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Presenter
Presentation Notes
10.00am     ((5 mins)
1.Welcome participants – do an acknowledgement of country
2. Intro yourself
3. Why are we doing this: Purpose of the training / learning outcomes


Resources You will need:
Laptop, projector White board whiteboard markers
Name tags
Handouts:  ASES Work book / evidence guide / sample QIP scope /sample assessment schedule/ pre assessment questionnaire / reporting quality framework / quality action plan / a scenario for the activity on slide 21/ workshop evaluation
A3 or poster paper and some textas for group activities

Optional Prizes for  Activities



The Regulatory Environment
Compulsory Incentivised

Presenter
Presentation Notes
10.30 ( 15mins)
Activity 1. Ask the group to imagine they are leading an organisation –then  in small groups get them to make a list of the things that might motivate the organisation to become quality accredited – share back, collect thoughts on the whiteboard.  
You should then be able to go down the list and group the contributions into either Voluntary/ incentivised or compulsory
2. Explain Regulated (state / federal both ) / Unregulated 
• Compulsory (if so what for) 
• Incentivised (if so how)




Application

The NSW Department of Family and Community 
Services now requires that all funded Specialist 
Homelessness Services become accredited 
under the ASES standards.

This Photo by Unknown Author is licensed under CC BY-SA-NC

Presenter
Presentation Notes
10.45 ( 5 mins)
Explain the context and application

http://www.shroomery.org/forums/showflat.php/Number/19917745
https://creativecommons.org/licenses/by-nc-sa/3.0/


About ASES

• The Australian Service Excellence 
Standards (ASES) is an internationally accredited 
quality improvement program based around a set 
of approved quality standards. 

• ASES is an achievable accreditation and quality 
framework for Community Service Organisations.

• Quality accreditation helps your organisation 
develop a culture of quality and continuous 
improvement and provides a level of confidence 
to your staff, stakeholders, partners and funders. 



Structure of the 
Framework

Levels
Sections
Categories
Standards
Criteria

This Photo by Unknown Author is licensed under CC BY-SA-NC
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8

2
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Presenter
Presentation Notes
10.50 ( 20 mins)

Activity: handout the ASES work book get each table to come up with the numbers to fill in the blanks: How many criteria, how many standards, how many sections, how many levels.  
Then get them to draw the framework 
First table or group to finish wins a prize bonus points for creativity.

Answers reveal from the bottom up on click.

http://www.shroomery.org/forums/showflat.php/Number/19917745
https://creativecommons.org/licenses/by-nc-sa/3.0/


Audit 
objective and 
scope

The audit objective defines the 
goals for the audit and what is to be 
verified.

The audit scope describes the extent and 
boundaries (depth & breadth) of the 
audit, e.g. Physical location, 
organisational units, activities, processes, 
management system components and 
reporting methods.

Presenter
Presentation Notes
12.30  ( 5 mins)

Examples of an audit objective:

To confirm the effectiveness of the systems which affect the safety of products and services supplied into the community.
To determine the adequacy of safety practices and procedures in the business unit.
To identify opportunities for improvements to environmental policies and procedures.
To determine the effectiveness of the current food safety system in meeting the goal of producing safe food products.


Give some examples of the various scope variations you might find with ASES orgs.  Ie.  Program vs whole of Org, certificate Vs Award
Make the point that the scope and objective are determined by QIP







Scope of 
Assessment

• Size
• Sites

• Sampling
• Multiple Frameworks

This Photo by Unknown Author is licensed under CC BY-SA-NC

Presenter
Presentation Notes
12.35 ( 10 MINS)

1. Go through each:   Hand out a sample scope document – as sent to assessors by QIP prior to the assessment.
2. Explain each element of the assessment – evidence gathering opportunities
3. Talk about the evidence sampling – use the QIP pre assessment questionnaire as a guide? Is this done for ASES??



Types of evidence:  Audit evidence is what auditors obtain through sampling it could be –observation (of conditions) –interviews (of people) –examination (of records)

Evidence can be categorized as  physical, – testimonial, – documentary,  analytical. 



https://faculty.elgin.edu/dkernler/statistics/ch01/1-4.html
https://creativecommons.org/licenses/by-nc-sa/3.0/


The Process

Key Steps
Before – During - After

This Photo by Unknown Author is licensed under CC BY-SA-NC

Presenter
Presentation Notes
12.45 ( 1 min)
Explain: we are going to go through each of the steps in the assessment process in detail

http://globalhealth.mit.edu/mtfw-a-repeatable-framework-for-analysing-and-improving-processes/
https://creativecommons.org/licenses/by-nc-sa/3.0/


Stages of an Audit 

Guided by: ISO Quality Management Systems Standard
Clause 8.2 Monitoring and measurement, 8.2.2 Internal audit

Stage 1. Program 
or schedule

Stage 2. Planning 
and preparation

Stage 3. Opening 
meeting

Stage 4. Auditing & 
recording findings 

Stage 5. Closing 
meeting

Stage 6. Writing 
reports & raising 
non-compliance 

issues 

Stage 7. Following 
up corrective 

actions

Presenter
Presentation Notes


12.46  ( 5 mins)
Just for alignment with contemporary best practice standards for auditing.

Colors 
blue: before on site assessment
Yellow: during
Green: after

Explain that the QIP external assessment process is very much aligned with this standard. Many organisations have an internal auditing process aligned to this standard but not all.

Optional:  Most assessors will be familiar given other assessing experience but you could
explain what happens at each stage and what role QIP CLO,  Assessor and Org has as this is not covered in detail elsewhere



Presenter
Presentation Notes


12.51 ( 14 mins)
Activity: 
ask the group to brainstorm some of the key tasks for the assessor to undertake prior to the assessment.  
Take a selection from the group to create a list on the whiteboard.  Optional extension activity – get the groups to put them in order.

PAPV: any special requirements in planning these activities (e.g no file audits, coordinating access to clients for interview) and how to address them 

Handout: Share a typical assessment schedule

Pre documentation Review 
• what should I be looking for in the pre reading (which System Areas determine what I should be looking for) 
• what are to core documents that I should be looking for 




This Photo by Unknown Author is licensed under CC BY-SA

Presenter
Presentation Notes
1.05  (10 mins)
Using the auditing process slide or the sample Schedule template
  as a guide – go through the practical steps

Share some Tips:
Opening meeting:  A chance to develop rapport, Acknowledgement, confirm schedule   You could give the participants a verbal list of what you go through in the opening meeting.
Interview and questioning techniques: Make the point about culturally appropriate communication being especially important here
Optional activity:  Ask - what cultural considerations might you have to be aware of ? – quick brainstorm or discussion
Time management
Gathering and reviewing evidence



http://www.greenlivingpedia.org/Sustainable_house_design_features_checklist
https://creativecommons.org/licenses/by-sa/3.0/


Gathering the Evidence

What is Evidence:

“A ground for belief; that which tends to 
prove or disprove something; to make 
evident or clear; show clearly; manifest” 
(The Macquarie Dictionary, 3rd Edition, 1997).

Presenter
Presentation Notes
1.20( 1 minute)

Read through




Evidence-
What are we looking for?

• Objective evidence 

• Proof that there is control over the activity

being audited
• That the policy and/or procedures are 

implemented consistently
• Compliance with the relevant Standard

• Compliance with the relevant Act/legislation/ 
funding agreement that applies to the 
organisation

• That planned outcomes are achieved.

Presenter
Presentation Notes
1.25  (10mins) If the assessors are experienced no need to spend too much time here.  

1. Go through each point
2. Discussion Activity on your table : 
Ask one side of the room to discuss  this- how would you define what “good” evidence is?  
The other side of the room to discuss this: What types of evidence are not useful?  
Then share back in a large group discussion. Summary:   what rules would they say should guide the collection of the best evidence?
Assessors can waste a lot of time on false leads if  they don’t think about this!

QIP said: flag KSAO requirements associated with application of standard – e.g. legislation by jurisdiction and its application 
o specific changes to the application of the standard 

List of the rules of evidence coming up



Types of Evidence

• Policy documents
• Manuals 
• Registers
• Reports
• Interviews
• Observations
• Audit results

• MoU’s and agreements
• Evaluations
• Feedback  and survey results
• Training records and documents
• Meeting records



Evidence must be:

• Relevant – relates to the practice under examination

• Current – recent enough to confirm the practice still exists

• Reliable – delivers consistent results over time

• Corroborated – supported by more than one source

• Systematic – part of a demonstrable system of work

• Sustainable – not reliant on skills of one staff member or a fad in thinking

Presenter
Presentation Notes
1.35 (5mins)
Go through the rules of evidence



Recording 
Findings and 
Ratings

FIP’s
PIP’s     &

NIP’s

This Photo by Unknown Author is licensed under CC BY-NC-ND

Presenter
Presentation Notes
1.40 ( 10 mins)
Handout the Reporting quality framework (RQF) requirements for: Fully in place, Partially in place, Not in place 
 
highlight traps for inexperienced assessors
QIP sid:  flag KSAO requirements associated with application of standard – e.g. legislation by jurisdiction and its application 
o specific changes to the application of the standard 

Indicator clarifications 
• what to do if you are unsure about the intent or application of an indicator / sub-indicator 
• Useful resources to support interpretation and application of the standard 

Special requirements associated with non-compliance 
• Resurvey / CAP (including timeframe – up to 6 month corrective action period post decision) 
• We can elect to re-survey any service that has an on-site survey visit if deemed necessary (risk based) 
• Regulatory intervention / etc… 

Worth mentioning how to manage expectations – this can arise if the org has indicated a FIP and you rate it a PIP – feedback through out the process is important here. – nice link to next slide…..


https://withsubsplease.wordpress.com/2011/10/25/rec-of-the-week-the-last-stretch-pt-1/
https://creativecommons.org/licenses/by-nc-nd/3.0/


The Closing 
Meeting

Providing 
Feedback

What do you 
want from this 
session?

Discussion:

Presenter
Presentation Notes
1.50 (15 mins)

Lead the group in a discussion about the closing meeting and providing feedback

Prompts to extend:
Whats the value of honest and open feedback to the org?
What form should the feedback be in?  Writing, verbal, visual?

Cautions about PROVISIONAL FINDINGS

Optional ACTIVITY: Role play the closing meeting between Assessor AC and CEO





Reporting

• Commentary
• Notifiable issues
• Essential Requirements
• CQI Recommendations

Presenter
Presentation Notes
2.05( 35mins)

1. Commentary: 
Activity: Lets have a go at writing up a couple of standards:  Need a sample or scenario


QIP said: • need to be Factual/specific and in accordance with the Assessor report writing framework  - Handout
QIP and contractor SLA – assessment / report turnarounds 

2. Notifiable Issues 
• Definition 
• Reporting process 

3. Reporting requirements of QIP – no midcycle 
•Go over the reporting quality framework

Special requirements associated with non-compliance 
• Resurvey / CAP (including timeframe – up to 6 month corrective action period post decision) 
• We can elect to re-survey any service that has an on-site survey visit if deemed necessary (risk based) 
• Regulatory intervention / etc… 





Presenter
Presentation Notes
3.00  (15 mins)

Go over the QIP / DHS process
DHS SA will receive the draft accreditation report and Quality Action Plan for all ASES clients (including CA or no CA) 

Follow up of non compliance
Special requirements associated with non-compliance 
• Resurvey / CAP (including timeframe – up to 6 month corrective action period post decision) 
• We can elect to re-survey any service that has an on-site survey visit if deemed necessary (risk based) 
• Regulatory intervention / etc… 

• DHS will receive the final accreditation report once accreditation is verified 
• Once DHS confirm receipt of the final report, they will contact the client and issue the certificates. For SA clients: they send the certificates directly to the client For National clients: they send the certificates to QIP who will distribute to the clients 
• A monthly report generated from CRM of all ASES clients is also emailed to DHS SA as well. 





The Quality Action Plan

Sample

Presenter
Presentation Notes

3.15  ( 10mins)
Quality Action Plan (how to help prepare clients with their groundwork) – the plan is based on the recommendations made in the external assessment report. QIP email the draft report + quality action plan from client prior to the decision. 
Discuss  Assessor role / client role in relation to the action plan. How is it followed up – who does what.


Handout – sample QAP






Tips and Resources
A systems view
Embedding CQI
Getting everyone involved
Building capability
Project planning

Presenter
Presentation Notes
3.25   (20 mins)
1. Q&A session

2. Wrap up
Ask group to share tips or take aways that have resonated today or that they bring from their own practice.
highlight traps for inexperienced contractors  - reinforce key tips from your perspective


3.  Help is available
Resources to help with Interpreting the standards 
Templates – assessor resources in I assess
Mailing lists to get onto for updates
Who to call at QIP
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