[image: image1.wmf] 




 





This manual is a result of a year-long project to develop generic standards for use in quality improvement of community service organisations in the ACT. The ACT Government and community sector worked collaboratively throughout the project, reflecting their respective commitment to quality in community services in the ACT.

Funding was contributed by the (then) Departments of Education and Community Services, Health and Community Care and Chief Minister’s.

RPR Consulting undertook the project, their team comprising Lyla Rogan, Lyn Stephens and Deb Michels. From the outset they worked closely with representatives of government and the community sector to ensure ownership and sustainability of the outcomes. 

The Departments responsible and RPR would like to thank members of the Working Group for their early guidance in the project. Thanks also go to Janine O’Dwyer, now in the Department of Disability, Housing and Community Services, for her strong commitment and positive management of the project.

Special thanks to the Standards Writing Group who played a vital role in the development and writing of the standards. Their expertise, commitment and enthusiastic contribution throughout this project was significant and much appreciated. 

Special thanks also to the nine organisations that participated in piloting the standards and self-assessment process. These organisations have shown their strong commitment to being quality organisations and the wider community sector will benefit from their hard work and leadership in this area.


Peak organisations representating various sectors participated in two workshops to develop standards relevant to their organisations and to provide advice on future implementation of the standards. 

Standards Writing Grouptc "Standards Writing Group"
Annette Kelly-Egerton, Barnardos

Marilyn Graham, Lowana Young Women’s Refuge

Faye Green, Centacare

Narelle Hill, from the (then) Department of Health, Housing and Community Care

Jacinta Cummins, Epilepsy Association

Ara Cresswell, Beryl Women’s Refuge

John Hancock, MA Student

Mary Gays, Marymead

Purnima Gurung, Migrant Resource Centre

Siobhan Carrigan, from the (then) Department of Health, Housing and Community Care

Mick Sam, from the (then) Department of Health, Housing and Community Care

Janine O’Dwyer, from the (then) Department of Education and Community Services

Sascha Surgey, from then (then) Department of Education and Community Services

Organisations participating in pilotstc "Organisations participating in pilots"
ACT Multicultural Council

Aids Action Council of the ACT

Directions ACT (Assisting Drug Dependents Inc)

Parent Support Service

Prisoners’ Aid ACT and Court Advice and Referral Service

SHOUT Inc

The Salvation Army LASA Youth Centre (Oasis Network)

Volunteering ACT Inc

YWCA of Canberra 




Peak organisationstc "Peak organisations"
ACROD

ACT Council of Social Service

ACT Shelter 

Coalition of Community Housing Organisations of the ACT

Conservation Council of the South East Region and Canberra

Council on the Ageing ACT

Health Care Consumers’ Association

ACT Multicultural Council

Volunteering ACT





Foreword by Chief Ministertc "Foreword by Chief Minister"
The ACT Government and the community sector have a shared commitment to the provision of good quality services to residents of the ACT. The Compact between the ACT Government and community sector gives prominence to this commitment.

For Government, quality is a key issue in service purchasing, to ensure that the service models that are funded will provide quality outcomes for clients. As part of our commitment to quality, Government has a role in supporting and strengthening the capacity of community organisations to achieve good practice. The ACT Government thus commissioned the development of a generic guide to good practice, in line with its community capacity building role.

In commissioning the generic standards, we recognised that standards currently do exist in a number of specific areas. The generic standards are not intended to replace these. However, many organisations either do not have standards, or have multiple standards. The value of having a set of generic good practice standards is that they provide consistent benchmarks for quality across a range of different service sectors.

The shared commitment to quality by Government and the community sector is reflected in the partnership approach taken in the development of these standards and associated resources. The success of this project is due in no small measure to the strong engagement of the community sector, both in the writing group and in piloting the draft standards and training materials.

I congratulate the writing group on crafting a clear and comprehensive set of standards. My thanks go also to the community organisations that piloted the standards. By doing so, they have ensured that the final product is both relevant and practical.

The generic good practice standards are a tool for quality improvement that have application across a wide range of sectors. The standards and associated tools, however will not improve the quality of service delivery if they are not put into practice.

I therefore commend these standards to the sector as a valuable resource. I hope they will become an integral part of organisations’ normal strategic planning cycles. By supporting this environment of quality improvement, the ACT Government and the community sector can work together to maintain and improve the quality of service delivery in the ACT.
Jon Stanhope

ACT Chief Minister



About this manualtc "About this manual"
This manual is designed to assist community service organisations achieve continuous improvement in the quality of their work with clients and communities and in management. 

It is in five sections:

Section 1tc "Section 1"
Raising the standard – Good practice standards to guide continuous  improvement in community service organisations.tc "Raising the standard – Good practice standards to guide continuous  improvement in community service organisations."
The standards booklet is a stand-alone publication that includes background to the development of the standards, principles that underpin good practice and standards relevant to a wide range of community service organisations.

The standards are grouped under two broad headings:

Governance and managementtc "Governance and management"
This section will be applicable to all organisations. It covers all aspects of running an organisation including: leadership and governance, effective management, planning, evaluation and quality improvement, human resource management, safety and office environment and project development and management. 


Work with clients and communitiestc "Work with clients and communities"
This section covers a number of different areas relating to the type of work organisations are involved in: service delivery, community development, policy development and advocacy and membership services. Organisations will assess against those sections and standards that most closely correspond to the work they do.

Section 2tc "Section 2"
Self-assessment and quality planning guide tc "Self-assessment and quality planning guide "
The guide is designed to help organisations decide whether they want to use the standards in quality improvement and then to guide them through planning and carrying out the self-assessment and quality planning process. It covers:

· Understanding standards and quality

· Deciding to use standards for quality improvement 

· Organising the self-assessment process

· Planning for quality improvement  

Section 3tc "Section 3"
Tools to support the self-assessment and quality planningtc "Tools to support the self-assessment and quality planning"
This section of the manual provides examples of tools that organisations can use in different aspects of the self-assessment and quality planning process. They can be adjusted to meet the needs of your service or organisation. Built around the content of the standards, they include guidance and suggested tools for use in: 

· gaining client and community feedback

· gaining feedback from members

· obtaining the views of other agencies

· conducting file audits

· prioritising areas for improvement

· undertaking a quality planning workshop.




Section 4 tc "Section 4 "
Self-assessment workbook tc "Self-assessment workbook "
This workbook supports and records the outcomes of the self-assessment process. It is used to record evidence of current good practice and identify areas for improvement against each of the standards.  From this, the issues for priority action can be identified.

Section 5tc "Section 5"
Quality improvement plan workbooktc "Quality improvement plan workbook"
This workbook offers a structured format for deciding and mapping out a quality plan for addressing priority issues. The format covers:

· a description of the issue identified

· strategies to address the issue

· who is responsible

· when it will it be done 

· how we will know when it is done.      

How to use the manualtc "How to use the manual"
Most people will find it easiest to get an overview of the manual before going into any section in detail. Take some time to become familiar with the purpose and broad content of the standards and quality processes as the first step. 

Read the introduction to the standards, look at the areas covered by the standards and skim the standards themselves. 

Read the introduction to the guide and familiarise yourself with the processes covered by the guide.

Skim any of the other areas of the manual that interest you.

Look at the broad structure of the 
self-assessment workbook and the quality improvement plan to understand their use.

Then stop for a while and think about what all of this would mean for your organisation. 

After you have a general familiarity with the manual go back and read the standards and the guide in more detail. Begin a discussion in your organisation about the value of the standards and assessment process in helping you identify how quality can be enhanced. 

It is planned to offer training for organisations wanting to work through the self-assessment and quality planning process. The training is practically focused and will help you better understand the standards, the 
self-assessment and quality planning processes and how to use the different parts of the manual. 




The training also helps you to plan how the process is best carried out in your organisation. Further information on upcoming training is available by contacting the ACT Council of Social Service,
phone 6248 7566.

You may also feel the manual provides sufficient direction to allow you to embark on the self-assessment process without attending training. Certainly the manual seeks to support a process that is self-managed by organisations.  

As you go further into the process you will find yourself reading the manual in detail and with a more critical eye in terms of tools or approaches that would best suit your organisation. At this stage you will have developed a plan for the process in your organisation and use of the different sections of the manual will be self evident. It is important to maintain some rigour around the assessment and planning process if you are to get the most from it. Ongoing reference to the Self-assessment and quality planning guide will help keep you on track but also reminds where there is room for flexibility of approach. 

Review of the manualtc "Review of the manual"
This is the first edition of the Raising the standard manual. It will be updated and reviewed within two years of its first release. If you have any suggestions for improvements to this manual or you find or develop new tools that might be helpful to other organisations, please contact Janine O’Dwyer in the Department of Disability, Housing and Community Services,
phone 6205 1308.
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