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Tool for Home and Community Support Services

Disability support providers contracted by the Ministry of Social Development are independently evaluated to ensure they are meeting contractual requirements to deliver quality support and improved outcomes for disabled people. 
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· Key Definitions

· Whānau may mean: family, whānau, spouse/partner, close friends, welfare guardian and advocates
. Whānau should be defined by the person and who they consider them to be. 

· Disabled people refer to people with a physical and/or intellectual and/or sensory impairment.
Business Viability Standards
	Standard
	Evidence / Observation

	1. Financial management and systems

The organisation is financially viable and manages its finances competently.
	· The organisation is solvent.

· The organisation has financial management systems appropriate to the size and complexity of the organisation. 

· The organisation has adequate insurance cover for the size and complexity of the organisation. 

· The organisation has an appropriate accounting system that produces accurate and timely financial statements.

· The organisation has arrangements for the regular independent audit, or in some cases review, of financial accounts.

· The organisation undertakes forward financial planning (forecasting) to show that it will remain financially viable.

	2. Resolution of complaints related to service provision

The organisation uses a process to resolve complaints regarding service provision.
	· The organisation has a formal process for receiving, considering and resolving complaints that is soundly based in law, is consistent with the principles of natural justice, and ensures the support and safety of the complainant throughout the process.

· The organisation ensures its clients and staff are aware of the formal complaints process.

· The organisation maintains records of all complaints, the formal application of the complaints process and improvements that arise.

	3. Staffing 

The organisation has a sufficient body of qualified and competent staff both to deliver and to support the delivery of its services.

The organisation does not employ any person in a paid or voluntary capacity, including management committees, who has a conviction for sexual crimes or for any offence involving the harm or exploitation of children.


	· The organisation has sufficient, qualified and competent staff to deliver its services.

· The organisation’s staffing and staff relations policy and procedures comply with the relevant legislation.

· The organisation includes in its definition of staff anyone the organisation relies on to deliver its services. This includes caregivers, volunteers, and contractors, as well as paid staff members. 

· The organisation uses a clear, transparent and open process for recruiting and vetting suitable staff, including as members of the organisation’s governance body. The process leads to an appropriate decision in response to all vetting. Vetting of staff is to include but is not limited to, a police vet.

· The organisation does not employ any person in a paid or voluntary capacity, including members of the organisation’s governance body, who has a conviction for sexual crimes or for any offence involving the harm or exploitation of children.

· All staff have a written agreement of service. 

· The organisation provides adequate induction, training, professional development and support for all staff. 

· The organisation uses an effective performance management system for all staff.

	4. Health and safety

The organisation ensures that clients, staff and visitors are protected from risk.
	· The organisation ensures that its premises, and any premises it uses or relies on for service delivery, comply with all legal and regulatory requirements.

· The organisation provides and maintains a safe physical and emotional environment for all who enter its premises and any other premises that it uses for service delivery.

· If applicable, the organisation ensures the safety of any children being supervised on the premises while their parents or caregivers receive services.

· The organisation ensures the safety of any client being supervised.

· The organisation has safety and emergency plans for the evacuation of its premises and any other premises it uses for service delivery.

· The organisation maintains a register of accidents, and incidents, and occasions of serious harm to staff, visitors and others in the workplace.

· The organisation notifies the Ministry of Business Innovation and Employment, WorkSafe, as soon as possible of any incident which that falls within the definition of serious harm, as defined in the Health and Safety at Work Act 2015, and provides written confirmation of the incident within seven days.

· The organisation ensures that where an intervention is required, staff use appropriate methods that protect the physical and emotional safety of clients

	5. Governance, management structures and systems 

The organisation has a clearly defined management structure and effective management systems.
	· The organisation has a defined and current legal status. 

· The organisation is governed and managed by people with appropriate skills, qualifications and personal attributes.

· The organisation has appropriate and clearly defined governance and management structure, the written record of which shows authorities, delegations, responsibilities and accountabilities. 

· The organisation has a process for identifying and managing perceived, actual or potential conflicts of interest, including between governance and management roles.

· The organisation’s management systems, policies and procedures are consistent with:

· Its legal status, constitution, rules, charter, or Act of Parliament.
· The aims, philosophy and the scope of its activities.
· Its management structure.
· Relevant legislation; and 

· Contractual obligations.
· The organisation has a business continuity and disaster recovery plan in place.


General standards

1. Access and entry
	Areas to consider
	Indicators and information source
	Qual Specs
	Svc specs

	Referral process


	· The goals and service plan received from NASC are person-centred, informative and prepared

· Service plan contains all relevant information (e.g., core/other services, type and hours of services delivered, etc.)
	· Service plans outline: 

· core services and other services 

· clear goals of person
	· A8.1

· A8.3

· A8.4

· A8.5
	· 4.1
· 7.0

	Integrated and coordinated services 
	· Demonstrating a cooperative working relationship with NASC

· Meeting individual’s needs

· Working with other services to maximise access and efficiency
	· Communication links other services (relating people), and NASC are maintained, reviewed and strengthened
	· 
	· 


2. Service delivery and coordination
	Areas to consider
	Indicators and information source
	Qual Specs
	Svc specs

	Service plan
	· Service plan is up to date and accurate 

· Service plan guides staff members

· Disabled people are (and are encouraged to be) involved in planning

· Disabled people are central to decision-making and taking personal responsibility

· Communication needs of the person is considered and met

· Timeframes for implementing service plans are met

· A contingency plan is included 

· Provider ensures the following are included in the service plan: 

· contingency planning

· contact details for the service provider 

· a review date for the plan

· both the provider and the person sign the plan (i.e., agreed by both parties)
	· Interview clients

· Interview staff

· Interview coordinators

· View service plans

· Progress made in person’s goals and regular reviews


	· A6.1

· A6.2

· A6.3

· A6.4
· A8.2

· A8.3

· A8.5

· A8.6

· A8.7
	· 3.5

· 4.2
· 4.3
· 4.4
· 5.2
· 5.3
· 7.0

	Service delivery
	· Consistency: The provider ensures people receive services when people want/need them as agreed, without any interruptions 
· Communication: The provider ensures clear communication, in a language and format that increases understanding, with individuals, families, support workers, co-ordinators and allied organisations 
· Flexibility: The provider can meet any unplanned service needs and has a plan in place to do so (e.g., needs arising over a weekend, after hours or in an emergency)

· Contemporaneity: changing needs are regularly communicated, monitored and reflected in the plan
	
	
	

	Linkages
	· Provider links with any other agencies that provide support services so that they work together to achieve the person’s goals and the best outcome
	
	
	


3. Person-centric
	Areas to consider
	Indicators and information source
	Qual Specs
	Svc specs

	Person-centred 
	· Disabled people have supports that are tailored to their needs and goals and that take a whole life approach rather than being split across programmes

· Disabled people have an ongoing voice in and are central to services delivered

· Decisions are made with the person  that encourag personal responsibility for goal achievement 

· Goals are regularly reviewed with the person, and progress on the goals is made/monitored 

· Provider ensures the person has a voice in, and his/her wellbeing is central to, the services being delivered 

· Personalised strategies are in place to ensure people are safe, and these are worked through with people 
	· Interviews with disabled people and their whānau and families

· Satisfaction surveys

· Service plans

· To what extent are disabled people

· making choices

· using support to access the community

· trading flexible hours

· realising steps to achieving goals

· Business & Strategic plans

· Quality plan

· Future planning

· Incorporating feedback into quality improvement 
· Ensure dignity and respect of the person are upheld and the person’s status (legal and/or cultural) is maximised.
	· A4.1
· A6.3

· A6.5

· A6.6
· A8.2
	· 4.2
· 4.3
· 4.4
· 5.3

	Personal planning
	· Disabled people are included in all decision-making steps

· Disabled people choose their support worker and who accompanies them when necessary

· Disabled people make progress in achieving their personal goals  

· People have choices

· Contingency plan for emergency (e.g., earthquake) is included

· Ideas to improve service delivery are sought and discussed with all people involved
	· 
	· 
	· 

	Respected and valued as a person
	· Disabled people are supported to live an everyday life in everyday places

· Disabled people are regarded as citizens with opportunities for learning, employment, having a home and family, and social participation – like others at similar stages of life.

· Disabled people’s privacy, confidentiality, rights, needs, culture, family/whānau and personal property are respected

· Disabled people are aware of rights (e.g., how to make a complaint)

· Disabled people feel safe with service delivery and can raise/discuss any concerns or complain without fear of reprisal

· Disabled people are asked if they are happy with the service 

· Disabled people are satisfied with the way service is delivered

· Disabled people’s opinion is valued, and feedback is received 

· An action plan is developed to rectify any dissatisfaction with the service plan
	· 
	
	


4. Organisation and staff
	Areas to consider
	Indicators and information sources
	Qual Specs
	Svc specs

	Contingency planning and management


	· Unplanned services over the weekend or after hours are provided without referral or over approved type or amount of service

· Planning of services includes contingency procedures for people or unplanned events

· Alternative services are arranged to deliver core services in exceptional cases when usual services cannot be delivered

· These plans are communicated and shared with people as well as other services, (e.g., NASC) while ensuring people’s privacy is not breached

· There is continuous innovation in the management and coordination of service delivery 
	· Interviews with staff

· Interviews with management

· Interviews with people 

· Code of conduct

· Staff development plan

· Staff rosters (eg, creative use of staffing hours)

· Organisational policy 
· Appropriate training to support people, whānau and support staff for them to support the development of relationships and express sexuality.
· Record and store the relevant documents for pre-employment recruitment.


	· A1

· A2

· A3

· A4

· A5

· A6

· A7

· A8.2

· A8.5

· A8.6
	· 4.2
· 5.1

	Staffing 
	· Appropriate/skilled staff are assigned to a person to meet his/her various support requirements. (e.g., one staff person for social needs and another support person for household duties) 

· People have consistency in staff support

· Staff are multi-skilled and adaptable 

· Staff work flexibly

· Adequate/constant staffing levels are in place to meet needs
	· 
	· 
	· 

	Staff capability/ training
	· An ongoing staff training programme, including disability awareness is in place

· There are updated development plans and performance appraisals for each staff member

· There is clear communication and understanding of codes of conduct when delivering services

· Staff are aware of health and safety requirements for themselves and people receiving services (e.g., security at people’s homes after delivering the services)

· Staff can clearly communicate with people to meet their needs. (e.g., for staff whose first language is not English, there is a programme to assist and improve their English)
	· 
	· 
	· 

	Recruitment
	· Provider employs staff with a wide range of skills and personal attributes 

· A pre-employment vetting system is in place

· A medium to long-term recruitment strategy is in place to attract high-calibre people
	· 
	· 
	· 

	Equipment
	· Staff are provided with any required equipment or supplies (e.g., GPS, time tracker, communication tools, health and safety etc) to deliver quality services
	· 
	· 
	· 


� An advocate is a person who puts a case on someone else's behalf and represents their interests.





Ministry of Social Development 








          Page 6 of 6

[image: image1.png]