Planning, Interval Reviews and Evaluation

This is a Controlled Document

Document Information and Revision History

	Document Location
	

	Original Ratification
	11 April 2006

	Original Author/s
	Peter Cullen


Revision History

	Revision
	Date
	Author/s
	Notes

	1
	April 2009
	Peter Cullen
	Review of all Policies

	2
	
	
	

	3
	
	
	

	4
	
	
	

	5
	
	
	

	6
	
	
	

	7
	
	
	

	8
	
	
	

	9
	
	
	

	10
	
	
	

	11
	
	
	

	12
	
	
	

	13
	
	
	

	14
	
	
	

	15
	
	
	

	16
	
	
	


	Planning and Evaluation



Policy

The planning and evaluation process is comprised of the strategies, actions and tools through which the organisation can review and evaluate its current practices, attitudes and service delivery models. The implementation of corrective and/or supportive strategies will be the noticeable outcome from these activities.

Burnett Respite Services will develop a Strategic Plan to set direction for the service over a three year cycle.
Aims:
The aim of this policy is to set the process for planning and reviewing of all areas of service delivery in line with relevant documents both internal and external. This policy also aims to ensure that all key stakeholders are an active part of the planning and review process.

Responsibilities 

The Board of Management is responsible for:
· monitoring and review all organisational policies and procedures;

· auditing compliance with policy provisions, record keeping and training; and

· delegating where practical the management of any internal auditing processes to include;

· the establishment, implementation, monitoring, review and improvement of the audit program; and

· the identification and provision of the necessary resources.

The General Manager is responsible for:
· ensuring all employees taking part in any internal audit program have the appropriate skills and training;

· ensuring all employees are aware of their responsibilities under this and other policies; and

· promoting and maintaining an environment that promotes participation by staff, service users, carers and management.

The Planning and Evaluation Process
The planning and evaluation process may include but not be restricted to:

1. ongoing monitoring of services through a range of activities;

2. the regular internal review of all organisational policies, procedures, practices and models of service delivery; and

3. An annual review of the strategic plan.  


(See below.)

	Ongoing Monitoring/Client Data Collection



Ongoing monitoring of the service occurs through the collection of appropriate service user statistics using the following:

1. Respite Requests;

2. Service user Files; 

3. Questionnaires for Users;

4. Community Groups Questionnaire;
5. Use of IT resources to gather feedback;  and 

6. Documented anecdotal evidence.

	Internal Reviews



A program of internal reviews will be carried out by the organisation to identify areas of strength and areas in which the organisation can improve.

This program will include:

· Reviews to ensure that:

· the organisation’s priorities and strategic plans are still relevant;

· the organisation can verify conformance with any and all statutory, regulatory and contractual obligations;

· the needs of all internal and external service users are being met in the most appropriate and cost/time effective manner;

· confidence in the organisation is still being maintained by all stakeholders; and

· the quality improvement system in place is still meeting the needs of the organisation.

· Annual internal audit of the organisation in line with the Disability Sector Quality System; 

As an outcome of the internal review process, the organisation will be in a sound position to carryout annual maintenance audits along with a three year full audit in line with the Disability Sector Quality System.

	Planning 



Once every three years the Management will organise a service-planning process for staff and Board members.  The relevant government stakeholders and representatives of other key agencies should also be invited to attend.

The purpose of the planning process is to bring the Board, staff and other key players together to review current service delivery in the light of service user feedback and issues facing the organisation, and to develop directions and strategies for the coming period.  From this planning day the Strategic Plan for the upcoming three years will be developed and individual Program Plans can be up-dated.

Agenda
The agenda for the planning day should include the following:

1.
Revisit philosophy, purpose and objectives

Check the philosophy, purpose and objectives of the organisation.  Are they still relevant?  Can they be improved/refined?  (See Section 1: Agency Information.)

2.
Present demographic data

The day should be presented with a brief overview of demographic data relating to the various target groups.  An overview of other services in the region should also be included, and any changes to the demography of the region and their implications to the target groups should be highlighted.  (See below for details of the Demographic Data - Annual Report.)

3.
Review service data

Service data for the previous 12 months should be analysed, including the identification of any strategies that were particularly successful during the previous year, and any that were not successful.  (See below for details of the Service Data - Annual Report.)

4.
Review other relevant data

This will include feedback from clients/carers and other community groups (see below).

5.
Assess future opportunities

Identify and assess any opportunities or threats that may affect the organisation’s plans, and identify strategies and priorities, which address these.

6.
Revise service plans

The service plans will be revised, and strategic plans developed for implementing new strategies.

Implementing the Plans
The Program Managers are responsible for developing detailed action plans for the service plan. The action plan will include for each strategy:

1. the tasks to be completed;

2. who will complete them, and 

3. by when.

Progress of tasks should be reported to the Board of Management as needed.

	Feedback from Service Users



User Feedback
User feedback will include:

1. a feedback questionnaire which will be distributed on a bi-annual basis. (A copy of a questionnaire is included below.);

2. informal client feedback given to staff.
3. Clients observed by staff to enable the provision of anecdotal feedback on services currently being offered. 

4. Observed feedback, which should be written down and passed to the relevant staff member;
5. number of people refused services and the reason why;
6. number of client complaints/disputes and outcomes.
7. Service users who will be invited to attend an informal gathering to discuss the service and any new proposals.  

External Agency Feedback:
1. The General Manager will ensure that; at least once per year  face-to-face meetings with each agency are held.

2. The Continuous Improvement Process will be promoted externally and managed as a monitoring tool.

BURNETT RESPITE SERVICES INC.
QUESTIONNAIRE FOR USERS
We think it is important to find out what you think about our service and any ideas you have for improving it. We would be very grateful if you could answer the questions below.  Please post this form back to us in the envelope provided by ......./....../...... .

There is no requirement for you to sign your name; however, where an issue or area for improvement is identified we will need to be able to contact you.

Your answers will be confidential.
Many thanks for your help from the Management and Staff of Carinbundi.
What service do you or family receive?   (you may tick more than one)


(   Respite Centre     (  Post School Services (   Accommodation Support

2.
How often did you receive services from Carinbundi?  (Please tick one box.)


  ( Weekly      (  Monthly        (  Continuously       (  Other
3.
How happy are you with the service/s provided?  (Please tick one box.)


(
Very happy


(
Unhappy


(
Mostly happy


(
Very unhappy

How could we make you happier with the services we provide?





4.
Do you believe you get all the service/help you need from Carinbundi?


(
Yes


(
No

What else could we offer in the way of services?




5.
How comfortable do you feel with the staff providing the service?  (Please tick the              box closest to your views.)


(
Very comfortable


(
Uncomfortable


(
Quite comfortable



How could you be made to feel more comfortable?   



6.
How useful have you found the information provided by the service?


(
Very useful


(
Some use


(
Mostly useful


(
Not useful at all

How could the information be made more useful?





7.
What information that we currently do not provide would you find useful?


8. Do you believe this service maintains respect for your privacy and   confidentiality?

                       (  Yes                                                       (   No
      What additional steps do you think we could take to enhance your privacy?   

        

All information collected, held and transmitted is handled in line with the National Privacy Principles as outlined in the Privacy Amendment (Private Sector) Act 2000

If you have any questions or concerns that you would like addressed please contact us in person, by phone, fax or email.

Burnett Respite Services Inc  t/a Carinbundi 

52A Hinkler Avenue

Bundaberg

Phone: (07) 4151 3510  Fax: (07) 4151 3178
Email: carinbundi@carinbundi.com.au 
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