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SECTION ONE

introduction and
background

1.1 What this Guide is for

The Department of Child, Youth and Family Services (Child, Youth and Family) has
developed this resource for those providing, or wanting to provide, services under the
Children, Young Persons, and Their Families Act 1989 (the CYP&F Act). It has been

written as a resource tool and reference for new and existing service providers who want

us to approve them as providers of Child and Family Support Services and/or Community

Services.

Section 1 introduces this booklet, and provides background information on the
standards for approval.

Section 2 provides an overview of the approval process.

Section 3 sets out the procedures to follow when applying for approval, and
explains what assessors do, and the types of approvals that can be granted.

Sections 4 and 5 deal with the assessment plan and special assessment procedures
and processes.

Section 6 describes organisational monitoring, developed to ensure providers and
Child, Youth and Family are working together to achieve quality service provision.

Section 7 describes the ongoing assessment visit, and sets out what providers and
assessors do.

Section 8 looks in detail at the standards for approval that all providers have to
meet. It takes the requirements for each of these standards and suggests ways of
thinking about them and ensuring compliance. (These standards are set out in

Child, Youth and Family’s booklet Standards for Approval. This section should be
read alongside that booklet.)

The Guide includes:

Process information. This covers how to apply for approval, how to develop the
required documentation, and how Child, Youth and Family undertakes the initial
and ongoing assessments.

Information and explanations on changes to the approval process. For instance, the
Guide sets out what amendments have been made to the ongoing assessment
process and to the documentation that service providers need to complete.

Examples. These are designed as prompts or guides for organisations that don’t yet
have their own systems in place. Don’t copy them directly. Instead, use them as a
basis for discussing within your own organisation how you can suit your needs while
also meeting the approval requirements.
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1.2

1.3

Resource information; for example, extracts from the CYP&F Act that you might need to
know about.

Child, Youth and Family intends to review this Guide at various times. Changes may
come about because of amendments or changes to legislation, new directions in
government and Child, Youth and Family strategic direction, policy developments, and
feedback from you as service providers or from other key stakeholders.

Background

Child, Youth and Family has the responsibility of encouraging, promoting, and
developing strong families and stronger communities so that children are safe, and
outcomes for them and their families are improved.

Child, Youth and Family provides services directly to children, young people, and their
families. We can also approve community based organisations as Child and Family
Support Services or Community Services. These services are then eligible to enter into
funding contracts with Child, Youth and Family.

(Under the former New Zealand Community Funding Agency, Child and Family Support
Services were approved at level one, and Community Services were approved at levels
two and three.)

Child, Youth and Family can also grant other approvals, such as Iwi Social Services,
Pacific Island Cultural Social Services, Inter-Country Adoption Services, and Out-of-
School Care and Recreation Services (OSCAR). Your local Contracting Group office or
the National Office has information about the standards and approval processes for these
services. (Contact details are set out in Appendix One.)

Recent amendments to the standards for approval and the
assessment process

Amendments to the standards

The amendments to the standards include those resulting from Child, Youth and Family
policy development, as well as feedback service providers and other key stakeholders gave
us over a period of time.

Key changes include the requirement that all staff (paid, unpaid and governing body)
have a police check before being appointed to the organisation. Other amendments

include a stronger emphasis on organisational internal monitoring and evaluation.

Performance measures

As you read the standards you'll see that each performance measure of each standard is
now a requirement. Under the previous standards, there were a series of components for
each standard that were suggestions for good practice. Some providers told us they found
this confusing. The components have now been edited down to performance measures,
and all are compulsory.
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1.4

1.5

Business viability standards and programme quality standards
The main layout difference is that standards are now separated into:

. Business viability standards. These standards include all those standards that relate to
an organisation’s ‘capacity’ to provide a service to its clients. For example, we need
to know your policies on cultural appropriateness, complaints procedures, staffing,
health and safety, management, financial management, and organisational
monitoring.

. Programme quality standards. Quality standards include those that relate to an
organisation’s ‘ability’ to provide a service to its clients. For example, we look at
what you do in areas such as intake and assessment, client planning, programmes,
care placements, and conclusion of service provision.

When do the amendments come into operation?

The amended standards for approval that were sent to providers last year are already
operational. Organisations should have reviewed these amendments and decided whether
they need to amend any of their policies, procedures, or control systems. Some providers
will be making few, if any, changes. Other organisations may have to do some

developmental work.

However, we want to be flexible about bringing in the requirements. If you have any

concerns, please talk to your approval assessor.

Where to get further information

Providers who have any questions about the contents of this Guide or need further
clarification or assistance should, in the first instance, contact their approval assessor. If
you and other members of your organisation are not sure who your assessor is, contact an
Approvals Team Leader or the National Office. Should further information be required,
they will provide you with a contact person. Contact details are listed in Appendix One,
and include the Child, Youth and Family freephone number, 0508 FAMILY; 0508 326

459 and our web site www.cyf.govt.nz
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SECTION TWO

overview of approval

2.1

2.2

What this section is about

This section provides an overview of the approval process. Any organisation wanting to
be approved, and therefore eligible for contracting with Child, Youth and Family, has to
demonstrate that it can meet the standards that relate to the service it is going to provide,
or is already providing. These standards are to ensure organisations have both the capacity
and ability to provide services. Organisations providing a Community Service are assessed
on a different set of standards from those providing a Child and Family Support Service.

Our booklet Standards for Approwval sets out both the standards and the performance
measures. Assessors from our Contracting Group are the people responsible for assessing
an organisation’s ability to meet the standards.

Assessors make their assessments for approval partly by working through the papers and
documents that organisations supply to support their applications to be approved (Section
Three describes the approvals process). But because quality of service is so important, the
Act also gives assessors a number of other ways in which to assess an organisation — they
have the right to visit organisations, talk to their staff and clients, view files, etc.

Assessors can recommend to the chief executive of Child, Youth and Family to either
approve or decline approval applications. They can also recommend that any organisation
already operating has its approval suspended or revoked. This can happen when we are
worried about specific quality issues. The Act lays down set procedures for these things, so
organisations can’t be judged unfairly.

In addition, organisations can relinquish, or give up, their approval.

Standards for approval

Child, Youth and Family uses standards as a means of quality assurance; that is, we use
them when checking that service providers wanting formal approval status have the
necessary policies, procedures and practices in place to deliver the services and meet the
requirements. Organisations must be able to show the assessor that they can meet the
standards for approval. There are several sets of standards but most organisations,
depending on the services they provide, are required to meet the business viability

standards and programme quality standards for either:

. Community Service (the mandate for these approvals is section 403 of the CYP&F
Act)

. Child and Family Support Service (the mandate for these approvals is section 396
of the Act).
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Other approvals granted have their own standards for approval and include:

. Iwi Social Services

. Pacific Island Cultural Social Services

. Inter-Country Adoption Services

. Elder Abuse and Neglect Prevention and Coordination of Intervention Services

. Out-of-School Care and Recreation (OSCAR) Services.

The business viability standards include all those standards that relate to an organisation’s
capacity to provide a service to its clients; for example:

. can your organisation provide services sensitive to the cultures of its clients?

. does it have the procedures to deal with complaints?

. what are its policies on staffing, and health and safety?

. are its management structures appropriate’

. does it have the right systems in place to manage its finances?

. has it set up procedures for organisational monitoring of its policies, procedures and
systems?

The programme quality standards include those that relate to the organisation’s ability to
provide a service to its clients; for example, what are your organisation’s policies on intake
and assessment, planning, programmes, care placements, and for concluding service
provision!

You can obtain copies of the Standards for Approval from assessors or from Contracting
Group at National Office (see Appendix One, also the Child, Youth and Family web site:

www.cyf.covt.nz).

2.2.1 How to understand the standards

The standards that organisations must meet are published in Child, Youth and Family’s
Standards for Approval. All sets of standards are presented in the same format.

The overall standard that is to be met is shown in a shaded box at the top of each page.

The performance measures of each standard are immediately below. Each performance
measure must be met, as it demonstrates the way in which the overall standard is being
met.

The following example sets out the performance measures required for Business Viability

Standard 10. (See page 22 of Standards for Approval, 2000.)
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Figure 1: Business Viability Standard 10

Section B: Business Viability Standard 10

YRl Organisational Monitoring

management

The organisation ensures that policies and procedures are
appropriate and effective

The organisation must be able to demonstrate to Child, Youth and Family that:

1. The organisation:
1.1 regularly monitors the organisation’s individual policies and procedures
1.2 regularly monitors its systems as a whole
1.3 makes appropriate improvements based on the results of this monitoring.
Comment

To meet this standard, the organisation must clearly demonstrate that it meets the overall
standard and its three performance measures.

The way in which an organisation demonstrates that it is meeting the standards and can
assure the quality of service delivery is documented in:

. the policies and procedures document produced for the initial approval. These
should be updated following any significant changes

. subsequent documents that provide evidence that the organisation is implementing
its policies and procedures. These documents give the assessors ongoing assurance
that the organisation’s operational policies, procedures, and systems are effective.

The level of detail required to show compliance with any standard will, in part, be
determined by the approval status being sought and the type of service delivered by the
provider.

For example, a large organisation seeking approval as a Child and Family Support Service
would be expected to demonstrate a more advanced level of financial management than a
small resource centre applying for section 403 approval and intending to provide only one

or two services.
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2.3

2.4

2.5
2.5.1

Approval

‘Approval’ is the term the CYP&F Act uses for the formal recognition government,
through Child, Youth and Family, gives to organisations providing social services,
particularly to children and young people and their families.

Two sections of the Act set out the mandate for approvals:

. Section 396. Child, Youth and Family grants approval under this section to
organisations that want to provide care services to children and young people; for
example, Child and Family Support Services, Iwi Social Services and Pacific Island
Cultural Social Services

. Section 403. We grant approval under this section to those organisations wanting to
provide day-based programmes; for example, counselling services, parenting
programmes, recreation programmes, and so on.

The difference between approval and contracting

Child, Youth and Family grant approval when we are satisfied an organisation can meet
the standards. Once your organisation is approved, it can be eligible to enter into funding
contracts with Child, Youth and Family.

Note that getting approval does not guarantee funding, and contracting is a separate

process.

Powers of assessors in granting approvals

In granting approval, the Contracting Group has wide powers. Assessors approving Iwi
Social Services, Pacific Island Cultural Social Services, Child and Family Support
Services, and Community Services are, for instance, able to enter premises, interview staff
or clients, and view files, documents and records related to the service. Although
assessors do not generally need to see identifying information on client files, these
provisions are important and all organisations seeking approval should be familiar with
the legislative powers outlined in section 401 (for section 396 approvals) and section 409
(for Section 403 approvals) of the CYP&F Act. These provisions are set out in full in
Appendix Two.

Suspending or revoking approvals

About suspensions and revocations

In situations where Child, Youth and Family have clear evidence that an organisation is
not providing proper care for children and young people, or that their services are not up
to standard, the Act requires us to investigate. We might have concerns about standards
of care or quality of service because of a specific and serious incident or as a result of an
approval visit. In most situations, the matter can be resolved by mutual agreement to take
preventative or remedial action. However, where a serious incident has already occurred
or where the organisation and Child, Youth and Family can’t find a way to easily resolve
the problem, the law requires us to act in a way that will safeguard the best interests of
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2.5.2

clients. This may lead to the approval being suspended until agreement can be reached. If
a way of resolving the problem can’t be found, we can revoke an approval.

The sections below describe the powers and authority given by the CYP&F Act, the
circumstances under which suspension or revocation may occur, and the various steps in
the process.

Powers under the Children, Young Persons and Their Families Act
1989 for suspending or revoking approval

Sections 399 and 405 of the CYP&F Act set out the powers and actions for suspending or

revoking an approval.

Iwi Social Services, Pacific Island Cultural Social Services, and Child and
Family Support Services

Section 399 of the Act gives the chief executive of Child, Youth and Family the authority
to suspend or revoke the approval of an Iwi Social Service, Pacific Island Cultural Social
Service or Child and Family Support Service if he or she is satisfied that proper standards
of care are not being provided for the children or young persons in the care of that

organisation.

Community Services

Section 405 of the Act gives the chief executive the authority to suspend or revoke the
approval of a Community Service if he or she is not satisfied that the standard of services
is adequate or if he or she considers the service is no longer providing services that will
help the objects of the Act to be realised.

Procedures

The Act also lays down procedures that must be followed if an approval has been
suspended or revoked.

The chief executive of Child, Youth and Family must:

. notify the service of the suspension or revocation of its approval
. notify the suspension or revocation in the Gagette
. consider any submissions received within the 60 days time frame before deciding

whether or not to revoke the approval.

The approved service, once it has been notified by letter that its approval has been
revoked or suspended and the reasons for this, may make submissions to the chief

executive within the 60 days permitted.
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2.5.3 Why approvals can be suspended or revoked

In practice, approvals are suspended or revoked (taken away) when an organisation fails
to comply with the approval standards. This may be because the organisation has not
complied with the standards over a long time, or because it has failed to put right quality
issues that assessors have identified during assessment. We may also suspend or revoke an

organisation’s approval because of a specific and serious incident.

Iwi Social Services, Pacific Island Cultural Social Services, and Child and
Family Support Services

Concerns about Iwi Social Services, Pacific Island Cultural Social Services and Child and
Family Support Services tend to centre on standards of care. Normally, Child, Youth and
Family considers suspending or revoking an approval where there are immediate safety
implications for the children or young people in the care or custody of the service or
where other problems mean that the service is failing or will fail significantly to meet the

needs of those in its care.

When a service has had its approval suspended or revoked, we must remove any children
or young people in its care. Until the suspension is removed we cannot refer any further

clients and the service can’t accept any community referrals.

Section 405 of the Act gives Child, Youth and Family wide scope to suspend or revoke
approvals. However, in practice, we only consider suspension or revocation when a
provider is seriously failing to provide a quality service. Examples of the types of situation
that could lead to suspension include:

. inadequate facilities, such as overcrowding or dilapidated facilities

. inadequate staffing, such as an insufficient number of staff, or staff who are not
appropriately qualified or trained

. inappropriate behaviour by staff towards clients, such as physical discipline

. lack of client safety. This can cover allegations of assault or failure to address
previously identified safety and quality issues. These would show a lack of
commitment to preventing abuse or harm

. financial failure or impropriety, such as liquidation (when an organisation has had
to be wound up because of financial problems) or unethical use of client money or
contracted funding

. departing from stated policies and procedures so that the organisation can’t provide
evidence of meeting the approval standards.

Examples of the types of situation that would probably lead to revocation include any of
the above circumstances, plus one or more of the following:

. a pattern of non-compliance with approval standards or a history of unresolved
quality issues

. a specific issue, and this can be a management, staffing or care issue, that is so
severe that it is unlikely to be resolved within a specified time frame
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2.5.4

. evidence or multiple allegations of serious harm to children or young people as a
result of negligence or abuse

. any police action taken against the service provider that means the necessary
standard of service can’t be provided

. the organisation failing to meet specified goals or funding requirements, including
an inability to meet requirements because of liquidation or bankruptcy.

Community Services

Child, Youth and Family may suspend or revoke an approved Community Service when
we consider it:

. is no longer providing services designed to promote the well-being of children,
young persons, and their families and family groups as specified under section 4 of

the CYP&F Act (this deals with the objects of the Act)

. is failing to provide services of an adequate standard.

Steps in the process

When Child, Youth and Family decides to suspend an approval or begin revocation
proceedings, a process is put in place to resolve the quality or safety issues causing
concern. If this isn’t resolved, we may suspend the organisation’s status as a provider. If
the concerns still can’t be eliminated, the chief executive can, as a final step, revoke the

organisation’s approval status.

Initial decision-making

Child, Youth and Family generally decides to start suspension or revocation proceedings
because of an investigation or serious incident. The organisation will already be aware
that a concern exists, even if a difference of opinion exists as to the seriousness of the

concern or potential risk posed to clients.

Notifying a suspension or revocation

When Child, Youth and Family have decided to suspend or revoke approval they notify

the governing body and the management of the organisation in writing.

In the case of a suspension, the letter informs the provider about the:

. specific grounds on which the decision to suspend the approval has been made
. specific breach or breaches of the approval standards

. action required by the service provider for the suspension to be removed

. time frame within which the requirements are to be met

. potential consequences of the requirements not being met.

If the approval is to be revoked, the letter informs the provider of the:

. specific grounds on which the decision to revoke the approval has been made
. specific breaches of the approval standards
. its statutory right to 60 days in which to make a submission to the chief executive.
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2.5.5

Following notification of suspension
When it has been notified of the suspension, the service provider may:

. respond to Child, Youth and Family outlining how the requirements that are
currently missing will be met

. request to talk with us about aspects of the requirements or time frame

. request more time in which to respond formally.

Whether or not the service provider agrees with the information stated in the

notification, it is essential that it respond within the 60 days allowed.

If Child, Youth and Family think the service provider’s response adequately addresses the
concerns raised, we may remove the suspension. If the suspension is because the
organisation hasn’t complied with the approval standards, we are likely to make a further
assessment. If that assessment is satisfactory, we then notify the service provider in writing

that the suspension is removed.

If the provider doesn’t respond, or if its response doesn’t adequately address the concerns
raised, Child, Youth and Family may take the next step — a recommendation that the
approval be revoked. In this instance, we write to the service provider, telling it of that

decision.

Following the notification of revocation

The Act provides a statutory time frame in which to notify any revocation of approval.
Child, Youth and Family must give no less than 60 days written notice of the date on
which we intend to consider revoking the approval. The service provider must respond to
the concerns within the time frame stated in the notification. If the organisation can’t
respond within the time frame, it may ask for an extension of time.

If the response adequately addresses the concerns raised, we advise the service provider in

writing that we are not going to revoke the approval.

If the service provider’s response does not adequately addresses the concerns raised, we
continue with the approval revocation process and the organisation is informed in writing

of the chief executive’s decision to revoke the approval.

Assistance for organisations facing suspension or revocation
Appointment of a commissioner

Where Child, Youth and Family think it’s important for an organisation to continue to
operate during the suspension or revocation period, we may appoint a commissioner to
take over responsibility for running the organisation and its programmes. This might be
because we think the specific services are essential or because we have made a significant
capital investment in the organisation. Where this occurs, the commissioner is given, or
delegated, full responsibility and authority for the operation of the organisation. He or she
must also address the deficiencies that have been identified.

The commissioner is fully responsible for the organisation’s operation until Child, Youth

and Family is confident that the organisation is meeting the approval standards.
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2.5.6 The suspension process
The following flowchart sets out the suspension process

Figure 2: Flowchart — The suspension process

Decision to suspend
Decision made to suspend approval because:

. assessment reveals serious non-compliances
. investigation reveals serious non-compliances
. a serious incident has occurred

Notification
Written notification to the service provider advising:

. specific grounds for the suspension
. specific breaches of the approval standards
. remedial action required
. time frame for requirements to be met
. potential consequences
Immediate action
. Children and young people in the care of the
organisation may be removed during the suspension
. A commissioner may be appointed
74 hY
Response Response
Service provider agrees to meet requirements . Service provider does not agree to meet
requirements
. Service provider fails to respond
Assessment
. Child, Youth and Family assesses the
provider’s response and action
. An assessment visit may be made
© N v
Outcome Outcome > _ _
Response assessed as Response assessed as il towd 2ind Famll.y
adequate to address inadequate to address may commence‘revocatlon
concerns concerns preezelig
v v
Suspension removed Revocation proceeds
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2.5.7 The revocation process
The following chart sets out the revocation process.

Figure 3: Flowchart — The revocation process

Decision to revoke
Decision made to revoke approval because:

. assessment reveals serious non-compliances
o investigation reveals serious non-compliances
o a serious incident has occurred

Notification
Written notification is sent advising:

o specific grounds for the revocation
o specific breaches of the approval standards
o the right to make a submission within 60 days
7
Immediate action
o Children and young people in the care of the
organisation must be removed and referrals stopped
o A commissioner may be appointed
"4 hY
Response Response
Service provider responds to the notification Service provider fails to respond to the
within 60 days notification
N "4
Assessment
. Child, Youth and Family considers the situation, taking

into account the provider’s submission or its failure to
make a submission

o An assessment visit may be made
"4 N
Outcome Outcome
Response assessed as adequate to address Response assessed as inadequate to address
Child, Youth and Family’s concerns Child, Youth and Family’s concerns
v v
Approval not revoked Approval revoked
Provider advised in writing that revocation Provider advised in writing that approval has
proceedings have ceased been revoked by the chief executive
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2.6

Relinquishing approval status

Sometimes service providers may decide that they no longer want to maintain their

approval status.

This may happen because approved organisations:

intend to close in the near future

no longer wish to contract with Child, Youth and Family. (Note that all
organisations providing care services must be approved, irrespective of whether
they contract with Child, Youth and Family)

have changed their focus to services that don’t require approval.

When organisations decide to relinquish approval they need to:

ensure that they’ve done everything they’re legally obliged to do. The Service
Delivery group in Child, Youth and Family need to be involved where care services
are provided

complete any contractual obligations with the Contracting Group (Specialist
Contracting, Community Funding and/or Iwi Maori teams) and, where appropriate,
Service Delivery

formally notify the general manager of the Contracting Group in a letter on the
organisation’s letterhead and written and signed by the authorised personnel; for
example, director, trust board manager, etc.

Once Child, Youth and Family are satisfied all statutory and contractual obligations have

been completed, we send the organisation a formal letter accepting relinquishment of the

approval.
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SECTION THREE

the approvals process

3.1 What this section is about
This section discusses the process shown in the chart below.

Figure 4: Flowchart — Overview of the approval process

Initial enquiry from provider Where necessary
Assessor forwards information Where necessary
Assessor meets with provider Where necessary

7

Provider forwards application, including policies and
procedures

7

Assessor reviews policies and procedures against the
relevant standards

v
Assessment visit
v
Further information collected and analysed if necessary
v
Assessor drafts report with recommendation

v

Decision made by team leader
v

Provider notified of outcome
v

Provider may make a response if they choose (within 10
working days)
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3.2

General points on getting approval

This section is particularly important for new providers. Many difficulties can be avoided

if the initial approval documentation is clear and accurate.

The time frame for an approval application can vary. However, in general, Child, Youth
and Family make our approval decisions within three months of the organisation lodging

an application with the assessor. Factors influencing the time frame include:

. time needed to write, collect, and compile policies and procedures

. clarity of the information presented

. completeness of the information

. size of the organisation and the type of services it delivers or intends to deliver
. time needed by the organisation to redraft information or provide additional

information as requested.

Applying for approval
When an organisation decides that it wants formal recognition for its service delivery it
applies to the Contracting Group for approval under the CYP&F Act.

As detailed in Section Two, organisations providing day-based services apply for approval
under section 403 of the CYP&F Act, while organisations intending to provide care

services require section 396 approval.

The first step for any organisation is contacting the Approvals Team of Contracting

Group. An assessor:

. speaks to the provider about the services it provides

. confirms that an approval application is appropriate

. forwards a copy of the relevant standards for approval

. advises the provider (where appropriate) to speak with other departmental

personnel in; for example, Service Delivery

. answers any questions the provider may have.

The application for approval consists of the following documentation:

. a formal application letter, on the organisation’s letterhead, signed by a legally
authorised person and stating that all information in the documentation is true and
accurate

. copies of the organisation’s policies and procedures that show it complies with the

standards for approval.

The organisation completes its application and sends it to the Contracting Group. Here,
it is allocated to an assessor or, in some instances, two assessors. They review the

application and then contact the organisation.
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Before it submits the application, the organisation must be sure that it fully understands
the implications of this legislative approval. The key people within the organisation,
including the manager and the governing body, must be familiar with the relevant

sections of the CYP&F Act, particularly the section on powers of assessors (see section 2.4

of this Guide).

The governing body of the organisation must be part of the approval process. The
governing body is the legal body that is approved and the people on it are ultimately
responsible for the approval.

All organisations seeking approval should ensure they have at least one complete copy of
the Children, Young Persons, and Their Families Act 1989 and all subsequent
amendments.

3.3 Requirements for meeting the standards for approval

As detailed in Section Two, the standards are divided into two parts:

. business viability standards — these relate to an organisation’s capacity to provide
services
. programme quality standards — these relate to the organisation’s ability to provide

the services.

To be approved, organisations have to meet all standards and performance measures of

the standards relevant to the service they provide.

3.3.1 Demonstrating compliance: policies, procedures and control and
monitoring systems

Organisations have to demonstrate that they have policies, procedures, and monitoring

and control systems to meet the standards.

Policies > What do we do?
Procedures -> How do we do it?
Control systems > How do we know we do it?

Policies and procedures may be found in numerous documents within an organisation.
Existing or larger organisations may have comprehensive manuals and guidelines. If your

organisation doesn’t have manuals, look for policies, procedures, and control systems in:

. service guidelines

. training reports

. registers and record books

. reports to trust boards or management committees

. reports to funding bodies or other government departments
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organisational files
AGM minutes
the trust deed

information from the organisation’s accountants or lawyers.

Suggestions on how organisations might meet part of Business Viability Standard 6 are set

out below.

Example Two: Business Viability Standard 6 — Staffing standard

The third performance measure of this standard states:

The organisation has a clear, transparent and open process for recruiting and
vetting staff. Vetting of staff is to include a Police check for offences.

Policies

A relevant recruitment policy may include:

a commitment to ensuring the integrity of the organisation is maintained through
the recruitment and retention of skilled staff who satisfactorily complete a Police

check

ensuring the needs of clients are met and their rights protected through the
competence and professionalism with which an organisation delivers its service

ensuring recruitment and retention procedures are in compliance with all relevant
legislation, including the Human Rights Act 1993 and the Privacy Act 1993.

Procedures

Relevant procedures may include:

manager is responsible for reviewing and updating the job description as each
vacancy arises

positions have a written job description

positions are advertised in a local paper and individuals can be directly approached
to apply for a position

applicants receive a copy of the job description

the manager, senior worker, and a representative from the board of trustees
undertake shortlisting and interviewing of applicants

notes are taken during the interviews and the manager completes a write-up of the
interviews after the interview process

applicants make a signed declaration of any criminal offences and the successful
applicant has to be vetted via a Police check
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Control and monitoring systems

Control and monitoring systems are how you make sure, on a day-to-day basis, that you

are doing what you say you are going to do.

. Control systems generally apply at specific points in a procedure, such as when
another person must sign off key actions or decisions; for example, when a manager
agrees to and signs an employee’s training request.

. Monitoring systems generally look at how a procedure is being implemented over a
period of time; for example, a six-monthly check on the number of hours of training
that have been undertaken.

These systems are vital if the organisation is to ensure that all staff, volunteers, managers,
and governing body representatives are acting in accordance with the policies and

procedures. They are a safety mechanism for staff, managers, and clients.

[t is not always necessary, or appropriate, for every procedure to have both monitoring
and control systems. Generally, more critical or high-risk activities will have greater
control and monitoring than low-risk activities.

Examples of control systems in relation to interviewing and appointment may include:

. shortlisting and interview process is written up, signed by all parties, and filed
(documents to be filed may include updated job descriptions, advertisements, etc)

. the human resources person maintains a record of all applicants for the position

. the Police check on the successful applicant is viewed by the manager and
chairperson; they note on the staff member’s file that the Police check was
completed and what the outcome was, and sign and date it

. the manager formally reports to the governing body on the outcome of the process

. the trustees review the policies and procedures each year.

3.3.2 Gaps in policy, procedures, and control and monitoring systems

As organisations work through the standards, they may identify gaps — standards, or

performance measurements of standards, that they don’t have a policy or procedure for.

In these cases organisations are responsible for drafting policy and procedures that both
meet the standard and are relevant to the organisation concerned.

There is, however, little point in drafting a policy to meet a standard if it does not suit the
way in which your organisation works, the service it provides, or its client group. Speak to
the assessor if this situation arises.

Once developed, all policies and procedures must be followed. If they are not followed,
this will be highlighted in the ongoing assessment process.

In most cases, it’s better if organisations start with clear, simple policies that meet their
needs. These can be reviewed and amended over time. And because you want policies
that meet your organisation’s need, it is not a good idea to use another organisation’s
policies and procedures. What works for one organisation may not work for another.
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Sending in policies and procedures

When an organisation has, to the best of its ability, compiled all its policies and

procedures, it submits a copy to the assessor. In the past, these policies and procedures

have been known as the KOPPS document (key operating policies, procedures, and

control systems).

However, your organisation doesn’t have to develop a separate document if this isn’t

necessary. The policies and procedures can be presented in any format; for example:

. a copy of the relevant operating manuals
. a collection of individual documents
. a combination or manuals, guidelines and individual documents.

These will be held on an Approvals file.

When deciding the format in which to present your documentation, remember that the

assessor must be able to analyse the information against the standards for approval.

Therefore, if your organisation is submitting a copy of an existing manual or guidelines, or

a combination of documents, the assessors would expect some form of cover sheet

detailing which policies and procedures evidence which standards. An example of a cover

sheet is set out below.

Figure 5: Example of a cover sheet

ABC Incorporated Policies and Procedures

Business Viability Standards

Standard

Document/s

Reference

Standard 1 — Philosophical
Base

Trust deed
Service specification

Annual Report

Page x, paragraph 3-6
All

Overview

Standard 2 —

Prevention of Abuse of
Children and Young People

Service manual
Staff training package

Pamphlet on abuse for all
clients

Disclosure of Abuse policy,
page x

Module 3, dealing with
suspected abuse

All

Standard 3 —

Paramountcy of the Child and
Young Person

Service manual
Staff training package

Service manual

Disclosure of Abuse policy,
page x

Module 3, dealing with
suspected abuse

Section 4 — Referrals to
Child, Youth and Family,
referrals to a coordinator,
referrals to iwi, referrals to
other providers. Pages x—x
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3'5
3.5.1

3.5.2

Standard 4 —

Cultural Appropriateness

Service manual
Agreement with local iwi

Agreement with Pacific
Island Cultural Social Service

Intake form, page x

Client choice, page x
Consultation process, page x
All

All

Standard 5 —

Resolution of Complaints
Related to Service Provision

Service manual

Copy of complaints
procedure for clients

Complaints procedure, page
X

All

What assessors do

Overview of assessors’ role

When assessors receive an approval application, their role is to:

. acknowledge they have received the information

. analyse the policies and procedures against the standards for approval (checking

whether there is clear evidence that the standards are being met)

. inform the organisation of any deficiencies, lack of clarity, or general gaps

. provide information and make suggestions of where the organisation could receive

additional support or assistance. Note it is not the assessor’s role to help an

organisation develop policies and procedures

. undertake an assessment visit and verify the policies and procedures

. make a recommendation to their team leader regarding the application
. let the organisation know about the outcome

. work with the organisation on an ongoing basis.

New approvals are allocated among the assessors according to who is most likely to be

responsible for the approval or carrying out the assessments in the future. Allocations

depend on individuals’ workloads at the time, and the specialist skills and experience

available within the team.

In some situations, two assessors are involved in assessing the policies and procedures of

section 396 applications.

Analysing the information

When the assessor/s review the information the organisation has submitted, they are

essentially asking themselves:

Is there clear evidence that these policies, procedures, control and monitoring systems

demonstrate compliance with the standard?

When going through the information, the assessor generally makes notes of items or areas

that need further clarification.
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3.6
3.6.1

3.6.2

3.6.3
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In some cases, organisations can satisfy the query on the phone, or by sending further
material. In other situations, particularly regarding standards on occupational health and
safety, client safety, or where care is to be provided, the assessor may need to visit the

premises.

However, if information the assessor needs is not available, the organisation has a three-
month period over which to develop the additional information and forward it to the

assessor.

What happens as a result of assessment?

Approval is granted

Where the assessor is satisfied that the policies and procedures clearly evidence that all
standards for approval (and all performance measures of each standard) are met, approval
is granted.

Requirements or recommendations

The initial approval assessment and report can: require a provider to do certain things,

make suggestions, and make recommendations.

Requirements are actions or improvements that providers must do. Providers must address
anything that would constitute a safety hazard or a serious risk to the quality of a service
before approval can be granted. For example, approval could not be granted if a Child and
Family Support Service was intending to take placements from Child, Youth and Family

but had no system in place for receiving referrals.

Sometimes assessors identify matters that should be addressed but don’t stop providers
from operating with reasonable effectiveness. These can be identified for completing later
but within a set time frame. For example, a provider wanting to offer a Child and Family
Support Service may have a referral system in place, but may need to upgrade one or two
of the forms.

Suggestions are optional actions for improvement.

Recommendations are an important way for assessors to use their expertise to help providers
improve. For example, a provider may have proposed a workable but clumsy referral
system and the assessor might see ways to improve it so that the service has a better data
collection and client profiling. Alternately, the assessor might be aware of different
approaches to parenting education that have been successful elsewhere, and that could be
appropriate for the provider’s client group.

Approval with conditions

Where providers haven’t started operating and need approval before they can do so,
approval with conditions may be given. These conditions are always stated very clearly.
For example:

If operations do not commence within six (6) months of [date] the approval will
terminate.
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3.6.4

3.6.5

In this example, if the provider commences operations within six months of approval the

condition is satisfied.

If the provider does not commence operations within six months, the condition is not

satisfied and therefore the approval ceases to exist.

Approval declined

Child, Youth and Family can decline applications for approvals if providers don’t respond
within the three months from the initial report. In these cases, before recommending a
decline assessors generally check with the provider whether it is going to submit a

response to the initial report.

Assessors can also decline an approval application where providers fail to meet the

standards over a period of time, despite successive opportunities provided by the assessor’s

feedback.

The approval report

When he or she has completed the assessment, the assessor writes a report with a
recommendation, forwards it to his or her team leader for sign-off, and then forwards a

copy to the provider.

If the provider believes that there are any inaccuracies or errors, it has ten working days to
respond in writing. In cases where the assessor has made the decision based on error; for
example, mistaken information, the report and subsequent approval outcome can be

amended as appropriate.
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SECTION FOUR

the assessment plan

4.1

4.2

24

What this section is about

This section covers the assessment plan, the purpose of the plan and the contents.

Overview of assessment plan

Once organisations have been approved, Child, Youth and Family has a system of
ongoing assessments. This is so that assessors can continue to work with providers to
ensure services continue to meet the standards. To help assessors develop a consistent and
planned approach to ongoing approvals we’ve developed the assessment plan. This allows
organisations to work with the assessor to schedule the number of visits as well as identify
which standards the assessor will assess each visit — assessors won’t necessarily look at all
standards on every visit.

Why the assessment plan is developed

The approval assessor drafts the as