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Agencies are expected to have in place an internal process of quality improvement, including program evaluation.

Application

All funded programs

Rationale

Organizations are ever-evolving and external contexts are changing rapidly. Programs must be monitored in a systematic way so that best practices, new developments and new regulatory or legislative demands are incorporated. Quality improvement measures also guard against the entrenchment of ineffective models of care. Quality improvement and evaluation are organizational versions of self-reflective clinical practice. 

Discussion

There are a variety of approaches to quality improvement. Many agencies design their own approach, but there are two particular models that are often adopted by health care organizations - Continuous Quality Improvement (CQI) and the Balanced Scorecard (the Scorecard).

Continuous Quality Improvement is an internally-driven approach that assumes there is always room for improvement. It includes a series of information-gathering and measurement processes, specific to the organization, that assess activities, performance and outcomes relative to benchmarks or standards. These assessments are followed by corrective action. 

The Balanced Scorecard suggests that the organization be viewed from four perspectives: learning and growth, business processes, the customer’s view, and the financial picture.  Both CQI and the Balanced Scorecard are “big” models that assume the availability of substantial resources and infrastructure to implement. Smaller organizations may benefit from studying these approaches and adopting some of the practices to meet quality improvement goals.

Program evaluation, on a smaller scale, may be achieved through an analysis of the many statistics already collected through requirements such as CDS/MIS or the application of the PSR toolkit (available at www.ofcmhap.on.ca). Organizations can choose process evaluation - which describes what a program does in relation to the goals that it sets for itself. More and more however, funders are demanding outcome evaluation - which measures the effects of delivering the program. Research methods can include quantitative data (the collection and analysis of numerical measures), qualitative data (interviews where consumers and families talk at length about their views on programs) and/or a combination of the two. Outcome evaluation is complex and rarely undertaken without the expertise of a professional researcher and additional funds to cover the costs. 

The Operating Manual requires that the evaluation model selected include:

· Setting objectives/outcomes for the service (including numerical targets)

· Evaluating services delivered against objectives

· Identifying strengths and weaknesses in programs

· Developing and implementing steps to address weaknesses and improve services

· Obtaining client satisfaction data/feedback

Resources

The following resources are available online:

· For a complete guide on CQI see Quest for Quality in Canadian Health Care: Continuous Quality Improvement (2nd edition, 2000) available at: 

www.hc-sc.gc.ca/hppub/healthcare/pubs/quest/toc.html
· www.balancedscorecard.org offers full information on this approach.

· www.nqi.ca
This is the web site for the National Quality Institute which is a non-profit organization offering workshops, resources and on-line training (for a fee) focused on organizational health, change management and quality improvement.

· www.charityvillage.com/cv/charityvillage/lib.asp
Charity Village offers an extensive library of online articles and publications on organizational management, quality improvement, evaluation and risk management. 

· www.phac.aspc.gc.ca/vs-sb/volunteersector/publications/outcomes_full/index.html
The Public Health Agency of Canada has published a discussion paper on outcomes and measurements in the voluntary health sector (Legowski, B. & Albert, T. 1999). Topics include: Debates on what and how to evaluate, the subjective nature of evaluation, the reluctance to measure outcomes, the influence of funders and debates of what and how to evaluate.

· www.cchsa.ca
The Canadian Council on Health Services Accreditation offers community organizations – who feel they are ready – a full accreditation program that is the same as the one applied to hospitals. Some community mental health organizations have received accreditation through the CCHSA.

· www.carf.org
This is the web site of the Commission on Accreditation of Rehabilitation Facilities. CARF Canada is located at 10665 Jasper Ave. Ste 1400A, Edmonton, Alberta, T5J 3S9.

Related Mandatory Requirements

See:

· MR 34: Reporting and Statistics
Accountability Supports 
November 2005
       1/2

