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What is quality?

A degree or standard of excellence

The totality of features and 
characteristics of a product or 

i th t b it bilit tservice that bear on its ability to 
satisfy stated or implied needs. 

Continuous quality improvement 
occurs when a business has the 
flexibility to react to differentflexibility to react to different 
situations with fact-based decision 
making. 
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Quality assurance – why do we need it?

I ti i t!Inspection requirement!

To learn more about our serviceTo learn more about our service 
• Evidence base for continual improvement
• Assumptions or facts?

Reassurance for funders
Star ratings• Star ratings

Feedback to customers, employers, stakeholderseedbac to custo e s, e p oye s, sta e o de s
• Commissioning
• Individual budgets
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Self assessment - benefits

Involving stakeholders, customers

Ownership by the whole staff team

Keeping on top of performance managementKeeping on top of performance management

A starting point for identifying improvementsg p y g p

Benchmark for future comparison

Demonstrating quality
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Use of other quality standards

I t t id f th lit tIntegrate evidence from other quality systems:

EUSE quality standardsEUSE quality standards

EFQM

ISO9000
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EUSE Quality Standards

Launched 2005 as a trans-European document
– Values and principles
– Process

C d f thi– Code of ethics
– Quality standards framework

Gives us a framework for what we do – not how 
well we do it
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The EFQM model of excellence

ResultsEnablers

People People
results

People

Key
Customer 
results

Policy & 
Strategy

Processes
Key 
performance 
results

Leadership

Society 
results

Partnership 
& Resources

Innovation and learning
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European Foundation for Quality Management

A t t b d i ti l lf tA management system based on organisational self assessment

Based on 9 criteria
5 enablers – what the organisation does
4 results – what the organisation achieves

F tFactors:
Results Orientation 
Customer Focus
L d hi & C t f PLeadership & Constancy of Purpose
Management by Processes & Facts 
People Development & Involvement
Continuous Learning Innovation & ImprovementContinuous Learning, Innovation & Improvement 
Partnership Development 
Corporate Social Responsibility
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Quality Improvement

A process that relies on 
continual evaluation of 
performancep
– Self assessment and 

external moderation

Cycle of analysis, learning, 
action planning and 
implementation

I d ’ h b i lf!It doesn’t happen by itself!
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Improvement cycle

How do we self assess?

What do we need to know?What do we need to know?

• Data
• Processes
• Observation
• Feedback
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Data: key performance indicators

Key performanceKey performance 
indicators (KPIs): 
What do we need 
t k ?to know?

Which KPIs would 
give a true picture 
of performance:p
• Job outcomes?
• Job retention?
• Value for money?Value for money?
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Data

Hard and soft outputsHard and soft outputs
Job outcomes
Workplace qualifications

Distance travelled
Individual developmentp

Analysis of trends
Retention ratesRetention rates
Progression rates

Comparison across time and target groupsComparison across time and target groups
Demographic participation
Comparative achievement
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Processes: a service handbook

A collection of agreed proceduresA collection of agreed procedures 
or a “How to…” guide

Based on exploration, discussion 
and consensus

Benefits:
Agreed best practice
Efficiency and effectiveness
Minimise wrong documentationMinimise wrong documentation
Consistent delivery
Reference point for staff induction
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Service audit

Quality AssuranceQuality Assurance
Audit of compliance with agreed 

systems and processes
Written procedures
Structured / random sampling

How do we do this?

systems? staffing capacity?
roles?

schedules?
agreement?
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Developing your own system

S l fSteal a format
Explain the process for staff
Split up the workSplit up the work
Coordinate and schedule
Nominate leads and working groups
Consult, test, tweak and formalise
Incremental introduction

Draft Consult Amend Agree Test Formalise
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Staff observation

R l b d tiRegular observed practice
Dealing with referrals
Vocational profilep
Employer engagement
Job analysis
Health & safety / risk assessmentHealth & safety / risk assessment
Development planning
Workplace support

Use alongside supervision and appraisal systems
Strengths – acknowledge, publicise, integrate into handbook
Needs – identify and include in training needs analysis

It’s not a test!
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Observation tips

Prepare staff – tackle fears and concernsPrepare staff tackle fears and concerns

Start with staff who are keen

Line manager to observe and feedback

Be constructive!

Give immediate verbal feedback

Rapid follow up meeting

Be consistent moderate results
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Feedback

Surveys and questionnaires
Customers
Employers
Stakeholders

Complaints and suggestions

Focus groups
Develop the themes from 

earlier consultationearlier consultation
Use prompt questions
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Feedback

What should we ask customers?

How often should we consult?

What formats work?What formats work?

What do we do with the results?

M k it K it l d iMake it easy Keep it clear and concise

Reward participation Give people the results Follow up
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Surveys

What do you want to ask?

Who do you want to ask?

Wh t f t ld ?What format would you use?
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How do we bring this all together?

Schedule everything!Schedule everything!

Monthly analysis meetings

Investigate unexpected results

Document evidence and decisions

Bank the evidence for your report

Decide on actions and targets

C i t l
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Communicate your plans



Quality Management

Data

Databank
Quality Assurance

Observation

Feedback

Monthly analysis of 
evidence

Feedback

Monthly Quality 
Improvement 
meetings

Amended 
action plan

Self 
assessment 
documentmeetings document
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UK Common Inspection Framework

How well do learners achieve?

How effective are teaching, training and learning?
How well do activities meet the needs and interests of learners?
How well are learners guided and supported?
How effective are leadership and management in raising achievementHow effective are leadership and management in raising achievement 
and supporting all learners?

New for 2009:
Less frequent inspection depending on risk assessment 

health checks and focused monitoring visits– health checks and focused monitoring visits
– Less notice of inspection
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Self assessment report: Formats

Cl d h diClear structure and headings 
• Relate to your inspection framework

Findings
• Concise, authoritative, valid, relevant

Data
• Appendix of evidence

Action plan
• Themed sections
• SMART objectives: challenging but realistic
• Identify strengths, weaknesses and things that can improve
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Getting ready for inspection

Inspection judges what’s really happening compared to your notion of 
how good your services are.

A failing is not necessarily bad if you’re aware of it and tackling it.

How do you make it easier for inspectors?
A structured, clear and concise self assessment report
I d d id lIndexed evidence logs
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The inspection

Prepare - have everything ready!
Know where everything is
Brief staff and test their knowledge
Ch k thi fi tCheck everything first
Display marketing materials
Customer stories – barriers andCustomer stories barriers and 

achievements
Inform & prepare customers
Be quietly assertive
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Further information

huw.davies@base-uk.org
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