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How is quality defined?

A quality organisation is an excellent
organisation with excellent staff and/or
volunteers providing excellent services
within an organisation that has
excellent internal systems and
processes.

Quiality is about the degree to which a
product, service or process meets or
exceeds the requirements which have
been agreed with stakeholders. Quality
Is about excellence in the way that an
organisation is run, in service-delivery
and about achieving the very best
results.

The Charities Evaluation Service sums
up this idea of quality in a few
statements:

e Knowing what you want to do and
how to do it.

e Learning from what you do.

o Using what you learn to develop
your organisation and its services.

e Achieving what you set out to do.

o Satisfying your stakeholders.

Quiality is about an organisation doing
its best possible work and providing its
best possible service.

To achieve this means finding out what
you are doing well and keeping it that
way and what you need to change in
order to do better. Introducing a quality
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system is a systematic way of doing
the above

What does quality mean in my
organisation?

Quality means that the organisation:

e Strives for continuous improvement
in all that it does.

o Uses recognised standards or
models as a means to continuous
improvement and not as an end.

e Agrees requirements with
stakeholders, and endeavours to
meet or exceed these first time and
every time.

e Promotes equality of opportunity
through its internal and external
conduct.

e |s accountable to stakeholders.

o Adds value to its end users and
beneficiaries.

What is a Quality System?

Simply, a Quality System is a tool to
improve your organisation. How does
the tool work? By guiding you through
a process of looking at different
aspects of your organisation, agree on
what you're doing well, make plans for
what you need to improve on,
implement those plans and then
review.




There are lots of different quality
systems in existence. Although they
have differing characteristics, the way
they all work is much the same.

Each has a set of defined standards.
You assess your organisation against
these standards, evidence what you
are already achieving, plan for what
you need to improve, implement these
plans and evidence your achievements
and review your organisation against
the standards.

A typical quality cycle would follow this

agree standards

assess and evidence

identify improvements
iImplement plans and evidence
review

Benefits for voluntary
organisations

e strengthened stability of
organisation

e increased staff satisfaction and
commitment

e increased legitimacy

 satisfied funders requirements

e more able to stand back from day-
to-day services, see the bigger
picture, think, plan and review.

e strengthened organisations

infrastructure

improved service-delivery

more responsive to service-users

Choosing a Quality System
Quality systems can be divided into 4

categories, off-the-shelf, in-house, sub-
sectoral, multiple system.
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1. Off-the-shelf

PQASSO, Quality First, EFQM
Excellence Model, Investors in People,
Quality Mark, Charter Mark, VISIBLE,
ISO 9001

Benefits of off-the-shelf systems are
their national recognition, also many
have a lot of prestige attached to them.
If funders require you to implement a
system, it is likely to be one of the
above. It is easier to learn from and
with other organisations, and many of
them are relatively cheap to implement,
especially if they are self-assessment
models. They are tried and tested,
some have been developed specifically
for the voluntary sector

PQASSO (A Practical Quality
Assurance System for Small
Organisations)

For small to medium sized voluntary
and community organisations, or for
projects within larger organisations,
PQASSO seeks to provide a system
for you to assess and improve all
aspects of your work. Designed as a
work pack, PQASSO has 12 quality
areas, including User centred service,
Staffing and volunteers, Governance
and Networking and Partnerships. It is
designed as a self-assessment model
but Charities Evaluation Services,
which produces the system, are
considering whether external
assessment should be offered.

Investors in People (lIP)

This standard, developed by IIP UK,
aims to improve an organisation
through the performance if its people.
The focus is on ensuring individual,
team and organisational training and
development help the organisation to



meet its objectives. The standard is
externally assessed and there are
regular reviews, promoting continuous
improvement.

EFQM Excellence Model

Designed as an overarching, self-
assessment framework for continuous
improvement, this approach is not a
quality system. The Excellence Model
allows your organisation to address
every aspect of its work in a planned
way. You can use it to assess current
performance, identify opportunities for
improvement, measure these
improvements and compare your
organisation with others. You can aim
for the UK Quality Award by
undergoing external assessment.

ISO 9000

A group of standards that aim to help
organisations achieve customer
satisfaction by focusing on how things
are done. The system looks at the
processes an organisation uses to
deliver its products, services and
activities.

Community Legal Service Quality
Mark (England and Wales)

This standard has been specifically
designed for organisations providing
legal information and advice to the
public. The Quality Mark has different
levels to choose from depending on the
information, advice and help offered by
your organisation, e.g. General help,
Casework, Specialist help, etc. You
apply for the Quality Mark at the level
that best suits your service and your
application is reviewed by an auditor.
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Charter Mark

A system for organisations dealing with
the public. This includes many
voluntary organisations that receive
their funding from the public sector.
This system looks at the quality of
service delivery, checking that you are
placing customers at the centre of
everything you do. The standard is
externally assessed and re-
assessment is every 3 years.
Applicants are encouraged to network
with others working to achieve the
award through quality networks and
events around the UK.

Occupational standards

A group of standards that focus on how
well people perform their jobs. Areas
covered include management, care,
housing, administration, counselling,
etc. They are nationally recognised
standards and can be used by an
organisation in many areas of people
management. You can use them to
design job descriptions, provide
supervision and feedback on
performance and identify training
needs. In addition, they are the
foundation of NVQs, National
Vocational Qualifications.

2. In-house

Some organisations choose to develop
their own Quality System. Examples of
these in Wales are Voluntary Action
Merthyr Tydfil and Opportunity Housing
Trust. Also organisations such as
Crisis, Age Concern, Macmillan Cancer
Trust, Citizens Advice have developed
their own Quality Assurance System.



Benefits of developing your own
system are that it will be completely
relevant to your organisation and be
developed around your aims and
values. A problem may be that a funder
requires you to implement an additional
external system. In house systems
could also be expensive and take a
long time to develop.

3. Sub-sectoral

These are systems that have been
developed specifically for a particular
field of work (eg drug and alcohal,
young people).

As with an in-house system, they are
generally thought to fit very well with an
organisations work. They are also off-
the-shelf systems and so have all the
same benefits. If you are a member of
an umbrella body, it might be a
condition of membership or condition of
funding. It's common for a sub-sectoral
system to be used alongside other
quality systems.

4. Multiple Systems

This is when organisations use a
mixture of different systems,
sometimes by choice, sometimes by
default, sometimes because they
already have their own and then are
required by funders to use another
one. In theory, you can mix and match
different parts of different systems,
take the bits of different systems to
make it more relevant, but there is a
danger of inconsistency and may be
more burdensome than just using one.
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Investing in Volunteers

Investing in Volunteers is the new UK
guality standard for volunteer
management. If your organisation
involves volunteers, achieving the
Investing in Volunteers standard will
enable your organisation to make the
best use of this valuable people
resource.

The standard comprises of 10
Indicators of volunteer management
best practice, supported by 55
practices, based on four key areas of
volunteer management:

« planning for volunteer involvement
« recruiting volunteers

« selecting and matching volunteers
« supporting and retaining volunteers

Wales Council for Voluntary Action
(WCVA) is managing Investing in
Volunteers in Wales. The standards,
assessment, and accreditation are the
same for every organisation using
Investing in Volunteers, wherever they
are in the UK.

VISIBLE Communities™

This standard developed by
Community Matters is based around
the principle that it is vital for a
community association, network or
other similar multi-purpose community
centre/organisation to achieve high
standards around their work to help
ensure the future sustainability of
community based services.

The VISIBLE Communities™
framework identifies the role of
community associations (and similar)
as:



A Voice to represent issues of local
concern.

An Independent and politically neutral
organisation.

A Service provider for local people.
An Initiator of projects to meet locally
identified need.

A Builder of partnerships with other
local organisations and groups.

A strong Local network of people and
organisations.

A way to Engage local people to
become active in their communities.

Becoming Visible — Operating
Standards for Community
Organisations is a workbook and
development tool that will enable local
organisations to become VISIBLE. It
has received endorsement from the
Local Government Association, The
Active Communities Unit of the Home
Office and the Charity Commission.
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Further information

British Quality Foundation (Excellence
Model)

32-34 Great Peter Street

London

SWI1P 20X

Tel: 020 7654 5000
www.qguality-foundation.co.uk

Charities Evaluation Services
(PQASSO)

4 Coldbath Square

London

EC1R 5HL

Tel: 020 7713 5722
www.ces-vol.org.uk

Charter Mark

5" Floor

67 Tufton Street

London

SW1P 3QS

Tel: 020 7276 1755
www.cabinetoffice.gov.uk/chartermark

Investors in People UK
7-10 Chandos Street
London

W1G 9DQ

Tel: 020 7467 1900
www.iipuk.co.uk

Legal Services Commission (Quality
Mark)

85 Grays Inn Road

London

WC1X 8TX

Tel: 020 7759 0000
www.legalservices.gov.uk/gmark

Wales Quality Centre
Waterton Centre

Waterton Industrial Estate
Bridgend

CF31 3WT

Tel: 01656 652063
www.walesqualitycentre.org.uk

Wales Council for Voluntary Action
(Investing in Volunteers)

Tel: 0800 2888 329
www.wcva.org.uk

Community Matters

(Visible Communities)

Tel: 0845 8474253
www.Visiblecommunities.org.uk

Disclaimer

The information provided in this sheet is
intended for guidance only. It is not a
substitute for professional advice and we
cannot accept any responsibility for loss
occasioned as a result of any person acting
or refraining from acting upon it.

For further information contact

Wales Council for Voluntary Action

Registered Charity 218093

Tel: 0800 2888 329
Fax: 029 2043 1701

help@wcva.org.uk
www.wcva.org.uk

Baltic House, Mount Stuart Square, Cardiff Bay, Cardiff, CF10 5FH
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Produced by WCVA, County Voluntary Councils and Volunteer Centres.

Tel: 0800 2888 329
www.wcva.org.uk
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