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Policy

The Agency aims to be the provider of choice within its catchmg
will accomplish this aim by ensuring that it meets the expectatigh
Clients, staff, and all other associated stakeholders. The Age
levels in all key areas of its operations, and will
improvements, where necessary, on a continuous
throughout the Agency, as the “Quality of Service Profiramme” (QSP).

d implement
I be known,

Procedure

The QSP has the following key elementsg
1. Programme purpose;
2. Implementation;

3. Review, analysis, feedlfack;
4. Action planning and ifiprovement.

1. Programme purpose

Rorovergfnts can be made;

o facilitate the production of an improvement plan/development plan for the Agency

hich identifies the steps which need to be taken to improve those aspects of the
service which are under-performing, together with identifying those who are to be
responsible, with timeframes etc and to update this Plan on a regular basis.
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2. Implementation

The QSP seeks views from stakeholders as to their levels of satisfaction within the Agency.
This process is undertaken via questionnaires.

The Agency will determine, based upon operational needs at any one time, how mapy of te
questionnaires may be circulated at any one time, and how often they are given a

The implementation of any questionnaire will be planned so that family,
etc are given advance warning.

The format of each questionnaire invites feedback, and comment g8

not all Clients may be able to complete the survey independen, efore
encouraged to seek assistance, preferably from outside the @ aff are
available and willing to assist any Client who needs assistange i b survey, if no
outside assistance is available. However the Agency S@lis respgfisibility, as all

feedback is intended to be voluntary and anonymougf The Agenc
QSP into the management and ethos of the Agency, ai
continuous basis.

a ¢ incorporate the
will thereforp run questionnaires on a

3. Review, analysis and feedback

Feedback on the results of surveys wille gi the Agency, to all participants.

4. Action planning and imprgVemen

e The Agency willdensUi@l that all stMf are involved in the process of evaluation and
S@based upPn the feedback from questionnaires;

other stakeholders will be held on a regular basis to discuss

Referenees to Legislation and Fundamental Standards

dBocial Care Act 2008 Regulation 17
tivities) Regulations 2014

Fundamental Standards Systems and processes must be established
to ensure compliance with the
fundamental standards
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