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Introduction 
The self-assessment workbook is one of a suite of resources created to support the implementation of the Human Services Quality Framework (which contains six quality standards). 
It has been designed to assist service providers to review their processes and practices and determine the extent to which they are meeting the standards. Completing a self-assessment will provide your organisation with a signal of which processes are working well and which may require greater attention. 

When completing the workbook, service providers should consider and document their responses to the following questions:

1. What documents do you have?

2. What process do you follow?

3. What is the result or outcome of what you do?

4. How do you record what you do?

The workbook was developed to assist service providers with improvement planning where required and is, therefore, created in an action-planning format. An improvement plan template is located at the end of the workbook. 

The workbook is not designed or intended to be used as a comprehensive record of all of your quality activities. It is, however, advisable to write a few key points for each indicator to demonstrate conformity. 

The workbook also contains case studies of fictional organisations to provide you with an example of how the document can be used. Any resemblance to an actual organisation, currently or formerly in operation is entirely coincidental. 

Rating Scale
The Human Services Quality Framework operates the following rating scale:

	Conformity
	Your organisation effectively meets the requirements of the indicator and evidence is available to support your assessment.

Evidence is preferably demonstrated through the three P’s:

Paper – you have a documented approach to meeting the standard via policy, procedure, form etc.

Process – you are able to demonstrate that what you do matches what you say you do and that the process is consistently performed or applied.

People – people using services (as well as other stakeholders such as families or internal clients) confirm that they are receiving the service that you have specified you will deliver. 

Example for Indicator 5.1 – Your organisation has a complaints policy, procedure and lodgement form. A copy of each of these is distributed to people using services when accessing the service and a copy is also available on your website and in the reception area of the office. All complaints are recorded on a register and this register is kept up to date during all stages of the complaints process. The register is regularly reviewed by management in meetings to ensure that timeframes are met and that the process is fair and effective and this process is documented in the meeting minutes. Staff feedback indicates that they feel the process is effective and that they are clear on their roles and responsibilities. A recent survey of people using services indicated overall satisfaction with the process.


	Nonconformity
	Your organisation does not fully meet the requirements of an indicator or the outcome is only partly effective.

Example for Indicator 5.1 - Your organisation has a complaints management system as described in the above example, however, a peer audit of service user files shows on the entry checklist form that not all service users have received a copy of the policy and procedure. Your organisation does not have a copy on its website and copies are not kept anywhere in the office that people using services have access to. A recent survey of people using services indicated that although they would have been happy to raise a complaint if they had one, they were unsure of the actual process.


	Major nonconformity
	Your organisation has no process in place which meets a major component of an indicator, or the outcome is ineffective or does not meet legislative requirements.

Example for Indicator 5.1 – Your organisation has a complaints policy and procedure, however, they have not been reviewed for many years. A complaints register is kept, however, on review it is found that many complaints have not been addressed at all, and others were not addressed within an appropriate timeframe or responded to in writing as per the procedure.  During the audit it was found that people using services showed a high level of dissatisfaction with the complaints process and indicated that they did not want to raise complaints because they feared losing services if they did so (relates to Indicator 5.1).



Evidence
1. Paper
Some examples of evidence of your quality system include (but are not limited to):

· governance documentation (such as Board reports)

· strategic and operational plans

· policies and procedures

· files of people using services (both electronic and paper versions) including personalised plans

· human resource information (both electronic and paper versions),such as personnel files, criminal history and working with children checks, training records, performance reviews and disciplinary action records
· information provided to people using services such as handbooks or ‘welcome pack’ material

· meeting minutes

· quality action plans 

· internal review / assessment / audit / evaluation reports, including survey results
· other records, including records of feedback from people using services.  
2. Process
Some examples of evidence include (but are not limited to):

· regular meetings are held between appropriate personnel and stakeholders according to the context
· records of people using services demonstrate that the development of individualised plans have included the appropriate people and these plans are regularly reviewed

· scheduled maintenance of equipment has occurred and repairs/replacement have been carried out. 

3. People
Some examples of evidence include (but are not limited to):

· staff are able to articulate policies and procedures as they apply to their role
· people using services know how to negotiate the organisation and are clear about what service they are receiving, who will be delivering it and how they can seek change (if required). 

	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.6 The organisation encourages and promotes participation by people using services and other relevant stakeholders in governance and management processes.


	What practices and processes does your organisation have in place to meet this indicator?


	At CareServices Queensland, we meet this indicator by:

1. Having a policy called Participation in Management Planning. This is given to each new person using services and is available in the office foyer. 

2. Providing a feedback form to every new person using services in the welcome pack. 

3. Involving people using services and their families in quarterly planning meetings with management.

4. Conducting an annual survey on services which is distributed to people using services and preferred suppliers. 

5. Open days with preferred suppliers, people using services and families. 



	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	1. Meeting minutes and actions from quarterly planning meeting which show involvement of people using services.

2. Survey results, reports and action plans.

3. Minutes from management meetings where feedback forms are discussed, reports which show feedback from stakeholders and action taken to address any issues. 



	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	We would like to have an electronic feedback form on our website – although not a priority for at least 12 months, we believe this would be a great way to get feedback from a wide range of stakeholders and would also allow people to give feedback to us anonymously.


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.5 The organisation has processes that demonstrate the right of the individual to participate and make choices about the services received.



	What practices and processes does your organisation have in place to meet this indicator?


	1. Clients’ rights and responsibilities document.

2. Client Plan – planning to have a section called ‘Client Goals’ to encourage clients to detail their aspirations and what they want from the organisation.



	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	1. Client rights and responsibilities document is provided to each new client. 



	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	Client Plan to be revised within the next three months – at the moment there is no evidence that the client has received the rights and responsibilities document, so we will include a check box for the client to tick and sign that they have received the document. Also add the client goals section so that the client can outline what their expectations are of the organisation and how we can assist them.


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.7 The organisation has effective information management systems that maintain appropriate controls of privacy and confidentiality for stakeholders.



	What practices and processes does your organisation have in place to meet this indicator?


	1. Information Technology (IT) policy and procedure which states that the IT system will be tested and audited for data quality annually. 

2. Positions are delegated authority to only access areas of the network which are relevant to the role. This is done via the new staff member registration form. 

3. Database of people using services is password-protected. 



	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	1. Annual test of the IT system and data quality audit has not been conducted for the past two years. 
2. New staff member registration forms have not been consistently completed (staff members are occasionally being set up from a verbal instruction).



	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	1. Test of IT system and data quality audit has been scheduled for one month’s time.
2. Retraining of relevant staff in new staff member registration is scheduled for two weeks time. 


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.1 The organisation has accountable and transparent governance arrangements that ensure compliance with relevant legislation, regulations and contractual arrangements.


	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.2 The organisation ensures that members of the governing body possess and maintain the knowledge, skills and experience required to fulfil their roles.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.3 The organisation develops and implements a vision, purpose statement, values, objectives and strategies for service delivery that reflect contemporary practice.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.4 The organisation’s management systems are clearly defined, documented and monitored and (where appropriate) communicated including finance, assets and risk.


	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.5 Mechanisms for continuous improvement are demonstrated in organisational management and service delivery processes.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.6 The organisation encourages and promotes processes for participation by people using services and other relevant stakeholders in governance and management processes.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 1


	Governance and management

	Expected outcome


	Sound governance and management systems that maximise outcomes for stakeholders.


	Context
	The organisation maintains accountability to stakeholders through the implementation and maintenance of sound governance and management systems. These systems should reflect the size and structure of the organisation and contribute to maximising outcomes for people using services.



	Indicator


	1.7 The organisation has effective information management systems that maintain appropriate controls of privacy and confidentiality for stakeholders.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 2

	Service Access

	Expected outcome


	Sound eligibility, entry and exit processes facilitate access to services on the basis of relative need and available resources.



	Context
	The organisation makes their services available to their target group in fair, transparent and non-discriminatory ways and people seeking access to services are prioritised and responded to. 



	Indicator


	2.1 Where the organisation has responsibility for eligibility, entry and exit processes these are consistently applied based on relative need, available resources and the purpose of the service.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 2

	Service Access

	Expected outcome


	Sound eligibility, entry and exit processes facilitate access to services on the basis of relative need and available resources.



	Context
	The organisation makes their services available to their target group in fair, transparent and non-discriminatory ways and people seeking access to services are prioritised and responded to. 



	Indicator


	2.2 The organisation has processes to communicate, interact effectively and respond to the individual’s decision to access and/or exit services.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 2

	Service Access

	Expected outcome


	Sound eligibility, entry and exit processes facilitate access to services on the basis of relative need and available resources.



	Context
	The organisation makes their services available to their target group in fair, transparent and non-discriminatory ways and people seeking access to services are prioritised and responded to. 



	Indicator


	2.3 Where an organisation is unable to provide services to a person, due to ineligibility or lack of capacity, there are processes in place to refer the person to an appropriate alternative service. 



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 3


	Responding to individual need

	Expected outcome


	The assessed needs of the individual are being appropriately addressed and responded to within resource capability.


	Context
	The organisation provides appropriate services that are identified/assessed, planned, monitored, reviewed and delivered in collaboration with the person using the service, their representative and/or relevant stakeholders. The organisation uses referral pathways and partnerships to promote integrated service provision.



	Indicator


	3.1 The organisation uses flexible and inclusive methods to identify the individual strengths, needs, goals and aspirations of people using services.


	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 3


	Responding to individual need

	Expected outcome


	The assessed needs of the individual are being appropriately addressed and responded to within resource capability.


	Context
	The organisation provides appropriate services that are identified/assessed, planned, monitored, reviewed and delivered in collaboration with the person using the service, their representative and/or relevant stakeholders. The organisation uses referral pathways and partnerships to promote integrated service provision.



	Indicator


	3.2 The organisation formulates service delivery that respects and values the individual (e.g. identity, gender, sexuality, culture, age and religious beliefs). 



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 3


	Responding to individual need

	Expected outcome


	The assessed needs of the individual are being appropriately addressed and responded to within resource capability.


	Context
	The organisation provides appropriate services that are identified/assessed, planned, monitored, reviewed and delivered in collaboration with the person using the service, their representative and/or relevant stakeholders. The organisation uses referral pathways and partnerships to promote integrated service provision.



	Indicator


	3.3 The organisation ensures that services to the individual/s are delivered, monitored, reviewed and reassessed in a timely manner.

	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 3


	Responding to individual need

	Expected outcome


	The assessed needs of the individual are being appropriately addressed and responded to within resource capability.


	Context
	The organisation provides appropriate services that are identified/assessed, planned, monitored, reviewed and delivered in collaboration with the person using the service, their representative and/or relevant stakeholders. The organisation uses referral pathways and partnerships to promote integrated service provision.



	Indicator


	3.4 The organisation has partnerships and collaborates to enable it to effectively work with community support networks, other organisations and government agencies as relevant and appropriate.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 3


	Responding to individual need

	Expected outcome


	The assessed needs of the individual are being appropriately addressed and responded to within resource capability.


	Context
	The organisation provides appropriate services that are identified/assessed, planned, monitored, reviewed and delivered in collaboration with the person using the service, their representative and/or relevant stakeholders. The organisation uses referral pathways and partnerships to promote integrated service provision.



	Indicator


	3.5 The organisation has a range of strategies to ensure communication and decision-making by the individual is respected and reflected in goals set by the person using services and in plans to achieve service delivery outcomes.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.1 The organisation provides services in a manner that upholds people’s human and legal rights.

	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.2 The organisation proactively prevents, identifies and responds to risks to the safety and well being of people using services.

	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.3 The organisation has processes for reporting and responding to potential or actual harm, abuse and/or neglect that may occur for people using services.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.4 People using services are enabled to access appropriate supports and advocacy. 



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 4


	Safety, well-being, and rights

	Expected outcome


	The safety, well being and human and legal rights of people using services are protected and promoted.  



	Context
	The organisation upholds the legal and human rights of people using services. This includes people’s right to receive services that protect and promote their safety and well being, participation and choice.



	Indicator
	4.5 The organisation has processes that demonstrate the right of the individual to participate and make choices about the services received.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 5


	Feedback, complaints, and appeals

	Expected outcome


	Effective feedback, complaints and appeals processes that lead to improvements in service delivery.



	Context
	The organisation listens to people and takes on feedback as a source of ideas for improving services and other activities. It includes the way the organisation responds to complaints from people using services and their right to have complaints fairly assessed and acted upon.



	Indicator


	5.1 The organisation has fair, accessible and accountable feedback, complaints and appeals processes.

	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 5


	Feedback, complaints, and appeals

	Expected outcome


	Effective feedback, complaints and appeals processes that lead to improvements in service delivery.



	Context
	The organisation listens to people and takes on feedback as a source of ideas for improving services and other activities. It includes the way the organisation responds to complaints from people using services and their right to have complaints fairly assessed and acted upon.



	Indicator


	5.2 The organisation effectively communicates feedback, complaints and appeals processes to people using services and other relevant stakeholders.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 5


	Feedback, complaints, and appeals

	Expected outcome


	Effective feedback, complaints and appeals processes that lead to improvements in service delivery.



	Context
	The organisation listens to people and takes on feedback as a source of ideas for improving services and other activities. It includes the way the organisation responds to complaints from people using services and their right to have complaints fairly assessed and acted upon.



	Indicator


	5.3 People using services and other relevant stakeholders are informed of and enabled to access any external avenues or appropriate supports for feedback, complaints or appeals and assisted to understand how they access them.


	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 5


	Feedback, complaints, and appeals

	Expected outcome


	Effective feedback, complaints and appeals processes that lead to improvements in service delivery.



	Context
	The organisation listens to people and takes on feedback as a source of ideas for improving services and other activities. It includes the way the organisation responds to complaints from people using services and their right to have complaints fairly assessed and acted upon.



	Indicator


	5.4 The organisation demonstrates that feedback, complaints and appeals processes lead to improvements within the service and that outcomes are communicated to relevant stakeholders.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 6


	Human resources

	Expected outcome


	Effective human resource management systems, including recruitment, induction and supervisory processes, result in quality service provision.



	Context
	The organisation has human resource management systems that ensure people working in services (including volunteers) are recruited appropriately and are suitable for their roles within the organisation. Once appointed, people working in the organisation have access to support, supervision, opportunities for training and development and grievance processes.



	Indicator


	6.1 The organisation has human resource management systems that are consistent with regulatory requirements, industrial relations legislation, workplace health and safety legislation and relevant agreements or awards.


	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 6


	Human resources

	Expected outcome


	Effective human resource management systems, including recruitment, induction and supervisory processes, result in quality service provision.



	Context
	The organisation has human resource management systems that ensure people working in services (including volunteers) are recruited appropriately and are suitable for their roles within the organisation. Once appointed, people working in the organisation have access to support, supervision, opportunities for training and development and grievance processes.



	Indicator


	6.2 The organisation has transparent and accountable recruitment and selection processes that ensure people working in the organisation possess the knowledge, skills and experience required to fulfil their roles.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 6


	Human resources

	Expected outcome


	Effective human resource management systems, including recruitment, induction and supervisory processes, result in quality service provision.



	Context
	The organisation has human resource management systems that ensure people working in services (including volunteers) are recruited appropriately and are suitable for their roles within the organisation. Once appointed, people working in the organisation have access to support, supervision, opportunities for training and development and grievance processes.



	Indicator


	6.3 The organisation provides people working in the organisation with induction, training and development opportunities relevant to their roles.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 6


	Human resources

	Expected outcome


	Effective human resource management systems, including recruitment, induction and supervisory processes, result in quality service provision.



	Context
	The organisation has human resource management systems that ensure people working in services (including volunteers) are recruited appropriately and are suitable for their roles within the organisation. Once appointed, people working in the organisation have access to support, supervision, opportunities for training and development and grievance processes.



	Indicator


	6.4 The organisation provides ongoing support, supervision, feedback and fair disciplinary processes for people working in the organisation.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


	Standard 6


	Human resources

	Expected outcome


	Effective human resource management systems, including recruitment, induction and supervisory processes, result in quality service provision.



	Context
	The organisation has human resource management systems that ensure people working in services (including volunteers) are recruited appropriately and are suitable for their roles within the organisation. Once appointed, people working in the organisation have access to support, supervision, opportunities for training and development and grievance processes.



	Indicator


	6.5 The organisation ensures that people working in the organisation have access to fair and effective systems for dealing with grievances and disputes.



	What practices and processes does your organisation have in place to meet this indicator?


	

	What results have you achieved / evidence can you provide that demonstrates you are meeting this indicator?


	

	Self-Rating

	( - Conformity
( - Nonconformity 

( - Major nonconformity


	What needs to be recorded on the Improvement Plan?

	


Improvement Plan

	Indicator
	Area for Improvement
	Action Required and Timeframe
	Person Responsible for completing action
	Progress Report
	Conformity Rating 

(does this change how you previously rated your organisation for the indicator?)
	Date Completed

	Eg. 6.4
	Performance reviews are currently overdue.
	Ensure all staff have had a performance review by 30 March 2011.
	HR manager
	15/3/2011 – All staff have undergone a performance review – next review scheduled in the human resource system for six months time.
	Yes – now conform to indicator.
	31/03/11
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Self-assessment completed on: _______________





Completed by (name and job title): ___________________________________________





Organisation: _______________________________





Site name (if applicable) and/or location: ___________________________________________
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