Evaluation Policy and Procedures

Statement of Intent

The Disability Advocacy and Complaints Service of South Australia Inc. is committed to ongoing and regular evaluation of all its services in order to ensure services are of the highest quality, positive outcomes for clients are maintained, and that the Disability Advocacy and Complaints Service of South Australia’s services remain relevant and responsive to the needs of clients.

Definitions

Evaluation will mean any evaluation, review, appraisal, or assessment process applied both formally and informally to all facets of the Disability Advocacy and Complaints Service of South Australia Inc.
Aims

To develop a range of evaluation processes that will: 

· identify areas of practice that need to be developed, improved or changed 

· encourage and promote staff development

· ensure that policies and practices remain relevant and appropriate to client needs and provide the most positive outcomes

· identify additional areas that need to be addressed effectively by the Disability Advocacy and Complaints Service of South Australia Inc.
Principles

Evaluations are recognised as a positive tool for enhancing the skills of individuals, the relevance of the Disability Advocacy and Complaints Service of South Australia Inc., and for ensuring positive outcomes for clients

1.  Policy and Procedures

The Management Committee will review all policies and their implementation procedures against the stated aims and philosophy of the Disability Advocacy and Complaints Service of South Australia Inc. at least once every three (3) years.

A review may be requested at any time on recommendation of the Chief Executive Officer, the Management Committee, by clients or by funding bodies.
In conducting such reviews the Management Committee shall consult with employees and volunteers, clients, other advocacy services, other disability service providers, and other stakeholders. 

Any policy or procedural changes shall be circulated to all employees and volunteers. Other groups or individuals shall have access to same on request.

All policies and procedures shall be publicly available.

The Management Committee will ensure, through the Chief Executive Officer, that any policy or procedural changes will be implemented immediately, and that, where applicable, clients will be notified of such changes.

1.1  Management Committee terms of reference and membership

The Management Committee shall review its terms of reference and membership at least once in every three years, or more frequently if necessary to ensure that the Management Committee remains relevant and responsive to client needs and outcomes.

The same procedures as for reviewing Policies and Procedures (as above) shall apply.

1.2  General office procedures and practices, including record-keeping

The Chief Executive Officer will review all procedures and practices relating to general administrative functions at least once every twelve months in relation with performance appraisals of staff members.

In so doing Chief Executive Officer will consult with all staff (paid and unpaid) to ensure practices enable the most effective functioning of the Disability Advocacy and Complaints Service of South Australia Inc.
A request for a review of office procedures and practices may be lodged by a client, a funding body, the Management Committee or a staff member.
Any changes resulting from such reviews will be notified to the Management Committee and all employees and volunteers.

1.3  Employees and Volunteers
All employees’ and volunteers’ performance will be formally reviewed three (3) months after initial commencement date.

Another formal review will occur after a further nine (9) months (i.e. after twelve (12) months after the start.

Thereafter formal reviews will be conducted once every twelve (12) months.
The above does not preclude employees and volunteers being evaluated at any other time where it is deemed necessary or appropriate.

All employees and volunteers’ performance (excluding the Chief Executive Officer) will be reviewed by the Chief Executive Officer, and where necessary or appropriate, by the Chief Executive Officer and member or members nominated by the Management Committee.

Formal evaluations will review employees’ and volunteers’ performance in writing against their specific job description.

During evaluations it may be appropriate for the evaluator(s) to consult with other staff members as necessary for review purposes.

All staff reviewed will receive full feedback, and where necessary recommendations for future staff development possibilities or requirements.

Where necessary job descriptions will be altered following evaluation and any altered job descriptions will be given to the staff concerned and the Chief Executive Officer, and will form the basis for future involvement with the Disability Advocacy and Complaints Service of South Australia Inc.

Informal evaluations will occur on an on-going basis by the Chief Executive Officer as a means to assist the professional development of staff, and to ensure the highest service and practice standards.

1.4  Chief Executive Officer
The performance of the Chief Executive Officer will be formally reviewed three (3) months after initial commencement date.

Another formal evaluation will occur after a further nine (9) months (i.e. after twelve (12) months of service).

Thereafter a formal review will be conducted once every twelve (12) months.

The above does not preclude the Chief Executive Officer being evaluated at any other time where it is deemed necessary or appropriate

The Chief Executive Officer’s performance will be reviewed by the Management Committee, or by a person or persons nominated by the Management Committee.

Formal evaluations will consist of reviewing the Chief Executive Officer's performance in writing against the job description.

During the evaluations the evaluators may consult with other staff, clients, and organisations where appropriate and possible

The Chief Executive Officer shall receive full feedback, and where necessary recommendations for future staff development possibilities or requirements.

Where necessary the Chief Executive Officer's job description will be altered following evaluation.  A copy of the altered job description will be given to the Chief Executive Officer, and will form the basis for future employment with the Disability Advocacy and Complaints Service of South Australia Inc.

Informal evaluations will occur on an on-going basis by the Management Committee as a means to assist the professional development of the Chief Executive Officer, and to ensure the highest service and practice standards.
1.5  Client Outcomes

As part of the case file procedure advocates will request clients to describe their level of satisfaction with

· the process of resolving their complaint

· the outcome of their complaint

· the performance of the advocate

Not less than two (2) weeks and not more than four (4) weeks following the closure of each file a letter requesting feedback on the services provided by the Disability Complaint Service shall be sent to the client containing:

a service evaluation form

a pre-stamped, Disability Advocacy and Complaints Service addressed envelope for return of the evaluation form

The service evaluation form shall be anonymous to encourage response, and protect the client.

All returned evaluation forms shall be collected and perused by the Chief Executive Officer so that, where necessary, improvements in service delivery can be made to maximise outcomes for clients.

Any comments, of an evaluative nature, made by clients at any stage of the complaints process will be noted by the advocate concerned, attached separately to the case file, and will form part of the evaluation process.

All complaints lodged against the Disability Advocacy and Complaints Service of South Australia, or any of its workers shall also form part of the evaluation of the service.

1.6  Training Programs, Community Education, Seminars and Workshops
All participants in training programs, community education sessions, seminars, and workshops developed and offered by the Disability Advocacy and Complaints Service will be asked to complete an evaluation form relating to the session attended.

All participants in the training program will additionally be asked to complete an evaluation form for the entire program.

All such evaluations will be perused and collated by the Chief Executive Officer, or other designated persons, for the purposes of improving the quality of information provided, and ensuring that future programs present readily understood and relevant information.

All education evaluations shall be anonymous.
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