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Introduction
In 2007 the Office for Problem Gambling within the Department for Families and Communities commissioned Quality Management Services (QMS) to develop standards for gambling help services in South Australia.

The Gambling Help Service Standards have been developed with the aim of providing a robust set of standards to support the development and continued improvement of a broad range of gambling help services in South Australia. 

The Standards were developed by QMS who brought experience and expertise in the field of quality improvement and standards development.  QMS combined this with knowledge and wisdom from within the sector, including the invaluable advice provided by the Standards Project Reference Group, and current research and good practice in the field.  
More information on the background to the Standards, a full list of the principles underpinning them and comprehensive examples can be found in the Gambling Help Service Standards (SA).  It is recommended that organisations complete this Self Assessment Tool in conjunction with the Standards document.

An Overview of the Self Assessment Tool

The monitoring process for the Gambling Help Service Standards includes both an internal and external review.  The Self Assessment Tool (SAT) guides the service provider’s internal review of their service against the Standards. Self assessment may be assisted by internal audits, staff, consumer and stakeholder surveys or forums, evaluations and other processes which encourage critical reflection. The external review involves a review team examining key service documentation such as annual reports, strategic and business plans, organisational charts, the SAT and any evidence referred to in it. It would also involve a range of interviews with groups such as consumers, staff and volunteers, management and stakeholders.
The SAT is designed to assist services to reflect on and record what they do in order to meet a Standard, and to identify what evidence they have to show the systems are in place and working. The SAT also helps to give the Review Team an understanding of how the service is operating.

The SAT asks services to rate themselves against each Standard. This is important information for a Review Team. If the Review Team’s rating differs from the service provider’s rating, it acts as a flag for the Review Team to explore this further with the service provider. A difference in ratings may indicate that the service provider is not clear on the requirements or may not have provided enough, or the appropriate evidence to the Review Team. 

Ratings and the Self Assessment

The ratings in the SAT occur in the following way.  The standard is considered:

Met – if all system indicators are met
Met in Part – if any one system indicator is not met

Not Met – if more than one of the system indicators is not met.

Accredited versus non Accredited Organisations 
A significant number of gambling help services operate within larger organisations that have achieved accreditation or certification status against quality systems such as the Quality Improvement Council (QIC) Health and Community Services Standards, the South Australian Service Excellence Program (SEP), the Business Excellence Framework, the Australian Council on Health Care Standards (ACHS), the International Standards Organisation (ISO) or the Australian General Practice Accreditation Limited (AGPAL).  Organisational accreditation will have already assessed an organisation’s overall management and quality systems and in recognition of this a modified approach has been developed to minimise duplication.  For standards 3, 4, 5 and 6, services that are a part of accredited organisations are only required to describe processes and provide documented evidence in a reduced and specific range of areas.  These requirements are highlighted in pale blue in the SAT.  

Services that are part of organisations that are not accredited, are required to self assess and provide evidence across the standards in full.
The Gambling Help Service and the Broader Organisation 

The SAT and the Gambling Help Service Standards (SA) refer to the “service” and the “broader organisation”.  This recognises that for some Standards, evidence will only be required from the gambling help service but for other Standards (i.e. 3, 4, 5 & 6) evidence will be required from the broader organisation.  This terminology recognises that in most instances, gambling help services operate within a larger organisational context.  
How to complete the SAT

Step 1 – Cover Sheet
Complete the Self Assessment Cover Sheet on page 10.
Step 2 – Collaborative Assessment
Decide how your service would like to complete the SAT.  A collaborative approach is encouraged, for example, you may form a number of working groups of staff and consumers who work together to complete the SAT.  Responsibility may be shared between senior managers / team leaders or you may have a staff member assigned to coordinate the self assessment process.

Step 3 – Describe how you have met the Standards
Using the Gambling Help Service Standards (SA) describe how you address each system indicator, making sure that your answer relates to the overall standard description and the Key Competencies embedded within it.  Limit your description to 200 words per system indicator.  Both the SAT and the Gambling Help Service Standards (SA) include notes and examples and further information to assist you.  Services that sit within accredited organisations will be able to use the modified approach for standards 3, 4, 5 and 6.

Step 4 – Provide Evidence
Document sources of evidence to show that systems are in place and are working effectively.  Evidence might include your strategic or business plan, consumer file notes, newsletters, policies etc.  The information and examples in the SAT and the Gambling Help Service Standards (SA) will help.

Step 5 – Reviewing your System
For each of the System Indicators, report on “System Indicator Met:  Yes / No” and “All Key Competencies Addressed: Yes / No”.  You are only required to give a yes or no response – additional information is not necessary as information relevant to your response will be found in your system descriptions and evidence preceding this. 
Step 7 – Ongoing Improvement 
Record future improvements that you recognise are required to address gaps in your system or processes in the section “Areas for Improvement”.
Step 8 – Self Rating 
Using the ratings information on page 6, rate your service for each Standard once you have completed the self assessment against each Standard. Your rating will be “Met”, “Met in Part” or “Not Met”.

Further Information
For further information, definitions of key terms and how to understand Systems Thinking, the Standards and the principles underpinning them, please refer to the Gambling Help Service Standards (SA).
Department for Families and Communities - Office for Problem Gambling

Gambling Help Service Standards (SA) - Self Assessment Cover Sheet

Insert detail in fields shown in blue

	Organisation
	Full legal name of organisation

	Chief Executive Officer / Manager Delete whichever is not applicable
	Full name and position title

	Gambling Help Service
	Name of Gambling Help Service

	Manager, Gambling Help Service
	Full name and position title

	Postal Address
	PO Box or Street Number and Street Name, Suburb,  State,  Post Code

	Phone
	Phone Number (include area code)

	Fax
	Fax Number (include area code)

	Email
	Email Address

	Number of Gambling Help Service Staff
	xx Total  total number of staff  /  xx Full-time equivalents (FTEs) total number FTEs

	Accreditation Status of the Organisation
	Accredited / Non Accredited Delete whichever is not applicable

	Accreditation Framework / Program
	Name of Accreditation Framework / Program / N/A (if non accredited)

	Accreditation Period
	Start Date (Month Year) to Finish Date (Month Year) - N/A (if non accredited)

	Date Self Assessment Completed
	Date, Month, Year

	Date Self Assessment Submitted
	Date, Month, Year


	STANDARD 1: ACCESS TO GAMBLING HELP SERVICES

Consumers and families affected by problem gambling are able to access appropriate information and services at any point in the service system.  Barriers to access are identified and addressed.

Key Competencies


(
Needs Analysis
(
Barriers to Access

(
Service Planning
(
Special Needs Groups

(
Consumer and Community Information 

	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	1.1 The Gambling Help Service and the broader organisation develop a range of key documents that guide its system and processes in relation to access to services. 

	How do you address this indicator?
Notes and examples: Values, Vision, plans, policies and other key documents that guide the service in identifying and addressing barriers to accessing gambling help services, with specific attention to special needs groups.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	1.2 Responsibility for ensuring access to the Gambling Help Service and managing identified barriers is assigned. 

	How do you address this indicator?
Notes and examples: Management and staff job descriptions include responsibilities for managing and implementing the key organisational competencies in this Standard.  Committees’ Terms of Reference include access and equity issues.  Policies and Procedures articulate levels of responsibility.  
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	1.3 The system ensures that staff have relevant knowledge and resources to facilitate consumer access to information and services and to address barriers.

	How do you address this indicator?
Notes and examples: Selection and recruitment practices reinforce the principles of access and equity in service delivery.  Induction includes orientation to policies and procedures around access including barriers to access.  Staff training includes an understanding of special needs groups and the barriers to access for these groups.  Staff have information about and a good understanding of services provided by other gambling help services and mainstream services to assist with service integration and referral.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	1.4 Practice reflects key guiding documentation relating to access to the Gambling Help Service.

	How do you address this indicator?
Notes and examples:  A range of access strategies are evident, such as use of translated, user friendly information, delivered across a range of methods.  Partnerships with other agencies are in place to address barriers.  Networks exist with CALD and ATSI organisations to facilitate referral and outreach programs are offered in CALD, ATSI, rural communities.  Data collection confirms KPI’s around access for certain groups in the community as a proportion of the population.  Specified outputs in Funding and Service Agreement(s) are reflected in the data. Consumer surveys and feedback demonstrate satisfaction relating to ease of access to information and services.  Service plans are based on needs and aim to address barriers. 
	Describe your evidence relating to this indicator


	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	1.5 The Gambling Help Service monitors its performance of the key competencies and uses data collected to improve its performance (CQI indicator).

	How do you address this indicator?
Notes and examples: Essential data is collected and analysed to allow gaps and trends to be identified such as consumer and stakeholder surveys, focus groups, complaints tracking, review of service activity including referrals, characteristics of those accessing services and those on waiting lists.  Improvements in processes are planned and implemented through mechanisms such as a quality committee.  Access related objectives built into strategic and operational plans are monitored and improved as required.  Internal evaluation monitors the effectiveness of changes. 
	Describe your evidence relating to this indicator


	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




	STANDARD 2: GAMBLING HELP SERVICE SYSTEM

Prevention, early identification, intervention and information strategies across the service system aim to reduce the incidence and minimise the harmful impact of problem gambling.
Key Competencies


(
Prevention and Early Intervention
(
Intervention (treatment, counselling and support)

(
Self Help Strategies
(
Exit Planning

(
Intake Processes
(
Governance of Service Delivery (qualification and practice)

(
Assessment


	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	2.1 Key policies, procedures and documented service principles ensure high quality services which are integrated and responsive to the community as well as individual needs and circumstances.

	How do you address this indicator?
Notes and examples: Service delivery principles are documented and reflect organisational values. Policies, procedures or work instructions cover prevention and other strategies to reduce the negative impact of problem gambling, as well as assessment, treatment and intervention, case review, relapse, referral and exit; use of evidence based guidelines such as prescribing guidelines where applicable. 


	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	2.2 Responsibility for the service system is clearly delegated.

	How do you address this indicator?
Notes and examples: Clear delegation for monitoring qualifications, identifying clinical and service level risk, ensuring professional supervision, maintaining professional requirements and mandated and ongoing professional training. Job descriptions define lines of professional and service delivery accountability. Committees’ Terms of Reference describe responsibilities in key organisational competencies such as a clinical or governance committee, program advisory group, multidisciplinary meetings, sector network meetings, and include identification of responsibility for implementation, review and monitoring service outcomes.     
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	2.3 The system ensures that board, management and staff have relevant knowledge and resources relating to their role and responsibilities in service delivery; consumers and the community have access to appropriate information about service delivery. 

	How do you address this indicator?
Notes and examples: Staff, management and Board orientation includes specific sections on the gambling sector and the service delivery system. Staff receive ongoing professional development to support implementation of the service delivery system; staff are supported to maintain a good understanding of community support systems, and other relevant services. Consumers are informed about the spectrum of responses to problem gambling and are supported to choose the best options for their circumstances; consumers continue to be kept aware through consumer information, community education and participation in the review of their treatment.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	2.4 The key competencies relating to the system of services within the Gambling Help Service are reflected in practice.

	How do you address this indicator?
Notes and examples: Data collection confirms KPI’s developed in organisational/service planning; funding and service agreement outputs are reflected in data. Consumer surveys and feedback demonstrate satisfaction with service delivery. A range of intervention strategies are evident. Service audits demonstrate compliance with policies and best practice in problem gambling help services. Staff files demonstrate competency, performance review, supervision and training.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	2.5 Processes are in place to support CQI in the Gambling Help Service system.

	How do you address this indicator?
Notes and examples: Essential data is collected and analysed to inform decision making and service improvement at any stage of the service system such as KPIs, education session evaluations, record audits, consumer surveys, focus groups, practice networks, complaints, quality plans, review of activity data, outcome data.  
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




	STANDARD 3: CONSUMER FOCUS

The Gambling Help Service ensures the consumers are central to service planning, delivery and evaluation and consumers’ rights and responsibilities are explicit.
Key Competencies


(
Consumer Focus
(
Rights and Responsibilities 

(
Consumer Participation
(
Privacy and Confidentiality

(
Diversity
(
Complaints and Feedback

(
Reducing Stigma


	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	3.1 The Gambling Help Service and the broader organisation develop a range of key documents that guide its system and processes in relation to a consumer focused service.

	How do you address this indicator?
Notes and examples: Vision, mission and values include reference to consumer focused service provision and it is embedded within policies. Individual needs and preferences of consumers are reflected in assessment, treatment and intervention planning documentation. There is written information for consumers on rights and responsibilities, privacy and confidentiality, complaints, diversity and reduction of stigma. 
If you already have organisational accreditation, you are only required to identify relevant service specific procedures / work instructions / guidelines around a consumer focused service and that individual needs and preferences of consumers are reflected in assessment, treatment and intervention planning documentation for the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	3.2 Responsibility is clearly delegated to ensure a consumer focused Gambling Help Service.

	How do you address this indicator?
Notes and examples: Job descriptions include reference to a client focused approach. Committees’ Terms of Reference include consumer representation and/or input. Policies and procedures articulate levels of responsibility for a consumer focused service, eg the Privacy Officer. 
If you already have organisational accreditation, responsibilities could be demonstrated through job descriptions, case planning guidelines, service specific procedures for the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	3.3 The system ensures that staff have the relevant knowledge and resources and consumers receive appropriate information to facilitate a consumer focused approach to the Gambling Help Service.

	How do you address this indicator?
Notes and examples: Orientation, professional development and performance review address features of a consumer focused service. Consumers and the community are provided with information and have an understanding of consumer participation strategies, such as their rights; how to participate in planning and evaluation; feedback and complaints processes.

If you already have organisational accreditation, your processes and evidence would be the same as those above but ensuring they applied to the Gambling Help Service staff.    
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	3.4 The key competencies relating to a consumer focused Gambling Help Service are reflected in practice.

	How do you address this indicator?
Notes and examples: Data is collected on consumer participation strategies such as surveys, focus groups, complaints. Client records confirm that aspects such as client rights, complaints processes, informed consent, consumer goals and service plans have been agreed to by the consumer. A range of information strategies is evident such as translated, user friendly information across a range of media such as websites, pamphlets and newsletters. Interviews with consumers confirm their perception that the service is consumer focused. 

If you already have organisational accreditation, your processes and evidence would be the same as those above, with evidence it is occurring for consumers from the Gambling Help Service.  
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	3.5 CQI is undertaken to review and improve the service model and systems that support a consumer focussed Gambling Help Service. 

	How do you address this indicator?
Notes and examples: Essential data on maintaining a consumer focus is collected through surveys, focus groups, service reviews, and analysed such as whether clients have been reminded of their rights and responsibilities at review, or the number of CALD and ATSI consumers accessing services. Internal evaluation occurs to monitor effectiveness of changes, for example through a quality reporting framework.

If you already have organisational accreditation, your processes and evidence would be the same as those above, ensuring it is occurring at the level of the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




	STANDARD 4: PARTNERSHIPS AND COLLABORATION

The Gambling Help Service works to increase the capacity of the community through participation in partnerships and networks.
Key Competencies


(
Collaborative Approach to Planning
(
Integrated Intervention and Treatment Planning

(
Collaborative Partnerships
(
Campaigns, Promotion and Community Education

(
Networking and Capacity Building 

	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	4.1 Policies, procedures and planning documents define the purpose, nature and extent of partnerships, networks and collaborative arrangements for the purpose of building sector capacity and improving services. 

	How do you address this indicator?
Notes and examples: Policies, procedures and planning documents on partnerships, networking, collaboration and integrated treatment.  MoUs and Partnership Agreements.  Funding agreements that define or direct collaborations and networking. 

If you already have organisational accreditation, you are only required to describe any MoUs or Partnership Agreements that impact on your service or whether your Service Agreement defines any collaborations or networking.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	4.2 Responsibility for key organisational competencies is clearly delegated to ensure partnerships and collaboration are maintained in line with organisational policy.

	How do you address this indicator?
Notes and examples: Job descriptions include responsibility for ensuring the service works with the broader community, other services, the consumer and their family to achieve the consumer’s identified goals. Committees’ Terms of Reference include reference to partnerships and collaborations, for example network meetings. Policies, procedures and delegations of authority articulate levels of responsibility for networking and maintaining and developing partnerships.
If you already have organisational accreditation please describe how job descriptions and other documents include responsibility for working with the broader community, other services, the consumer and their family to achieve the consumer’s identified goals.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	4.3 The system ensures that staff have the relevant knowledge and resources for their role in relation to partnerships and collaboration to support the Gambling Help Service.

	How do you address this indicator?
Notes and examples: Staff develop knowledge through orientation, training and supervision on aspects such as: alternate mainstream and gambling help services, referral processes, community awareness mechanisms, partnerships and networks. Consumers are made aware of other parties involved in their treatment and additional supports that are available. Staff and stakeholders are aware of requirements of MoUs through clearly articulated processes.

If you already have organisational accreditation, your processes and evidence would be the same as those above but relating to the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	4.4 Key organisational competencies are addressed in the development and implementation of collaborative activities for the betterment of the Gambling Help Service and are reflected in practice. 

	How do you address this indicator?
Notes and examples: Formal and informal partnerships are entered into to support an integrated gambling help service system. Staff contribute to sector campaigns to support prevention and minimise the negative effects associated with problem gambling. Networks inform strategic positioning. 

If you already have organisational accreditation, your processes and evidence would be the same as those above but relevant to the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	4.5 The system relating to partnerships and collaboration for the Gambling Help Service includes a process for continuous quality improvement. 

	How do you address this indicator?
Notes and examples: Essential data is collected that will allow gaps and trends to be identified such as stakeholder satisfaction, evaluation of community education sessions and network activities, performance against relevant KPIs in MoUs. Systems are used to monitor data and ensure improvements in processes are planned, implemented and reviewed. 
If you already have organisational accreditation, your processes and evidence would still be the same as those above but relevant to the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




	STANDARD 5: ORGANISATIONAL GOVERNANCE AND MANAGEMENT

The Gambling Help Service has governance and management practices that maximise organisational efficiency, transparency and effectiveness.
Key Competencies


(
Vision, Mission and Values
(
Resources

(
Organisational Planning
(
Information Management

(
Human Resources 
(
Communication


(
Financial Management
(
Occupational Health, Safety and Welfare

(
Risk Management
(
Legislative Compliance


	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	5.1 Key organisational competencies are documented to guide organisational governance and management of the Gambling Help Service. 

	How do you address this indicator?
Notes and examples: Key organisational competencies are documented to guide organisational governance and management of gambling help services; for example constitution, vision, mission, values, policy framework – including for OHS&W, planning documents, insurance policies, best practice guidelines, Terms of Reference for relevant committees. 

If you already have organisational accreditation, you are only required to identify relevant service specific procedures / work instructions / guidelines addressing the requirements of this standard.  
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	5.2 Responsibility for key areas of organisational competencies relating to the many aspects of governance and management is clearly delegated. 

	How do you address this indicator?
Notes and examples: Board and staff have clear and documented roles, responsibilities and accountabilities which are provided on appointment; these may be demonstrated in job descriptions and/or an organisational chart. Delegations of authority are clearly articulated across the organisation. Responsible Officer for OHS&W has been allocated. Committees’ Terms of Reference include delegated responsibility or portfolios across governance and management. Policies and procedures articulate levels of responsibility.  

If you already have organisational accreditation you are only required to provide a job description for the manager of the gambling help service, documentation regarding their delegated authority levels and Terms of Reference for any committees that guide the work of the service, for example if you have an Advisory Committee or Consumer Reference Group in place.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	5.3 The system ensures that staff have relevant knowledge and resources and consumers receive appropriate information relating to organisational governance and management. 

	How do you address this indicator?
Notes and examples: Board, management and staff orientation and training are inclusive of this standard’s organisational competencies. The organisation is accountable to and inclusive of stakeholders and consumers, for example through the provision of the annual report, involvement in strategic planning and compliance with funder reporting requirements.

If you already have organisational accreditation you are only required to provide evidence that your orientation processes inform staff of the wider organisational systems and protocols, that you communicate/report key service information to your stakeholders and consumers and that you have effective reporting mechanisms in place for your funders. 
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	5.4 Key organisational competencies relating to governance and management of the Gambling Help Service are reflected in practice. 

	How do you address this indicator?
Notes and examples: audits such as skills, programs and record, site, safety and policy review, including protocols to remedy the situation where non compliance is identified. Reports such as Board reports, financial statements, risk management reports.
If you already have organisational accreditation you are only required to provide evidence that all staff from the gambling help service have been appropriately oriented to the service and the organisation, participate in annual performance appraisals and that ongoing professional development takes place so that qualifications are current and staff competencies are maintained and further developed. You will also need to demonstrate that risk and OHS&W is managed effectively in the gambling help service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	5.5 The system to support key organisational competencies relating to governance and management of the Gambling Help Service includes a system for continuous quality improvement. 

	How do you address this indicator?
Notes and examples: Essential data associated with governance and management systems is collected that will allow gaps and trends to be identified such as review of planning documents; audits; surveys; focus groups; complaints; quality plans; skills training; review of service activity; incident reporting. Systems are used to monitor data and ensure improvements in processes are planned and implemented through quality, finance or executive committees, board reporting, strategic planning. Internal evaluation occurs to monitor the effectiveness of changes through such processes as a quality reporting framework.

If you already have organisational accreditation you are only required to demonstrate that you receive feedback on the effectiveness of your service’s management systems, for example through staff surveys, systems reviews, and that you ensure that improvements in processes are planned, implemented and reviewed.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




	STANDARD 6: OUTCOME MEASUREMENT, RESEARCH AND EVALUATION

The Gambling Help Service utilises data, research and evaluation to measure consumer outcomes and inform organisational development.

Key Competencies


(
Evaluation Framework
(
Benchmarking

(
Knowledge Management
(
Research


	Self Assessment Rating against the above standard: 
MET  (
MET IN PART  (
NOT MET  (


	SYSTEM DESCRIPTION
	EVIDENCE

	6.1 The key organisational competencies are documented in policies, frameworks, guidelines, plans and reports and guide outcome and process measurement, research and evaluation in the Gambling Help Service. 

	How do you address this indicator?
Notes and examples: Code of Ethics, policies on evaluation, knowledge management, research; Ethics Committee Terms of Reference; evaluation framework; best practice guidelines. 

If you already have organisational accreditation, you are only required to identify relevant service specific procedures / work instructions / guidelines addressing the requirements of his standard.   
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	6.2 Responsibility for outcome measurement, research and evaluation is clearly delegated. 

	How do you address this indicator?
Notes and examples: Job Descriptions include reference to the individual’s role in research, evaluation and outcome measurement. Committees’ Terms of Reference include reference to involvement in outcome measurement, research and evaluation. Policies and procedures articulate levels of responsibility for implementation of outcome measurement, research and evaluation. 

If you already have organisational accreditation you would be describing how relevant job descriptions or service specific Committees’ Terms of Reference include reference to research, evaluation and outcome measurement.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	6.3 The system ensures that staff have the relevant knowledge and resources and consumers receive appropriate information relating to the organisation’s outcome, process and output measurement, research and evaluation practices and results. 

	How do you address this indicator?
Notes and examples: Qualifications and experience are utilised in the recruitment and selection of staff. Staff have training needs identified and addressed to ensure they have the relevant knowledge and understanding of outcome, output and process measurement, research and evaluation practices of the organisation, including data collection, analysis and use of this information in quality activities. Staff integrate research into practice and share the outcomes of their research with the sector, for example at conferences. Consumers and stakeholders are made aware of evaluation and research findings through a variety of processes.  

If you already have organisational accreditation, your processes and evidence would be the same as those above but relevant to the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	6.4 Key policies and guidelines relating to outcome, output and process measurement, research and evaluation are reflected in practice. 

	How do you address this indicator?
Notes and examples: Data collection confirms KPIs around access for certain groups in the community as a proportion of the population. Funding and service agreement outputs are reflected in the data. The organisation demonstrates that outcome, output and process measurement, research and evaluation are part of organisational culture and practice.
If you already have organisational accreditation, your processes and evidence would be the same as those above but relevant to the Gambling Help Service.
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N

	6.5 The system to support key organisational competencies relating to outcome, output and process measurement, research and evaluation for the Gambling Help Service, includes a process for continuous quality improvement.  

	How do you address this indicator?

Notes and examples: Essential data is collected that will allow gaps and trends to be identified such as record audits, consumer surveys, focus groups, complaints, quality plans, skills training, review of service activity, staff satisfaction, best practice guidelines, research, attendance or membership in professional or peak bodies. Systems are used to monitor data and ensure improvements in processes are planned and implemented through a quality committee, board reporting mechanisms, ethics committee etc.

If you already have organisational accreditation, your processes and evidence would be the same as those above but relevant to the Gambling Help Service.    
	Describe your evidence relating to this indicator



	
System Indicator Met:  Y / N
All Key Competencies Addressed:  Y / N


	Areas for Improvement:




