriptions or expectations of the volunteer role
guiding

documents.

Guiding documents (Volunteer selection)

O The organisation develops and regularly reviews policies and procedures that deal with
recruitment and selection of volunteers.

Do your organisation’s policies and procedures cover
volunteer selection? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
volunteer selection in the ‘Evidence’ section below.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-montnly [ yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N - 5 | |

If your organisation does not have policies and procedures relating to volunteer selection,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Volunteer selection)

O Staff members, particularly senior staff, have knowledge of processes relating to recruitment
and selection of volunteers.

Using the highlighted question below, ask a selection of your organisation’s employees to
describe their understanding of your volunteer selection policies and procedures and how
they are implemented. Record their responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the way your organisation recruits and selects
volunteers?

How many people were invited to give feedback? (e.g. 4 employees, 1 manager, 5 out
of a total of 20 staff members = 5/20)

o €mployees ... managers= __....[ ...

How many actually participated? (e.g. 3 employees, 1 manager, 4 out of a total of
5 invitees = 4/5)

won....employees ... managers= . [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation recruits
and selects volunteers, and have input into the review of these processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation recruits and selects volunteers.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation recruits
and selects volunteers.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation recruits and
selects volunteers.

O E. Not applicable (if so, please specify why)

3 . - .
A If your co-workers do not have a clear understanding of the way your organisation recruits

and selects volunteers, record this here.
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Records (Volunteer selection)

O Records of recruitment to all volunteer positions in the organisation are up to date.

Evidence
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Examine and review the records relating to your volunteer selection policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that volunteer selection is conducted according to the
organisation’s policies and procedures?

Are the volunteer recruitment records up to date? O Yes 0O No

Does the organisation comply with obligations as an
employer of volunteers? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation keeps volunteer recruitment records up to date,
complies with obligations as an employer of volunteers, and is always looking for
ways to improve these processes with feedback from team members and users.

O B. Meets requirements
Records show your organisation keeps volunteer recruitment records up to date and
complies with obligations as an employer of volunteers.

O C. Partly meets requirements
Records show your organisation keeps volunteer recruitment records up to date but
does not always comply with obligations as an employer of volunteers.
OR
Records show your organisation complies with obligations as an employer of
volunteers but does not always keep volunteer recruitment records up to date.

O D. Does not meet requirements
Records show your organisation does not keep volunteer recruitment records up to
date or comply with obligations as an employer of volunteers.

O E. Not applicable (if so, please specify why)

3 . S _
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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Assessing for Standard 8 (Induction, training and

development of people working in services)

This standard is about making sure that the people working in funded organisations are well
prepared for what they are required to do and have opportunities to improve their knowledge and
skills over time. The standard covers employees and volunteers, noting that not all organisations
use volunteers.

8.1 Employee and volunteer induction

Tick the
elements to
consider about O timing and processes, including who is responsible for induction of new employees

employee and volunteers with current workplace-specific information
and volunteer

induction O recording that the induction was provided to and acknowledged by employees and
covered in your volunteers

organisation’s
guiding
documents.

Elements to consider about employee and volunteer induction

Guiding documents (Employee and volunteer induction)

O The organisation develops and regularly reviews policies and procedures that deal with
employee and volunteer induction.

Do your organisation’s policies and procedures cover
employee and volunteer induction? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
employee and volunteer induction in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly O yearly [ 3-yearly

150



Standard 8: Induction, training and development of people working in services

Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . - |

A I your organisation does not have policies and procedures relating to employee and
volunteer induction, or you answered ‘no’ to any of the questions, record this here. It is
sufficient to note the general areas for improvement. More detail can be recorded when
you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Employee and volunteer induction)

O Employees and volunteers go through the induction processes and are confident that it has
helped them to provide services.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers to describe their understanding of your employee and volunteer induction
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How has the induction process helped you to effectively provide community
services?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

o €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of 5
invitees = 4/5)

. €mployees ... volunteers= .../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

152



Standard 8: Induction, training and development of people working in services

O A. Exceeds requirements
Your co-workers all have confidence that the induction process has helped them to
effectively provide community services, and they have input into the review of this
process.

O B. Meets requirements
The majority of your co-workers have confidence that the induction process has
helped them to effectively provide community services.

O C. Partly meets requirements
Your co-workers have limited confidence that the induction process has helped them
to effectively provide community services.

O D. Does not meet requirements
Your co-workers have low or no confidence that the induction process has helped
them to effectively provide community services.

O E. Not applicable (if so, please specify why)

§§ If your co-workers are not confident that the induction process has helped them to
effectively provide community services, record this here.
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Records (Employee and volunteer induction)

O Records show that employees and volunteers undergo a formal induction process.

Evidence
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Examine and review the records relating to your employee and volunteer induction
policies and procedures. (See section 6.5.4 of the self-assessment manual for examples
of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that your organisation’s employees and volunteers
undergo a formal induction process?

Do records show that your induction processes are based
on a structured approach to develop the skills/experience
your organisation needs? O Yes 0O No

Do records show that your induction processes are evaluated? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation’s employees and volunteers undergo a formal
induction process and have input into the review of this process.

O B. Meets requirements
Records show your organisation’s employees and volunteers undergo a formal
induction process.

O C. Partly meets requirements
Records show your organisation’s employees and volunteers undergo an induction
process, but it is not formalised.

O D. Does not meet requirements
Records show your organisation’s employees and volunteers do not undergo any
induction process.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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8.2

Employee and volunteer training and development

Tick the
elements to
consider about
employee

and volunteer
training and
development
covered in your
organisation’s
guiding
documents.

Elements to consider about employee and volunteer training and development

O assessment and prioritisation of needs including:
» development of training plans
* records of participation in training
 feedback collection and review
* information for employees and volunteers about ongoing training and development

[0 exploration of a range of options for skill development

O cross-cultural awareness which reflects the competencies required to work with the
target group

O knowledge and understanding of the application of eligibility criteria for accessibility
of services

O knowledge and understanding of all current policies and procedures of the
organisation

O financial administration processes

Guiding documents (Employee and volunteer training and development)

O The organisation develops and regularly reviews policies and procedures that deal with
employee and volunteer training and development.
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Do your organisation’s policies and procedures cover

employee and volunteer training and development? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
employee and volunteer training and development in the ‘Evidence’ section on the facing
page.

Are any of the elements for consideration not applicable to

your organisation? O Yes 0[O No
If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal

with the applicable elements? O Yes 0O No [ Some
Which applicable elements are not covered?

(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No
If ‘yes’, enter last date of review:

How frequently are policies and procedures

reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.

O A. Exceeds requirements

B. Meets requirements

C. Partly meets requirements

D. Does not meet requirements

E. Not applicable (if so, please specify why)

S

A If your organisation does not have policies and procedures relating to employee and
volunteer training and development, or you answered ‘no’ to any of the questions, record
this here. It is sufficient to note the general areas for improvement. More detail can be
recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Employee and volunteer training and development)

O Employees and volunteers are confident that their training and development needs are being
met and this training and development helps them to effectively provide services to clients.

Using the highlighted question below, ask a selection of your organisation’s employees
and volunteers how confident they are that their training and development needs are
met to help them effectively provide services to clients. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How confident are you that your training and development needs are assessed
and prioritised to help you effectively provide community services?

How many people were invited to give feedback? (e.g. 4 employees, 1 volunteer, 5 out
of a total of 20 staff members = 5/20)

e €mployees ... volunteers= ... [ ...

How many actually participated? (e.g. 3 employees, 1 volunteer, 4 out of a total of 5
invitees = 4/5)

o €mployees ... volunteers= ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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0 A. Exceeds requirements
Your co-workers all have confidence that their training and development needs are
assessed and prioritised to help them effectively provide community services, and
have input into the review of this process.

O B. Meets requirements
The majority of your co-workers have confidence that their training and development
needs are assessed and prioritised to help them effectively provide community
services.

O C. Partly meets requirements
Your co-workers have limited confidence that their training and development needs
are assessed and prioritised to help them effectively provide community services.

O D. Does not meet requirements
Your co-workers have low or no confidence that their training and development needs
are assessed and prioritised to help them effectively provide community services.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have confidence in the way your organisation trains and
develops employees and volunteers, record this here.
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Records (Employee and volunteer training and development)

O Records show the participation of staff and volunteers in training and development, and that
the training and development needs of employees and volunteers are regularly reviewed.

Evidence
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Examine and review the records relating to your employee and volunteer training and
development policies and procedures. (See section 6.5.4 of the self-assessment manual
for examples of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that employee and volunteer training and development
are conducted according to the organisation’s procedures?

Are training and development needs regularly reviewed? O Yyes 0O No

Are your training and development materials for employees
and volunteers reviewed and kept up to date to respond to
their needs? O Yes 0O No
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0 A. Exceeds requirements
Records show that employees and volunteers participate in training and development,
their training and development needs are regularly reviewed, and they have input into
the review process.

O B. Meets requirements
Records show that employees and volunteers participate in training and development,
and their training and development needs are regularly reviewed.

O C. Partly meets requirements
Records show that employees and volunteers sometimes participate in training and
development, but their training and development needs are not regularly reviewed.

O D. Does not meet requirements
Records show that employees and volunteers do not participate in training and
development, and their training and development needs are not regularly reviewed.

O E. Not applicable (if so, please specify why)

3 . S _
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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Assessing for Standard 9 (Employee and volunteer support)

This standard is about making sure that the people working in funded organisations are supported
in what they do. This means ensuring that they get feedback on how they are going, individually and
as teams, on a regular basis (for example, every six months). It also means ensuring an effective
avenue for resolving complaints by staff and volunteers, if and when they arise. The standard
covers employees and volunteers, noting that not all organisations use volunteers.

9.1 Employee performance and support

Tick the .
elements to Elements to consider about employee performance and support

consider about | [ collaborative establishment of individual and/or team objectives

employee
performance [0 systematic review and recording of individual and/or team performance, including
and support timeframes and processes for review against agreed objectives

covered in your
organisation’s
guiding
documents. O opportunities for enhancement of skills and knowledge

O maintenance of employee files or other files showing records of feedback processes
including measures of employee satisfaction

O management of allegations of misconduct or dishonesty

O response to critical incidents

Guiding documents (Employee performance and support)

O The organisation develops and regularly reviews policies and procedures that deal with
employee support.

Do your organisation’s policies and procedures cover
employee performance and support? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
employee performance and support in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . - |

A I your organisation does not have policies and procedures relating to employee and
volunteer support, or you answered ‘no’ to any of the questions, record this here. It is
sufficient to note the general areas for improvement. More detail can be recorded when
you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Employee performance and support)

O Employees understand their roles, the level of performance required and their opportunities for

166

development, and are supported by the organisation in the successful conduct of their duties.

Using the highlighted questions below, ask a selection of your organisation’s employees
and managers to describe their understanding of their roles, the level of performance
required, their opportunities for development, and whether they are supported by the
organisation in the successful conduct of their duties. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.
For managers:

What opportunities have employees had to develop and apply indicators of their
performance with the employer?

How are individual and team objectives negotiated?

For employees:

What is your understanding of your role, the level of performance required and
your opportunities for development?

How are individual and team objectives negotiated?

How many people were invited to give feedback? (e.g. 4 employees, 1 manager, 5 out
of a total of 20 staff members = 5/20)

oo €mployees ... managers= ... /[ ...

How many actually participated? (e.g. 3 employees, 1 manager, 4 out of a total of
5 invitees = 4/5)

o €mployees ... managers= ... [ ..

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

~ focus groups (how many/position and role of attendees)
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Evidence

O A. Exceeds requirements
Your co-workers are all confident that they understand their roles and the level of
performance required, that they are supported by the organisation and that they can
negotiate individual and team objectives with management.

O B. Meets requirements
The majority of your co-workers are confident that they understand their roles and the
level of performance required and that they are supported by the organisation.

O C. Partly meets requirements
Your co-workers have limited confidence that they understand their roles and the level
of performance required, or that they are supported by the organisation.

O D. Does not meet requirements
Your co-workers have low or no confidence that they understand their roles or the
level of performance required, or that they are supported by the organisation.

O E. Not applicable (if so, please specify why)

A\ - :
A If your co-workers are not confident that they understand their roles or the level of

performance required, or that they are supported by the organisation, record this here.
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Records (Employee performance and support)

O Records show performance indicators for employees’ performance are established, measured
and managed.

Evidence

168

Examine and review the records relating to your policies and procedures for employee
performance and support. (See section 6.5.4 of the self-assessment manual for examples
of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that performance indicators for employees’
performance are established, measured and managed in your organisation?

Do the records show that work objectives are negotiated
with individuals and that employees are provided with
opportunities to enhance their skills and knowledge? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation’s performance indicators for employees are
established, measured and managed with employees, and they have input into the
review of these processes.

O B. Meets requirements
Records show your organisation’s performance indicators for employees are
established, measured and managed with employees.

O C. Partly meets requirements
Records show your organisation’s performance indicators for employees are
established, measured and managed, but not always with input from employees.

O D. Does not meet requirements
Records show your organisation’s performance indicators for employees are not
established, measured or managed.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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9.2 Volunteer support

Tick the
elements to
consider about | 0 support for and management of volunteer services and contributions
volunteer

support O response to critical incidents

covered in your

organisation’s

guiding

documents.

Elements to consider about volunteer support

Guiding documents (Volunteer support)

@ The organisation develops and regularly reviews policies and procedures that deal with
support of volunteers.

Do your organisation’s policies and procedures cover
volunteer support? O Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
volunteer support in the ‘Evidence’ section below.

Are any of the elements for consideration not applicable to
your organisation? O Yes [ No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N - . .

If your organisation does not have policies and procedures relating to the support of
volunteers, or you answered ‘no’ to any of the questions, record this here. It is sufficient to
note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Volunteer support)

O Volunteers are satisfied that they are supported and managed, and they are assigned tasks
after consideration of their strengths and preferences.

Using the highlighted questions below, ask a selection of your organisation’s volunteers
and managers to describe their understanding of your volunteer support policies and
procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

For managers:
How confident are you that your volunteers are supported and managed, and
assigned tasks after consideration of their strengths and preferences?

For volunteers:
How confident are you that you are supported and managed, and assigned tasks
after consideration of your strengths and preferences?

How many people were invited to give feedback? (e.g. 4 volunteers, 1 manager, 5 out
of a total of 20 staff members = 5/20)

weve. volunteers ... managers= .../ ...

How many actually participated? (e.g. 3 volunteers, 1 manager, 4 out of a total of
5 invitees = 4/5)

weve. Volunteers ... managers= .../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your volunteers all have confidence they are supported and managed, and assigned
tasks after consideration of their strengths and preferences, and have input into the
review of this process.

O B. Meets requirements
The majority of your volunteers have confidence they are supported and managed,
and assigned tasks after consideration of their strengths and preferences.

O C. Partly meets requirements
Your volunteers have limited confidence that they are supported and managed, and
assigned tasks after consideration of their strengths and preferences.

O D. Does not meet requirements
Your volunteers have low or no confidence that they are supported and managed, and
assigned tasks after consideration of their strengths and preferences.

O E. Not applicable (if so, please specify why)

A If your volunteers do not have confidence in the way your organisation supports and
manages volunteers, record this here.

173



Standards for Community Services: Self-assessment workbook

Records (Volunteer support)

O Records show that volunteers are supported and managed, and that feedback to them is
documented.

Examine and review the records relating to your volunteer support policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show your organisation’s volunteers are supported and
managed, and that feedback to them is documented?

Do records show that volunteers are supported and managed? O Yes 0O No
Do records show that feedback to volunteers is documented? O Yes O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation’s volunteers are supported, managed and
assigned tasks after consideration of their strengths and weaknesses, and that
feedback to them is documented.

O B. Meets requirements
Records show that your organisation’s volunteers are supported and managed, and
that feedback to them is documented.

O C. Partly meets requirements
Records show that your organisation’s volunteers are supported and managed, but
that feedback to them is not documented.

O D. Does not meet requirements
Records show that your organisation’s volunteers are not supported and managed.

O E. Not applicable (if so, please specify why)

S | o |
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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9.3 Dispute resolution for employees and volunteers

Tick the
elements

to consider
about dispute
resolution for
employees
and volunteers
covered in your
organisation’s
guiding
documents.

Elements to consider about dispute resolution for employees and volunteers

O provision of information for employees and volunteers about:

* internal and external complaints mechanisms

* the process for handling complaints — raising, recording, consideration, decisions
and actions

« notification about the outcome of the complaint (in writing)

 options to appeal decisions

« taking the complaint to agencies beyond the organisation

* being supported by a representative of another organisation or an advocate

» processes to ensure that the complainant is not disadvantaged by making a
complaint

O cultural appropriateness of the complaints process

[0 use of the information resulting from the complaints process to improve employee
and volunteer management in the organisation

Guiding documents (Dispute resolution for employees and volunteers)

O The organisation develops and regularly reviews policies and procedures for resolving
disputes among employees and volunteers.

Do your organisation’s policies and procedures cover

dispute resolution for employees and volunteers? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
dispute resolution for employees and volunteers in the ‘Evidence’ section on the facing
page.

Are any of the elements for consideration not applicable to

your organisation? O Yes 0O No
If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal

with the applicable elements? O Yes 0O No [ Some
Which applicable elements are not covered?

(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0[O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures

reviewed? O 6-monthly [0 yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to dispute resolution
for employees and volunteers, or you answered ‘no’ to any of the questions, record
this here. It is sufficient to note the general areas for improvement. More detail can be
recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Dispute resolution for employees and volunteers)

O Volunteers and employees are aware of processes for dispute resolution and the review of
associated decisions.

Using the highlighted questions below, ask a selection of your organisation’s employees,
volunteers and managers to describe their understanding of your dispute resolution
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How confident are you that a request for dispute resolution would be dealt with
promptly and that the person dealing with the application would have no personal
interest in the matter?

What is your understanding of the process for resolving disputes and reviewing
decisions?

How many people were invited to give feedback? (e.g. 3 employees, 1 volunteer,
1 manager, 5 out of a total of 20 staff members = 5/20)

. €mployees ... volunteers ... managers= .../ .

How many actually participated? (e.g. 2 employees, 1 volunteer, 1 manager, 4 out of a
total of 5 invitees = 4/5)

. €mployees ... volunteers ... managers= ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your volunteers and employees all understand dispute resolution procedures, and
all have confidence that requests for dispute resolution will be dealt with promptly
and appropriately. Volunteers and employees have input into the review of these
processes.

O B. Meets requirements
The majority of your volunteers and employees understand dispute resolution
procedures and have confidence that requests for dispute resolution will be dealt with
promptly and appropriately.

O C. Partly meets requirements
Your volunteers and employees have limited understanding of dispute resolution
procedures and /imited confidence that requests for dispute resolution will be dealt
with promptly and appropriately.

O D. Does not meet requirements
Your volunteers and employees have low or no understanding of dispute resolution
procedures and no confidence that requests for dispute resolution will be dealt with
promptly and appropriately.

O E. Not applicable (if so, please specify why)

3 S -
A If your employees and volunteers do not have confidence in the way your organisation

resolves disputes, record this here.
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Records (Dispute resolution for employees and volunteers)

O Records show that volunteers and employees are given a written response to a complaint or
request for dispute resolution, and written reasons for associated decisions.

Examine and review the records relating to your dispute resolution policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that volunteers and employees
are always given a written response to a request for dispute
resolution, and written reasons for associated decisions? O Yes 0O No

Do records show that volunteers and employees are given
written responses to complaints and requests for dispute
resolution and written reasons for associated decisions? O Yes O No
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0 A. Exceeds requirements
Records show volunteers and employees are always given a written response
to a request for dispute resolution, and written reasons for associated decisions.
Volunteers and employees have input into the review of these processes.

O B. Meets requirements
Records show volunteers and employees are given a written response to a request
for dispute resolution, and written reasons for associated decisions.

O C. Partly meets requirements
Records show volunteers and employees are sometimes given a written response
to a request for dispute resolution, and are sometimes given written reasons for
associated decisions.

O D. Does not meet requirements
Records show volunteers and employees are not given a written response to a
request for dispute resolution, or written reasons for associated decisions.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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Assessing for Standard 10 (Organisational alignment)

This standard is about how processes for decision making and reporting in an organisation line
up with its values, vision and funded outputs. It requires a clear statement about service delivery
that offers a commonsense overview of how service models and practice will work to achieve the
outcomes required.

10.1 Vision, values and planning

Tick the
elements to
consider about
vision, values
and planning
covered in your
organisation’s
guiding
documents.

Elements to consider about vision, values and planning

[0 a documented statement of organisational vision and values or philosophy
O ownership of this vision by employees, volunteers and clients

O alignment between this vision and the organisation’s planning processes and service
delivery models

Guiding documents (Vision, values and planning)

O The organisation develops a statement of its vision, values and objectives, and strategies and
models for achieving these objectives.
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Does your organisation have a statement or policy that
covers vision, values and planning? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list the statement or policies that cover
vision, values and planning in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s vision statement or policies
deal with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No

Is it clear who is accountable for developing and monitoring
the vision statement or policies? O Yes 0O No

Are the vision statement or policies kept up to date and reviewed? [1 Yes [J No

If ‘yes’, enter last date of review:

How frequently are the vision statement or
policies reviewed? O 6-monthly O yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . o

A I your organisation does not have a statement or policy relating to vision, values and
planning, or you answered ‘no’ to any of the questions, record this here. It is sufficient to
note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Vision, values and planning)

O Staff members are aware of the vision and values of the organisation and understand how the
organisation plans to achieve its objectives.

Using the highlighted question below, ask a selection of your organisation’s employees,
volunteers and committee members to describe their understanding of the vision and
values of the organisation and how the organisation plans to achieve its objectives.
Record their responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the vision and values of the organisation and how
the organisation plans to achieve its objectives?

How many people were invited to give feedback? (e.g. 3 employees, 1 volunteer,
1 committee member, 5 out of a total of 20 staff members = 5/20)

o €mployees ... volunteers ... committee members= . .../ ...

How many actually participated? (e.g. 2 employees, 1 volunteer, 1 committee member,
4 out of a total of 5 invitees = 4/5)

. €mployees ... volunteers ... committee members= ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the vision and values of the
organisation and of how the organisation plans to achieve its objectives. They have
input into the development and review of the organisation’s vision, values and
objectives.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the vision and values
of the organisation and of how the organisation plans to achieve its objectives.

O C. Partly meets requirements
Your co-workers have a limited understanding of the vision and values of the
organisation and of how the organisation plans to achieve its objectives.

0 D. Does not meet requirements
Your co-workers have a poor understanding of the vision and values of the
organisation and of how the organisation plans to achieve its objectives.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the vision and values of the
organisation or of how the organisation plans to achieve its objectives, record this here.
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Records (Vision, values and planning)

O Records show that vision and values statements have been developed and reviewed, and
planning processes have been undertaken to achieve objectives.

Examine and review the records relating to your vision, values and planning documents.
(See section 6.5.4 of the self-assessment manual for examples of records and information
on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation has developed and
reviewed vision and values statements, and that planning processes have been
undertaken to achieve objectives?

Do records show that vision and value statements have
been developed and reviewed? O Yes 0O No

Do records show that your organisation undertakes
planning processes to achieve objectives? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation has developed and regularly reviewed vision
and values statements, and that planning processes have been undertaken to
achieve objectives. It is always looking for ways to improve these processes with
feedback from team members and users.

O B. Meets requirements
Records show that your organisation has developed and reviewed vision and values
statements and that planning processes have been undertaken to achieve objectives.

O C. Partly meets requirements
Records show that your organisation has developed vision and values statements but
planning processes have not been undertaken to achieve objectives.
OR
Records show that your organisation has planning processes but these do not relate
to a vision or values statement.

O D. Does not meet requirements
Records show that your organisation has not developed vision and values statements
and has not undertaken planning processes.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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10.2 Organisational authority

Zss;g;):lld Element to consider about organisational authority

the element [0 a documented process for delegation of authority to make different types of
highlighted in decisions

the shaded

box at right

when working
through the
questions
about
organisational
authority.

Guiding documents (Organisational authority)

@ The organisation develops and reviews policies and procedures that deal with decision-making
processes, authorities and delegations.

Do your organisation’s policies and procedures cover
organisational authority? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
organisational authority in the ‘Evidence’ section below.

Is the element for consideration applicable to your organisation? [ Yes [ No

If ‘no’, please specify why.

Do your organisation’s policies and procedures deal

with the applicable element? O Yes 0O No [ Some
Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N - 5 | -

If your organisation does not have policies and procedures relating to organisational
authority, or you answered ‘no’ to any of the questions, record this here. It is sufficient to
note the general areas for improvement. More detail can be recorded when you develop
your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Organisational authority)

O Staff members know who has the authority to make relevant decisions within their organisation
and which decisions they have authority to make.

Using the highlighted question below, ask a selection of your organisation’s employees,
volunteers and committee members to describe their understanding of your organisational
authority policies and procedures and how they are implemented. Record their responses
in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

Who has the authority to make decisions within your service and what type of
decisions do they have authority to make?

How many people were invited to give feedback? (e.g. 3 employees, 1 volunteer,
1 committee member, 5 out of a total of 20 staff members = 5/20)

o €mployees ... volunteers ... committee members= . .../ ...

How many actually participated? (e.g. 2 employees, 1 volunteer, 1 committee member,
4 out of a total of 5 invitees = 4/5)

. €mployees ... volunteers ... committee members= ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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O A. Exceeds requirements
Your co-workers all have a clear understanding of who has the authority to make
decisions within your organisation and which decisions they have authority to make.

O B. Meets requirements
The majority of your co-workers have a clear understanding of who has the authority
to make decisions within your organisation and which decisions they have authority to
make.

O C. Partly meets requirements
Your co-workers have a limited understanding of who has the authority to make
decisions within your organisation and which decisions they have authority to make.

O D. Does not meet requirements
Your co-workers have a poor understanding of who has the authority to make
decisions within your organisation and which decisions they have authority to make.

O E. Not applicable (if so, please specify why)

3 . |
A If your co-workers do not have a clear understanding of who has the authority to make

decisions within your organisation and which decisions they have authority to make,
record this here.
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Records (Organisational authority)

O Records show persons with appropriate authority make relevant decisions.

Examine and review the records relating to your organisational authority policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that persons with appropriate authority make
decisions for the organisation about the provision of community services?

Do persons with appropriate authority make decisions about
the provision of community services by your organisation? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation actively ensures and checks that persons with
appropriate authority make decisions about the provision of community services by
your organisation.

O B. Meets requirements
Records show that persons with appropriate authority make decisions about the
provision of community services by your organisation.

O C. Partly meets requirements
Records show that most decisions about the provision of community services by your
organisation are made by persons with appropriate authority.

O D. Does not meet requirements
Records show that your organisation does not ensure that persons with appropriate
authority make decisions about the provision of community services by your
organisation.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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10.3 Performance monitoring and reporting

Tick the
elements to
consider about
performance
monitoring

and reporting
covered in your
organisation’s
guiding
documents.

Elements to consider about performance monitoring and reporting

O progress tracking and compliance with the requirements of the service agreement

O provision of client and service data as agreed to with the Department of
Communities

[0 a documented model of service showing how resources are applied to provide
services or activities to meet the needs of the agreed target group

O reports to the management committee or board showing service achievements
against stated service goals

Guiding documents (Performance monitoring and reporting)

O The organisation develops and reviews policies and/or procedures for performance monitoring
and reporting.
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Do your organisation’s policies and procedures cover
performance monitoring and reporting? O Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
performance monitoring and reporting in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0[O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0[O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly O 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . - |

A I your organisation does not have policies and procedures relating to performance
monitoring and reporting, or you answered ‘no’ to any of the questions, record this here. It
is sufficient to note the general areas for improvement. More detail can be recorded when
you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Performance monitoring and reporting)

O Staff members know how the organisation monitors its obligations under its service agreement
and provides reports and data that the Department of Communities requires under the service

agreement.

Using the highlighted question below, ask a selection of your organisation’s employees
and committee members to describe their understanding of how the organisation monitors
its obligations under its service agreement and provides data that the department requires
under the service agreement. Record their responses in the ‘Evidence’ section.
Review the responses/results from the interviews to determine a rating for this evidence
type.
What is your understanding of how the organisation monitors its obligations under
its service agreement and provides reports and data that the department requires
under this agreement?
How many people were invited to give feedback? (e.g. 4 employees, 1 committee
member, 5 out of a total of 20 staff members = 5/20)
o €mployees ... committee members= .../ ...
How many actually participated? (e.g. 2 employees, 2 committee members, 4 out of a
total of 5 invitees = 4/5)
. €mployees ... committee members = .../ ...
How was the feedback obtained?

__interviews (how many/position and role of interviewees)

_focus groups (how many/position and role of attendees)
Evidence
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O A. Exceeds requirements
Your co-workers all have a clear understanding of the way your organisation monitors
its obligations under its service agreement and provides reports and data that the
department requires under this agreement, and have input into the review of these
processes.

O B. Meets requirements
The majority of your co-workers have a clear understanding of the way your
organisation monitors its obligations under its service agreement and provides reports
and data that the department requires under this agreement.

O C. Partly meets requirements
Your co-workers have a limited understanding of the way your organisation monitors
its obligations under its service agreement and provides reports and data that the
department requires under this agreement.

O D. Does not meet requirements
Your co-workers have a poor understanding of the way your organisation monitors
its obligations under its service agreement and provides reports and data that the
department requires under this agreement.

O E. Not applicable (if so, please specify why)

§§ If your co-workers do not have a clear understanding of the way your organisation
monitors its obligations under its service agreement and provides reports and data that
the department requires under this agreement, record this here.
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Records (Performance monitoring and reporting)

O Records show how the organisation monitors its obligations under its service agreement and
provides reports and data that the Department of Communities requires under the service

agreement.

Evidence
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Examine and review the records relating to your policies and procedures for performance
monitoring and reporting. (See section 6.5.4 of the self-assessment manual for examples
of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that the organisation monitors its obligations
under its service agreement and provides reports and data that the department
requires under this agreement?

Do records show that your organisation monitors its

obligations under its service agreement and provides

reports and data that the department requires under this

agreement? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation monitors its obligations under its service agreement
and provides reports and data that the department requires under this agreement,
and is always looking for ways to improve its reporting practices with feedback from
the department and team members.

O B. Meets requirements
Records show your organisation monitors its obligations under its service agreement
and provides reports and data that the department requires under this agreement.

O C. Partly meets requirements
Records show your organisation monitors most of its obligations under its service
agreement and provides some of the reports and data that the department requires
under this agreement.

O D. Does not meet requirements
Records show your organisation does not monitor its obligations under its service
agreement or provide reports and data that the department requires under this
agreement.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.

201






Assessing for Standard 11
(Governance and accountability)



Standards for Community Services: Self-assessment workbook

Assessing for Standard 11 (Governance and accountability)

This standard is about how the management committee or the board members, and other
organisation leaders, ensure internal and external accountability for what the organisation does.
It covers the election, induction and ongoing training of committee or board members, together
with processes for ensuring proper financial and asset management and for managing conflicts of
interest when they arise.

11.1 Election or appointment of governing body and executive

officers

You should . : ;

consider Element to consider about election or appointment

ﬂ?e e'/ement' O election and appointment procedures that reflect the legal obligations of the
highlighted in organisation

the shaded

box at right

when working
through the
questions
about election
or appointment
of the
management
committee

and executive
officers.

Guiding documents (Election or appointment of governing body and executive
officers)

O The organisation develops and reviews policies and procedures that deal with the election of
its management committee and executive officers.

Do your organisation’s policies and procedures cover the election
or appointment of the management committee and executive
officers? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
the election or appointment of the management committee and executive officers in the
‘Evidence’ section on the facing page.

Is the element for consideration applicable to your organisation? [ Yes [ No
If ‘no’, please specify why.

Do your organisation’s policies and procedures deal

with the applicable element? O Yes 0O No [ Some
Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0[O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No
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If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly

Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

S . 5 | |
A I your organisation does not have policies and procedures relating to the election or

appointment of the management committee and executive officers, or you answered
‘no’ to any of the questions, record this here. It is sufficient to note the general areas for
improvement. More detail can be recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Election or appointment of governing body and executive
officers)

O Managers and committee members are familiar with the processes relating to the election or
appointment of management committees.

Using the highlighted question below, ask a selection of your organisation’s managers and
committee members to describe their understanding of your policies and procedures for
electing executive officers and how these are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the processes relating to the election or
appointment of executive officers, and the circumstances when a person becomes
ineligible for appointment or continues as an elected executive officer?

How many people were invited to give feedback? (e.g. 4 managers, 1 committee
member, 5 out of a total of 20 managers and committee members = 5/20)

o, Managers ... committee members= .../ ...

How many actually participated? (e.g. 3 managers, 1 committee member, 4 out of a
total of 5 invitees = 4/5)

. Managers ... committee members = ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your managers and committee members all have a clear understanding of the
processes relating to the election or appointment of executive officers, and the
circumstances when a person becomes ineligible for appointment or continues as an
elected executive officer, and they have input into the review of these processes.

O B. Meets requirements
The majority of your managers and committee members have a clear understanding
of the processes relating to the election or appointment of executive officers, but are
uncertain about the circumstances when a person becomes ineligible for appointment
or continues as an elected executive officer.

O C. Partly meets requirements
Your managers and committee members have a limited understanding of the
processes relating to the election or appointment of executive officers, and the
circumstances when a person becomes ineligible for appointment or continues as an
elected executive officer.

O D. Does not meet requirements
Your managers and committee members have a poor understanding of the processes
relating to the election or appointment of executive officers, and the circumstances
when a person becomes ineligible for appointment or continues as an elected
executive officer.

O E. Not applicable (if so, please specify why)

§§ If your managers and committee members do not have a clear understanding of the
processes relating to the election or appointment of executive officers, record this here.
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Records (Election or appointment of governing body and executive officers)

O Records of elected or appointed executive officers are available and up to date.

Evidence
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Examine and review the records relating to your policies and procedures for the election
of your management committee. (See section 6.5.4 of the self-assessment manual for
examples of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that the election or appointment of executive
officers is conducted according to the organisation’s policies and procedures?

Are records of elected or appointed executive officers

available and up to date? O Yes 0O No
Do records include circumstances when a person was
ineligible or did not continue to be an executive officer? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation implements its procedures for electing and
appointing executive officers and is always looking for ways to improve these
processes with feedback from team members and executive officers.

O B. Meets requirements
Records show your organisation implements its procedures for electing and
appointing executive officers.

O C. Partly meets requirements
Records show your organisation does not always implement its procedures for
electing and appointing executive officers.

O D. Does not meet requirements
Records show your organisation does not implement its procedures for electing and
appointing executive officers.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.2 Induction of governing body and executive officers

Tick the
elements to
consider about
induction of the
management
committee

and executive
officers
covered in your
organisation’s
guiding
documents.

Elements to consider about induction

O development and review of induction materials
O an induction checklist

O maintenance of induction records

Guiding documents (Induction of governing body and executive officers)

O The organisation develops and regularly reviews policies and/or procedures, strategies and
resources that deal with the induction of management committees.

210

Do your organisation’s policies and procedures cover the
induction of committee members and executive officers? O Yes [ No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
the induction of the governing body and executive officers in the ‘Evidence’ section on the
facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0[O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0[O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly O 3-yearly
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Evidence

Refer to the guiding documents rating card.

O A. Exceeds requirements

B. Meets requirements

C. Partly meets requirements

D. Does not meet requirements

E. Not applicable (if so, please specify why)

§§ If your organisation does not have policies and procedures relating to the induction of
the management committee and executive officers, or you answered ‘no’ to any of the
questions, record this here. It is sufficient to note the general areas for improvement. More
detail can be recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Induction of governing body and executive officers)

O Committee members and executive officers have sufficient understanding of organisational

212

procedures to be able to effectively manage the organisation’s community services.

Using the highlighted questions below, ask a selection of your organisation’s committee
members and executive officers to describe their understanding of your policies and
procedures for managing the provider’s community services. Record their responses in
the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of key organisational procedures for effective
management of the organisation’s services?

Did you participate in an induction process when you became a committee
member or an executive officer?

Did this induction enable you to effectively manage the organisation’s community
services?

How many people were invited to give feedback? (e.g. 2 committee members,
3 executive officers, 5 out of a total of 10 governing body members = 5/10)

. COMmMittee members ... executive officers= ... [ ...

How many actually participated? (e.g. 2 committee members, 2 executive officers, 4 out
of a total of 5 invitees = 4/5)

. COMMIittee members ... executive officers = ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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Evidence

O A. Exceeds requirements
Your committee members and executive officers participate in induction in order to
effectively manage the provider’s community services, and induction processes are
regularly reviewed.

O B. Meets requirements
Your committee members and executive officers participate in induction in order to
effectively manage the provider’s community services.

O C. Partly meets requirements
Your committee members and executive officers participate in induction but do not
feel confident that they are able to effectively manage the provider’'s community
services.

O D. Does not meet requirements
Your committee members and executive officers do not participate in induction and
are not always able to effectively manage the provider’s community services.

O E. Not applicable (if so, please specify why)

3

A If your committee members and executive officers express concern about their induction
and their ability to effectively manage the provider’s community services, record this here.
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Records (Induction of governing body and executive officers)

O Records of induction processes for committee members and executive officers are available
and show they are reviewed and kept up to date.

Evidence

214

Examine and review the records relating to the induction of committee members and
executive officers. (See section 6.5.4 of the self-assessment manual for examples of
records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records show that the organisation has an effective induction
process?

place?

Are the records of induction processes for committee
members and executive officers available and are they
reviewed and kept up to date? O Yes 0O No
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0 A. Exceeds requirements
Records show your organisation ensures committee members and executive officers
are inducted and records of induction of executive officers are available and up to
date, and is always looking for ways to improve its induction processes with feedback
from team members and the governing body.

O B. Meets requirements
Records show your organisation ensures committee members and executive officers
are inducted and records of induction are available and up to date.

O C. Partly meets requirements
Records show your organisation sometimes inducts committee members and
executive officers but records of induction are not always available and kept up to
date.

O D. Does not meet requirements
Records show your organisation does not induct executive officers and does not
ensure records are available and up to date.

O E. Not applicable (if so, please specify why)

3 . S _
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.3 Training and development for governing body and executive

officers

Tick the
elements to

consider about [0 identification and review of priorities for training and development of management

training and committee or board members
development

for the [0 budgeting for training and development
management

committee

and executive

officers

covered in your

organisation’s

guiding

documents.

Elements to consider about training and development

Guiding documents (Training and development for governing body and
executive officers)

@ The organisation develops and regularly reviews policies and/or procedures that deal with
training and development for management committees.

Do your organisation’s policies and procedures cover
training and development for committee members and
executive officers? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
training and development for the governing body and executive officers in the ‘Evidence’
section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0[O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0[O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

N - = . .

If your organisation does not have policies and procedures relating to the training and
development of the management committee and executive officers, or you answered
‘no’ to any of the questions, record this here. It is sufficient to note the general areas for
improvement. More detail can be recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Training and development for governing body and executive

officers)

O Committee members and executive officers participate in training and development activities.

218

Using the highlighted questions below, ask a selection of your organisation’s committee
members and executive officers to describe their participation in training and development
and their knowledge of any key documents relating to the organisation. Record their
responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What opportunities do you have to participate in training and development in
relation to the activities of the organisation?

Have you identified your training needs in relation to your role in the organisation?

How would you describe your knowledge of key documents relating to the
organisation?

How many people were invited to give feedback? (e.g. 2 committee members,
3 executive officers, 5 out of a total of 10 governing body members = 5/10)

. COMmMittee members ... executive officers= ... [ ...

How many actually participated? (e.g. 2 committee members, 2 executive officers, 4 out
of a total of 5 invitees = 4/5)

. COMMIittee members ... executive officers = ... [ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)
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Evidence

O A. Exceeds requirements
Your committee members and executive officers all participate in training and
development, have knowledge of any key documents relating to the organisation, and
have input into the review of training and development processes.

O B. Meets requirements
The majority of your committee members and executive officers participate in
training and development and have knowledge of any key documents relating to the
organisation.

O C. Partly meets requirements
Your committee members and executive officers participate in limited training and
development and have some knowledge of any key documents relating to the
organisation.

0 D. Does not meet requirements
Your committee members and executive officers do not participate in training
and development and have little knowledge of any key documents relating to the
organisation.

O E. Not applicable (if so, please specify why)

A If your committee members and executive officers do not participate in training and

development, or do not have knowledge of any key documents relating to the service,
record this here.
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Records (Training and development for governing body and executive officers)

O Records show the organisation assesses training and development needs and provides
training and development opportunities for committee members and executive officers.

Examine and review the records relating to the training and development of committee
members and executive officers. (See section 6.5.4 of the self-assessment manual for
examples of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that the organisation assesses and prioritises
training and development needs for committee members and executive officers and
provides training and development opportunities, with particular reference to any
key documents relating to the organisation?

Do the records show training needs for committee members
and executive officers available are assessed? O Yes 0O No

Do the records show training and development
opportunities are provided for committee members and
executive officers? O Yes 0O No

Do the records show training makes particular reference to
any key documents relating to the organisation? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation assesses and prioritises training and development
needs for committee members and executive officers and provides training and
development opportunities, with particular reference to any key documents relating
to the organisation. The organisation is always looking for ways to improve these
processes with feedback from team members and committee members.

O B. Meets requirements
Records show your organisation assesses and prioritises training and development
needs for committee members and executive officers and provides training and
development opportunities.

O C. Partly meets requirements
Records show your organisation occasionally assesses and prioritises training and
development needs for committee members and executive officers and provides
irregular training and development opportunities.

O D. Does not meet requirements
Records show your organisation does not assess and prioritise training and
development needs for committee members and executive officers or provide regular
training and development opportunities.

O E. Not applicable (if so, please specify why)

S | o |
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.4 Conflict of interest

You should
consider
the element O management and documentation of conflicts of interest
highlighted in
the shaded
box at right
when working
through the
questions
about conflict
of interest.

Element to consider about conflict of interest

Guiding documents (Conflict of interest)

@ The organisation develops and reviews a policy and/or set of procedures that deal with conflict

of interest.

Do your organisation’s policies and procedures cover
conflict of interest? O Yes 0O No
If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
conflict of interest in the ‘Evidence’ section below.
Is the element for consideration applicable to your organisation? [ Yes [ No
If ‘no’, please specify why.
Do your organisation’s policies and procedures deal
with the applicable element? O Yes 0O No [ Some
Are the actions and timing of actions clear? O vYes 0O No
Is it clear who is accountable for developing and monitoring
these policies and procedures? O Yes 0[O No
Are the policies and procedures kept up to date and reviewed? O Yes [ No
If ‘yes’, enter last date of review:
How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N . g | .

If your organisation does not have policies and procedures relating to conflict of interest,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Conflict of interest)

O Managers and committee members have knowledge of processes relating to managing
conflicts of interest (and potential conflicts) in the organisation.

Using the highlighted question below, ask a selection of your organisation’s managers and
committee members to describe their understanding of your conflict of interest policies
and procedures and how they are implemented. Record their responses in the ‘Evidence’
section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of the processes relating to managing conflicts of
interest (and potential conflicts) in the organisation?

How many people were invited to give feedback? (e.g. 4 managers, 1 committee
member, 5 out of a total of 20 managers and committee members = 5/20)

o Managers ... committee members= .../ ...

How many actually participated? (e.g. 3 employees, 1 committee member, 4 out of a
total of 5 invitees = 4/5)

. Managers ... committee members = ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Your managers and committee members all have a clear understanding of the
processes relating to managing conflicts of interest in the organisation and have input
into the review of these processes.

O B. Meets requirements
The majority of your managers and committee members have a clear understanding
of the processes relating to managing conflicts of interest in the organisation.

O C. Partly meets requirements
Your managers and committee members have a limited understanding of the
processes relating to managing conflicts of interest in the organisation.

0 D. Does not meet requirements
Your managers and committee members have poor or no understanding of the
processes relating to managing conflicts of interest in the organisation.

O E. Not applicable (if so, please specify why)

3 i i
A If your managers and committee members do not have a clear understanding of the way

your organisation manages conflicts of interest, record this here.
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Records (Conflict of interest)

O Records show that the organisation declares, records and manages conflicts of interest (and
potential conflicts) in the organisation.

Examine and review the records relating to your conflict of interest policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that the organisation declares, records and
manages conflicts of interest (and potential conflicts) in the provision of services?

Do records show the organisation declares and records
conflicts of interest (and potential conflicts) in the provision
of services? O Yes 0O No

Do records show the organisation manages conflicts of
interest (and potential conflicts) in the provision of services? O Yes 0O No

Do records show the person involved is not responsible for
any decisions in relation to the matter? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show that your organisation declares, records and manages conflicts of
interest in the provision of services, and that the person involved is not responsible
for any decisions in relation to the matter. The organisation is always looking for ways
to improve these processes with feedback from committee members and executive
officers.

O B. Meets requirements
Records show that your organisation declares, records and manages conflicts of
interest in the provision of services, and that the person involved is not responsible
for any decisions in relation to the matter.

O C. Partly meets requirements
Records show that your organisation does not always declare, record or manage
conflicts of interest in the provision of services.

O D. Does not meet requirements
Records show that your organisation does not declare, record or manage conflicts of
interest in the provision of services.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.5 Asset management

Tick the .

elements Elements to consider about asset management

to consider O plans for the cyclic maintenance and periodic upgrade of assets to ensure quality
about asset and value are maintained

management

covered in your | 00 ongoing insurance cover
organisation’s

guiding

documents.

Guiding documents (Asset management)

O The organisation develops and reviews policies and procedures for managing assets used in
the delivery of services funded by the Department of Communities.

Do your organisation’s policies and procedures cover asset
management? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
asset management in the ‘Evidence’ section below.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0[O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes [0 No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes [ No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

O D. Does not meet requirements

O E. Not applicable (if so, please specify why)

N - . |

If your organisation does not have policies and procedures relating to asset management,
or you answered ‘no’ to any of the questions, record this here. It is sufficient to note the
general areas for improvement. More detail can be recorded when you develop your
improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Asset management)

O Managers and committee members are confident that assets are appropriate to the
services provided, the needs of clients, and the provider’s circumstances, and that they are
appropriately maintained.

Using the highlighted questions below, ask a selection of your organisation’s managers
and committee members to describe their understanding of your asset management
policies and procedures and how they are implemented. Record their responses in the
‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How confident are you that your organisation’s assets are appropriate to the
services provided, the needs of service users, and the provider’s circumstances,
and that these assets are appropriately maintained?

What is your understanding of how your organisation manages its assets?

How many people were invited to give feedback? (e.g. 4 managers, 1 committee
member, 5 out of a total of 20 managers and committee members = 5/20)

. Managers ... committee members = ../ ...

How many actually participated? (e.g. 3 managers, 1 committee member, 4 out of a
total of 5 invitees = 4/5)

. Managers ... committee members = ../ ...

How was the feedback obtained?

__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Managers and committee members understand how the organisation manages its
assets and have confidence that assets are appropriate to the services provided, the
needs of service users, and the provider’s circumstances, and that these assets are
appropriately maintained. They have input into the review of these procedures.

O B. Meets requirements
Managers and committee members understand how the organisation manages its
assets and have confidence that assets are appropriate to the services provided, the
needs of the service users, and the provider’s circumstances, and that these assets
are appropriately maintained.

O C. Partly meets requirements
Managers and committee members have limited understanding of how the
organisation manages its assets and have limited confidence that assets are
appropriate to the services provided, the needs of the service users, and the
provider’s circumstances, and that these assets are appropriately maintained.

O D. Does not meet requirements
Managers and committee members have poor or no understanding of how the
organisation manages its assets and have little confidence that assets are appropriate
to the services provided, the needs of the service users, and the provider’s
circumstances, or that these assets are appropriately maintained.

O E. Not applicable (if so, please specify why)

§§ If your managers and committee members do not have a clear understanding of the way
your organisation manages its assets, record this here.
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Records (Asset management)

O Records of asset management are available and up to date.

Examine and review the records relating to your asset management policies and
procedures. (See section 6.5.4 of the self-assessment manual for examples of records
and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation’s assets are appropriate
to the services provided, the needs of service users, and your organisation’s
circumstances?

Are the records of asset selection and maintenance
available and up to date? O Yes 0O No

Is the asset selection appropriate to the services provided? O Yes 0O No
Is the asset selection appropriate to the needs of service users? O Yes 0O No

Do records show that the organisation’s assets are managed
appropriately? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation’s asset selection and maintenance are appropriate to
the services provided, the needs of service users, and the provider’s circumstances,
and the organisation is always looking for ways to improve these processes with
feedback from team members and executive officers.

O B. Meets requirements
Records show your organisation’s asset selection and maintenance are appropriate
to the services provided, the needs of the service users, and the provider’s
circumstances.

O C. Partly meets requirements
Records show your organisation’s asset selection and maintenance are not always
appropriate to the services provided, the needs of the service users, and the
provider’s circumstances.

O D. Does not meet requirements
Records show your organisation’s asset selection and maintenance are not
appropriate to the services provided, the needs of the service users, and the
provider’s circumstances.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.6 Financial management and delegations

Tick the
elements

to consider
about financial
management
and
delegations
covered in your
organisation’s
guiding
documents.

Elements to consider about financial management and delegations

O documentation of financial controls and delegations
O establishment of safeguards to prevent fraud and financial mismanagement

[0 clear financial procedures that take account of the skill levels of those involved in
financial tasks

Guiding documents (Financial management and delegations)

O The organisation develops and reviews policies and procedures for financial management,
financial delegations, internal controls, insurance arrangements and management of service
agreements.
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Do your organisation’s policies and procedures cover
financial management and delegations? O Yes 0O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
financial management and delegations in the ‘Evidence’ section on the facing page.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0[O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O Yes [ No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly [ yearly [ 3-yearly
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Evidence

Refer to the guiding documents rating card.
O A. Exceeds requirements
B. Meets requirements

O

O C. Partly meets requirements
O D. Does not meet requirements
O

E. Not applicable (if so, please specify why)

N - = e

If your organisation does not have policies and procedures relating to financial
management and delegations, or you answered ‘no’ to any of the questions, record
this here. It is sufficient to note the general areas for improvement. More detail can be
recorded when you develop your improvement plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Financial management and delegations)

O Managers and committee members understand and implement appropriate financial
management practices, understand financial delegations and implement internal controls to
prevent misuse or misappropriation of funds.

Using the highlighted questions below, ask a selection of your organisation’s managers
and committee members to describe their understanding of appropriate financial
management practices, financial delegations and internal controls to prevent misuse or
misappropriation of funds. Record their responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

How confident are you that appropriate financial delegations are in place, with
internal controls to prevent misuse or misappropriation of funds?

What is your understanding of the organisation’s financial management
procedures and delegations?

How many people were invited to give feedback? (e.g. 3 managers, 2 committee
members, 5 out of a total of 20 managers and committee members = 5/20)

. Managers ... committee members = ../ ...

How many actually participated? (e.g. 3 managers, 1 committee member, 4 out of a
total of 5 invitees = 4/5)

. Managers ... committee members = .../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Managers and committee members fully understand the organisation’s financial
management procedures and have input into the review of these procedures.

O B. Meets requirements
Managers and committee members fully understand the organisation’s financial
management procedures.

O C. Partly meets requirements
Managers and committee members have limited understanding of the organisation’s
financial management procedures.

O D. Does not meet requirements
Managers and committee members have poor or no understanding of the
organisation’s financial management procedures.

O E. Not applicable (if so, please specify why)

S

your managers and committee members do not have a clear understanding of the way
A |f d itt bers d th I derstandi f th
your organisation manages financial delegations and controls, record this here.
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Records (Financial management and delegations)

O Records of financial decision making are available and up to date, with evidence of use of
internal controls to prevent misuse or misappropriation of funds.

Examine and review the records relating to your policies and procedures for financial
management and delegations. (See section 6.5.4 of the self-assessment manual for
examples of records and information on sampling.)

Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.

What types of records demonstrate that your organisation’s financial management
procedures are followed, with evidence of use of internal controls to prevent
misuse or misappropriation of funds?

Are the records of financial delegation available and up to date? O Yes 0O No

Is there evidence of use of internal controls to prevent
misuse or misappropriation of funds? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation’s financial management procedures are followed,
with evidence of use of internal controls to prevent misuse or misappropriation of
funds. The organisation is always looking for ways to improve these processes with
feedback from team members and executive officers.

O B. Meets requirements
Records show your organisation’s financial management procedures are followed,
with evidence of use of internal controls to prevent misuse or misappropriation of
funds.

O C. Partly meets requirements
Records show your organisation’s financial management procedures are sometimes
followed, but there is little evidence of use of internal controls to prevent misuse or
misappropriation of funds.

O D. Does not meet requirements
Records show your organisation’s financial management procedures are not
followed, and there is no evidence of use of internal controls to prevent misuse or
misappropriation of funds.

O E. Not applicable (if so, please specify why)

§§ If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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11.7 Budget

Tick the
elements to

consider about | ] processes (electronic and/or paper-based) for developing, overseeing, monitoring

Elements to consider about the budget

the budget and regularly reviewing the budget of the organisation for each financial year
covered in your

organisation’s O timely and easy-to-understand reports on budget position for all board members and
guiding relevant staff

documents.

Guiding documents (Budget)

O The organisation develops and reviews policies and procedures for the development,
monitoring and review of its budget.
Do your organisation’s policies and procedures cover budgets? O Yes 0[O No

If ‘no’, go to ‘Areas for improvement’. If ‘yes’, list your policies and procedures that cover
budgets in the ‘Evidence’ section below.

Are any of the elements for consideration not applicable to
your organisation? O Yes 0[O No

If ‘yes’, please specify which elements and why.

Do your organisation’s policies and procedures deal
with the applicable elements? O Yes 0O No [ Some

Which applicable elements are not covered?
(List these in ‘Areas for improvement’ on the facing page.)

Are the actions and timing of actions clear? O ves 0O No
Is it clear who is accountable for developing and monitoring

these policies and procedures? O Yes 0[O No
Are the policies and procedures kept up to date and reviewed? O Yes 0O No

If ‘yes’, enter last date of review:

How frequently are policies and procedures
reviewed? O 6-monthly 0O yearly [ 3-yearly

Evidence
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Refer to the guiding documents rating card.

O

A. Exceeds requirements

O B. Meets requirements

O C. Partly meets requirements

0 D. Does not meet requirements

O E. Not applicable (if so, please specify why)

3 - . .

A If your organisation does not have policies and procedures relating to the budget, or you
answered ‘no’ to any of the questions, record this here. It is sufficient to note the general
areas for improvement. More detail can be recorded when you develop your improvement
plan.

What are the gaps or applicable elements that you need to cover?
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Staff awareness (Budget)

O Managers and committee members are familiar with the budget and processes for developing
and monitoring it.

Using the highlighted question below, ask a selection of your organisation’s managers and
committee members to describe their understanding of your process for developing and
monitoring the budget. Record their responses in the ‘Evidence’ section.

Review the responses/results from the interviews to determine a rating for this evidence
type.

What is your understanding of processes for developing and monitoring the
budget?

How many people were invited to give feedback? (e.g. 3 managers, 2 committee
members, 5 out of a total of 20 managers and committee members = 5/20)

o Managers ... committee members= .../ ...

How many actually participated? (e.g. 3 managers, 1 committee member, 4 out of a
total of 5 invitees = 4/5)

. Managers ... committee members = ../ ...

How was the feedback obtained?
__interviews (how many/position and role of interviewees)

Evidence
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O A. Exceeds requirements
Managers and committee members understand the organisation’s procedures for
preparing a budget and regularly review and revise the budget as required, and team
members and executive officers have input into the review of these procedures.

O B. Meets requirements
Managers and committee members understand how the organisation prepares a
budget in time for the start of the financial year and regularly review and revise the
budget as required.

O C. Partly meets requirements
Managers and committee members have limited understanding of how the
organisation prepares a budget in time for the start of the financial year.

0 D. Does not meet requirements
Managers and committee members do not understand how the organisation prepares
a budget.

O E. Not applicable (if so, please specify why)

§§ If your managers and committee members do not have a clear understanding of the way
your organisation manages its budget, record this here.
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Records (Budget)
O Records of budget management, including budget projections and reviews, are available and
up to date.

Examine and review the records relating to your budget. (See section 6.5.4 of the self-
assessment manual for examples of records and information on sampling.)
Ensure that the name/type, location and number of records assessed are entered in the
‘Evidence’ section and an adequate sample is examined.
What types of records demonstrate your organisation’s budget projections and
reviews are up to date?
Do records show that budgets are prepared in a timely and
accurate manner? O Yes 0O No

Evidence
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0 A. Exceeds requirements
Records show your organisation’s budget projections and reviews are up to date, and
the organisation is always looking for ways to improve these processes with feedback
from team members and executive officers.

O B. Meets requirements
Records show your organisation’s budget projections and reviews are up to date.

O C. Partly meets requirements
Records show your organisation’s budget projections are up to date, but that budget
reviews have not been undertaken.

O D. Does not meet requirements
Records show your organisation’s budget projections are not up to date, and that
budget reviews have not been undertaken.

O E. Not applicable (if so, please specify why)

S | o |
A If you have answered ‘no’ to any of the questions, or you have identified areas that require
improvement or review, record this here.
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Score sheets

Single site — Guiding documents

Standard Area number Area rating Standard rating
1. Standard for accessibility of 1.1
services 1.2
1.3
2. Standard for responding 2.1
to individuals, families and 2.2
communities 23
2.4
2.5
3. Standard for participation and 3.1
choice 3.2
3.3
4. Standard for confidentiality and 4.1
privacy 4.2
4.3
4.4
5. Standard for feedback and 5.1
complaints 5.2
6. Standard for protecting safety and 6.1
wellbeing
6.2
7. Standard for recruitment and 71
selection processes for people
working in services 7.2
8. Standard for induction, training and 8.1
development of people working in 8.2
services
9. Standard for employee and 9.1
volunteer support 9.2
9.3
10. Standard for organisational 10.1
alignment 10.2
10.3
11. Standard for governance and 11.1
accountability 11.2
11.3
11.4
11.5
11.6
11.7
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Single site — Staff awareness

Score sheets

Standard Area number Area rating Standard rating
1. Standard for accessibility of 1.1
services 1.2
1.3
2. Standard for responding 2.1
to individuals, families and 2.2
communities 2.3
2.4
2.5
3. Standard for participation and 3.1
choice 3.2
3.3
4. Standard for confidentiality and 4.1
privacy 4.2
4.3
4.4
5. Standard for feedback and 5.1
complaints 5.2
6. Standard for protecting safety and 6.1
wellbeing 6.2
7. Standard for recruitment and 7.1
selection processes for people 7.2
working in services
8. Standard for induction, training and 8.1
development of people working in 8.2
services
9. Standard for employee and 9.1
volunteer support 9.2
9.3
10. Standard for organisational 10.1
alignment 10.2
10.3
11. Standard for governance and 11.1
accountability 11.2
11.3
114
11.5
11.6
11.7
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Single site — Records

Score sheets

Standard Area number Area rating Standard rating
1. Standard for 1.1
accessibility of 1.2
services 1.3
2. Standard for 2.1
responding to 2.2
individuals, families 23
and communities 24
2.5
3. Standard for 3.1
participation and 3.2
choice 3.3
4. Standard for 4.1
confidentiality and 4.2
privacy 4.3
4.4
5. Standard for feedback 5.1
and complaints 5.2
6. Standard for 6.1
protecting safety and
wellbeing 6.2
7. Standard for 7.1
recruitment and 7.2
selection processes
for people working in
services
8. Standard for 8.1
induction, training 8.2
and development of
people working in
services
9. Standard for 9.1
employee and 9.2
volunteer support 9.3
10. Standard for 10.1
organisational 10.2
alignment 10.3
11. Standard for 11.1
governance and 11.2
accountability 11.3
11.4
11.5
11.6
11.7
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Part C: Report formats






Self-assessment summary report

Self-assessment summary report

Organisation name:

Date created:

Types of evidence
Overall

Standard result Guiding

Staff awareness
documents

1. Accessibility of
services

Areas for improvement;

2. Responding to
individuals, families
and communities

Areas for improvement:

3. Participation and
choice

Areas for improvement:

(continued)
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Standard

Types of evidence

Overall —
result Guiding

Staff awareness
documents

Records

4. Confidentiality and
privacy

Areas for improvement:

5. Feedback and
complaints

Areas for improvement:

6. Protecting safety
and wellbeing

Areas for improvement:
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Self-assessment summary report

Types of evidence

Overall

Standard
result

Guiding

Staff awareness Records
documents

7. Recruitment and
selection processes
for people working
in services

Areas for improvement:

8. Induction, training
and development of
people working in
services

Areas for improvement:

9. Employee and
volunteer support

Areas for improvement:

(continued)
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Standard

Types of evidence

Overall —
result Guiding

Staff awareness
documents

Records

10. Organisational
alignment

Areas for improvement:

11. Governance and
accountability

Areas for improvement:
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Improvement plan

Improvement plan

Organisation name:

Improvement plan for the period:

1 Standard for accessibility of services

The organisation makes its services accessible to all people within the agreed target group for the
services.

Issue Improvement action/s By whom By when

1.2 Eligibility

Issue Improvement action/s By whom By when

1.3 Requests for service and referrals

Issue Improvement action/s By whom By when
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Standard for responding to individuals, families and

communities

The organisation delivers services and activities that are attentive to the needs and strengths of
people, families and communities using the services.

2.1 Service delivery

Issue Improvement action/s By whom By when

2.2 Allocation
Issue Improvement action/s By whom By when

2.3 Ending service delivery
Issue Improvement action/s By whom By when

2.4 Collaboration

Issue Improvement action/s By whom By when

2.5 Community development and community education

Issue Improvement action/s By whom By when
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Improvement plan

3 Standard for participation and choice

The organisation promotes the rights and responsibilities of people using its services by:

* giving clients information about the services provided to them

» assisting clients to take part in making decisions that are relevant to them

* providing opportunities for clients to participate in service planning, development, delivery and
evaluation

promoting, encouraging and empowering clients to express their views, and valuing and using
their perspectives to improve services at all levels.

3.1 Client service charter

Issue Improvement action/s By whom By when

3.2 Choice and self-reliance

Issue Improvement action/s By whom By when

3.3 Participation

Issue Improvement action/s By whom By when
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4 Standard for confidentiality and privacy

The organisation promotes the rights and responsibilities of people using its services by protecting
clients’ rights to confidentiality and privacy, taking into account relevant privacy and other
legislative requirements.

4.1 Privacy
Issue Improvement action/s By whom By when

4.2 Record keeping and disposal
Issue Improvement action/s By whom By when

4.3 Confidentiality

Issue Improvement action/s By whom By when

4.4 Access to confidential information

Issue Improvement action/s By whom By when
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Improvement plan

5 Standard for feedback and complaints

The organisation promotes the rights and responsibilities of people using its services by:

promoting opportunities for clients and other stakeholders to provide feedback

using feedback to improve services

providing information to clients about internal and external mechanisms for making a complaint
acting fairly and appropriately when a complaint is received.

5.1 Feedback

Issue Improvement action/s By whom By when

5.2 Complaints by clients
Issue Improvement action/s By whom By when

6 Standard for protecting safety and wellbeing

The organisation provides services in a manner that protects the safety and wellbeing of people
using its services.

6.1 Harm prevention

Issue Improvement action/s By whom By when

6.2 Harm response

Issue Improvement action/s By whom By when

iy
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Standard for recruitment and selection processes for people

working in services

The organisation ensures that its employees and volunteers are suitably qualified or experienced
people who are competent and appropriate to undertake their roles within the organisation.

7.1 Employee recruitment

Issue Improvement action/s By whom By when

7.2 Volunteer selection

Issue Improvement action/s By whom By when

Standard for induction, training and development of people

working in services

The organisation ensures that:

* its employees and volunteers are suitably oriented to the organisation’s vision and values and its
service delivery and management processes

its employees have access to ongoing training and development opportunities appropriate to
their roles within the organisation.

8.1 Employee and volunteer induction

Issue Improvement action/s By whom By when

8.2 Employee and volunteer training and development

Issue Improvement action/s By whom By when




Improvement plan

9 Standard for employee and volunteer support

The organisation ensures that its employees and volunteers are appropriately managed and
supported to effectively undertake their roles within the organisation.

9.1 Employee performance and support

Issue Improvement action/s By whom By when

9.2 Volunteer support

Issue Improvement action/s By whom By when

9.3 Dispute resolution for employees and volunteers

Issue Improvement action/s By whom By when
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10 Standard for organisational alignment

The organisation has a clearly articulated vision, set of values and philosophy and delivers services
consistent with these and contractual agreements.

10.1 Vision, values and planning

Issue Improvement action/s By whom By when

10.2 Organisational authority
Issue Improvement action/s By whom By when

10.3 Performance monitoring and reporting
Issue Improvement action/s By whom By when




Improvement plan

11  Standard for governance and accountability

The organisation maintains effective governance arrangements to meet its legal, contractual and

administrative requirements.

11.1 Election or appointment of governing body and executive officers

Issue

Improvement action/s

By whom

By when

Issue

Improvement action/s

11.2 Induction of governing body and executive officers

By whom

By when

11.3 Training and development for governing body and executive

officers

Issue Improvement action/s By whom By when
11.4 Conflict of interest
Issue Improvement action/s By whom By when

Issue

Improvement action/s

11.5 Asset management

By whom

By when

(continued)
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11.6 Financial management and delegations

Issue

Improvement action/s

By whom

By when

Issue

Improvement action/s

By whom

11.7 Budget

By when




Part D: Client feedback






Client survey

Client survey

Organisations are expected to seek feedback from clients on their satisfaction levels

and opinions in relation to the quality and effectiveness of the services they receive. The
Department of Communities has developed a client survey to assist you to obtain client
feedback relevant to the standards. It is recommended that you use the client survey
provided. If you have developed your own, or obtain feedback in another form, you will
need to make sure it is equivalent to the one provided by the department and enables you
to obtain the feedback required.

Demographic information

Please indicate with a tick where appropriate:
O Male O Female

O Aboriginal or Torres Strait Islander

O Other identified group (please specify)

Age group
O under 18
O 18-29

O 30-40

O 41-50

O 51-64

O 65+
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Survey

Please circle the value that represents your opinion, with ‘1’ being the lowest and ‘6’ being the highest,
where applicable.

1 2 3 4 5 6

Comments

Q2. Was it easy to get to see someone at the service when you needed to?
D Yes D No

Comments

Q3. How comfortable did the employees make you feel?

1 2 3 4 5 6

Comments

Q4. Was the building easily accessed? (Consider physical accessibility and availability of public

transport, parking etc.)

| |Yes [ |No

Comments

Q5. How well did people in the service understand your needs and issues?

1 2 3 4 5 6

Comments
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Q6. Was there a plan for the assistance you were to receive?
| |Yes [ |No

Comments

Q7. Did the service help you to build relationships with people or other services that could

meet your needs?

| |Yes [ |No

Comments

Q8. Did the service provide you with information that assisted you to consider which services

you need, and what other options you have?

DYes D No

Comments

Q9. Were you actively involved with service providers to plan how your needs could be met?

DYes D No

Comments

Q10. Are you aware of a statement of client rights and responsibilities or something called a client

service charter?

| |Yes [ |No

Comments

(continued)
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If ‘yes’, does the service line up to the statement of client rights or the client service charter?

| |Yes [ |No

Comments

Q11. How confident are you that information relating to you collected and held by the

organisation is confidential and secure?

1 2 3 4 5 6

Comments

Q12. Were you told how to get access to your information/files, if you wanted to?
D Yes D No

Comments

Q13. How satisfied were you with the services you received?

1 2 3 4 5 6

Comments

Q14. Do you feel the service is a safe and welcoming place?

DYes D No

Comments

Q15. Do you feel you can trust staff to act in your best interests?

| |Yes | |No

Comments
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Q16. Are you aware of the internal and external complaint mechanisms available to you if you have

a complaint?

| |Yes [ |No

Comments

Q17. If you have raised a complaint, how satisfied were you with how it was resolved?

1 2 3 4 5 6

Comments

Q18. How satisfied were you with the skills and experience of the people who provided services to

you?

Comments

Q19. What are the strengths of staff and volunteers who have provided services to you?

Q20. How could staff and volunteer skills be improved to better meet your needs?
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Client survey results

Organisation name:

Service:

Date of feedback:

Details of the process for gaining feedback from people

Number of clients surveyed:

Number of clients who responded to survey:

Male

Female

Aboriginal or Torres Strait Islander

Other identified groups

Number of respondents who were:
under 18
18-29
30-40
41-50
51-64
65+
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Feedback results

1. Standard for accessibility of services

Q1. How well known do you think this service is in your community?

(070 01011071 01 =500

Q2. Was it easy to get to see someone at the service when you needed to?

(97 001100 1=T 015050

Q3. How comfortable did the employees make you feel?

(07 010110 7= 0155050

Q4. Was the building easily accessed?

COMIMIEINTS ettt oottt

2. Standard for responding to individuals, families and communities

Q5. Did people in the service understand your needs and issues?

(97 010110721 0155000

Q6. Was there a plan for the assistance you were to receive?

COMIMIEINTS et oot ettt et

286



Client survey results

Q7. Did the service help you to build relationships with people or other services that could meet
your needs?

COMMENTS e

3. Standard for participation and choice

Q8. Did the service provide you with information that assisted you to consider which services
you need, and what other options you have?

COMMENES e

Q9. Were you actively involved with service providers to plan how your needs could be met?

COMMENES ..o

Q10. Are you aware of a statement of client rights and responsibilities or something called a client
service charter?

COMMENTS e

4. Standard for confidentiality and privacy

Q11. How confident are you that information relating to you collected and held by the organisation
is confidential and secure?

COMMENTS e

5. Standard for feedback and complaints

6. Standard for protecting safety and wellbeing

(continued)
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Q12. Were you told how you could have access to your information/files, if you wanted to?

COMMENTS e

Q13. How satisfied were you with the services you received?

COMMENES ..o

Q14. Do you feel the service is a safe and welcoming place?

COMMENTS e

Q15. Do you feel you can trust staff to act in your best interests?

COMMENES e

Q16. Are you aware of the internal and external complaint mechanisms available to you if you have
a complaint?

COMMENES .o

Q17. If you have raised a complaint, were you satisfied with how it was resolved?

COMMENTS e

7. Standard for recruitment and selection processes for people working in services
8. Standard for induction, training and development of people working in services
9. Standard for employee and volunteer support

10. Standard for organisational alignment

11. Standard for governance and accountability

288



Client survey results

Comments

Comments

Comments

289






