<Appendix 1>

Methodology of Streamlined External Assessment for
Phase 3 Implementation of Service Performance Monitoring System
1. Agency-based Selection of Service Units

(a)   Number of Short-listed Units

The number of short-listed units follows the principles of at least one unit from each agency and on proportion to the number of units formerly nominated for Phase 3 external assessment by the agency in 1999. The selection ratio is: 

· 1 service unit for agencies with 1-5 nominations

· 2 service units for agencies with 6-10 nominations

· 3 service units for agencies with 11 or more nominations 
(b)   Selection Criteria

For agencies with more than one nomination in 1999, the short-listing is based on the following selection criteria: 
i) to consider programme types not covered in Phase 1 and Phase 2 external assessment;

ii) to consider mode of service settings (e.g. center-based, community-based, residential or casework services) not covered in Phase 1 and Phase 2 external assessment; 

iii) to consider multi-service unit for its wider coverage of services in one location;

iv) to consider units of similar service nature with propensity for service-wide implementation of the SQSs across the concerned units to facilitate the attempt at multi-level assessment;

v) to select randomly according to alphabetical order starting from letter “B” of the service unit names where the above criteria are not applicable.

2.  Assessed Areas in Phase 3 External Assessment

(a)  A selected number of Service Quality Standards [SQSs] as described in  paragraph 3 below

(b)  Essential Service Requirements [ESRs] as stipulated in the Funding and Service Agreement(s) [FSAs] of the assessed service unit

3.  Selection of SQSs

(a)  Sampling of SQSs
For a cost-effective assessment based on the rationale of calculated risk and considering the relative importance of the SQSs for different services, each assessed unit will receive external assessment on 8 SQSs selected out of the 16, namely: 

· 6 SQSs newly implemented in Phase 3; and

· 2 SQSs selected from the 10 of Phase 1 and 2, preferably those with generic implication where the SQS implementation is largely common to a number of service units under the same programme or under the same service mode in a particular agency.  

(b)  Additional SQSs for External Assessment

Whenever there is doubt on the assessed unit’s compliance with the whole or part of any SQS other than the selected ones, SPS reserves the right to assess any SQS or its criterion on top of the selected in the course of external assessment (i.e. before the Closing Meeting).

4.  Multi-level SQS Assessment
(a)  Characteristics 

i) Multi-level SQS assessment starts from assessment of agency-wide and service-wide SQSs to unit-specific SQSs according to respective SQS implementation strategies of the agencies.

ii) Assess once those SQSs/Criteria having common features for all assessed units, i.e. document review taken at centralized level and the proof of implementation collected only at the first assessed unit. Assessment at centralized level may take place at a location with relevant agency staff as agreed between the agency and Service Performance Section [SPS]. 

iii) For a wider coverage of Phase 1 and 2 SQSs, the SQSs which have been assessed at one unit will not be selected for assessment at the other assessed units of the same agency.  
(b)  Preparatory Meeting for Agencies with More than One Assessed Unit
To make logistic arrangement for the multi-level SQS assessment, assessors of SPS may conduct a preparatory meeting with the agency’s and assessed unit(s)’ representatives at least one week prior to the external assessment. 

(c)  Illustration  

For reference, the table below shows the probable arrangement of multi-level assessment:

	Assessed Area
	Features of Agency Implementation Strategy
	Assessment at Centralized Level 
	Assessment at 

Unit Level

	
	
	
	1st Unit
	2nd Unit
	3rd Unit

	6 SQSs of Phase 3
	i) SQSs/Criteria of which the policies and procedures are developed and implemented centrally
	(
	
	

	
	ii) SQSs/Criteria of which the policies and procedures are developed centrally and are common to all units concerned
	(
	
	

	
	iii) SQSs/Criteria of which implementation of the centrally developed policy and procedures is at unit level
	
	(
	
	

	
	iv) SQSs/Criteria of which the policies and procedures are developed and implemented by an individual unit
	
	(
	(
	(

	2 SQSs selected

from Phase 1 & 2 

(No repetition of SQSs among the assessed units)
	Respective implementation strategies on the selected SQSs
	(
For SQSs/Criteria of features 

(i) &(ii) 
	(
	(
	(

	Essential Service Requirements as stipulated 

in the FSA(s) of the assessed unit
	
	(
	(
	(


5.  Yardstick for SQS Assessment 

· The assessment indicators and steps for each SQS as depicted in the Assessment Matrix remain as the yardstick for multi-level SQS assessment.  

6.  Action Plan for Non-compliance

(a) Under the spirit of corporate governance, agency head will be held accountable for any action plan(s) to ensure the unit(s)’ compliance with the SQS(s)/ESR(s) irrespective of the level of external assessment where the non-compliance is detected. 

(b) SPS will review the action plan(s) with the agency head in at least 6 months.  

7.  Submission of Agency Profile Form and Supporting Documents 
(a) Agencies should submit the Agency Profile Form (Appendix 2) by 6 June 2002 to inform SPS their designated staff as the contact persons and the implementation strategies for the 16 SQSs.

(b) Though assessors will only examine those supporting documents on the selected SQSs for Phase 3 external assessment, service units are expected to implement all SQSs seriously. Hence, agencies/units are required to submit hard copy of the supporting documents for the 16 SQSs one month prior to the external assessment.
(c) Should agencies/units submit the supported documents on time, assessors will have sufficient time to inform agencies/units the selected SQSs at least one week before the external assessment. Otherwise, agencies/units will be notified the selected SQSs till the first day of external assessment.

8.  Time of External Assessment
(a) Respective assessor will liaise with the contact person of the agency about the dates of external assessment, which will be fixed within the scheduled months as shown in the announcement of SPS to the agency on Phase 3 external assessment in May 2002. 

(b) To complete Phase 3 external assessment by the end of 2002 so as to facilitate the planning for the full-fledged SQS implementation in 2003, request for re-scheduling will not be considered unless it is approved by the Chief Social Work Officer of SPS upon the written application of agency head accounting for the special circumstances warranting the change. 
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