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Quality Assurance Systems

The voluntary and community sector is complex and diverse and is affected by changing demands from funders and from those in whose interests it works.

A significant amount of voluntary sector income comes either from government sources (local and national) or charitable trusts. This funding makes organisations more formally accountable and they are more likely to have to prove that their performance is of a high quality and to adopt more ‘business like’ management. 

Voluntary organisations themselves also want to show that they are working to high standards and want to know how they can demonstrate the quality and consistency of the services they provide. Also the people who use voluntary organisations’ services also expect high standards and quality services.

What is a quality assurance system?

There are many definitions of this but one of the simplest is:

“A systematic approach to identifying and responding to the needs of your service users so that you can provide an appropriate service consistently and to agreed standards.”

Some larger voluntary organisations have developed their own internal quality systems but the community and voluntary sector are much more likely to adopt one of the ‘off the shelf’ ones which have been tried and tested, are recognised by funders and will be less time consuming than trying to develop their own.

Why invest in quality?

· Focuses on what the organisation is doing

· Brings people together to identify areas for improvement

· Demonstrates the quality of services to funders

· Improves satisfaction of service users, staff and volunteers

· Improves effectiveness and efficiency

· Motivates people to make visible progress

· To act as a dynamic tool for identifying where the potential problem are and empowers staff and volunteers to address them 

· Sets improvement targets and priorities and monitors progress against them

Which quality assurance system to choose?

There a number of systems available – below are the most common with a brief description and contact details for further information.

PQASSO – (Practical Quality Assurance for Small Organisations)

This is designed specifically for small to medium sized community and voluntary organisations. It is a self assessment system where the organisation itself assesses its work and performance in 12 key areas.

It is fairly easy to use and can be done at your own pace. The workbook costs £73 and a CD Rom to compliment the workbook costs a further £45.

RCVDA can provide advice and support for groups wanting to use the PQASSO system.
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Quality First

This is designed specifically for small to medium sized organisations without any paid staff. It is cheap (£34 including postage and packing), easy to use and can be introduced at your own pace. Again it is self assessment.


RCVDA can provide advice and support for groups wanting to use the Quality First system.

Investors in People

This scheme concentrates on managing and supporting staff to help achieve your aims and does not look at all aspects of an organisation.

It was designed for the private sector although it is becoming more popular with larger voluntary organisations. The reasons for its low take-up in the voluntary sector is the cost, paperwork and time involvement.


EFQM (European Foundation for Quality Management) Excellence Model

This was designed specifically for the business sector but work has been undertaken to adapt it for voluntary and community sector use. It is demanding and uses external assessment which bumps up the costs.



Quality Mark

This is designed for organisations providing legal information and advice to the public and is free to those in receipt of public, local authority or charitable funding. There are 3 standards relating to Information, General Help and Specialist Help. The system is fairly easy to use but potentially time-consuming and involves external assessment.


Before you start

It is vital to plan very carefully before introducing a quality assurance system. It often seems like hard work but should reap many benefits for an organisation.

           Factors to help:

· Setting up a small quality working group to ensure that the process is more effective (and it shares the load!)

· Making sure everyone is involved – trustees, staff and volunteers. This is vital, even from the planning stage.

· Encourage openness and honesty in problem solving

· Which system will best suit your needs 

· Drawing up a plan and realistic timetable for working through the quality system you choose to implement

· Talk to other groups who are using quality systems

· Don’t treat it as a paper exercise - you are looking for real improvements

If you would like further information, or would like to discuss some of the options available, please contact:
Ann Dale on 01642 440571
Email: ann@rcvda.org.uk

September 2007

Redcar and Cleveland Voluntary Development Agency,

2nd Floor, Craigton House,

Central Terrace,

Redcar,

TS10 1DJ

Telephone:  01642 440571

Email:  enquiries@rcvda.org.uk


AGM Checklist





PQASSO contact:


Charities Evaluation Services


4 Coldbath Square


London  EC1R 5HL


Tel 020 7713 5722


www.ces-vol.org.uk
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Quality First


Birmingham Voluntary Service Council


138 Digbeth


Birmingham  B5 6DR


Tel 0121 678 8888


www.bvsc.org





Investors in People UK


7-10 Chandos Street 


London 


W1G 9DG


Tel 020 7467 1900


� HYPERLINK "http://www.investorsinpeople.co.uk" ��www.investorsinpeople.co.uk�








EFQM Excellence Model


British Quality Foundation


32-34 Great Peter Street


London  SW1P 2QX


Tel 020 7654 5000


www.quality-foundation.co.uk





Quality Mark


Legal Services Commission


85 Grays Inn Road


London  WC1X 8TX


Tel 020 7759 0000


www.legalservices.gov.uk/qmark








