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Date
Name

Manager HACC Services

Address

Locality TAS Post Code
Dear First Name
ACT HACC NATIONAL SERVICE STANDARDS - AGENCY APPRAISAL

ACT Health recently advised you that Australian Healthcare Associates (AHA) has been appointed to conduct appraisals against the HACC National Service Standards of agencies providing HACC services to clients within the ACT.

As discussed, your agency’s appraisal details are as follows:

	Date of Appraisal
	Service Type to be Appraised
	Assessor

	«AssessmentDate»
	«ServiceTypeName»
	«AssessorName»


The Assessor will arrive at your office at 9am and the appraisal process will be completed by approximately 5pm.  We would appreciate the use of a desk for the duration of the appraisal.

Preparing for the Appraisal

To assist you in preparing for your appraisal, we have enclosed the following six documents:

1. Pre-review Questionnaire – which should be completed prior to the appraisal date.  We estimate that completing the form will take approximately thirty minutes.  By taking the time to complete and return this form you will reduce the amount of face-to-face time we need to spend with you and your staff, as well assisting to minimise the potential intrusiveness of our appraisal process. You will also be provided with an electronic version of this questionnaire.
2. Appraisal Checklist – this specifies the documents which should be available for review during the appraisal.
3. ACT HACC National Service Standards Self Assessment Workbook – will be used by us to conduct the appraisal.  As you will be aware, this tool provides a useful summary of the standards and performance questions which we will be assessing your agency against, and examples of evidence your agency may have to demonstrate it has met each performance question.  
Completing the Self Assessment Workbook prior to your Appraisal:
Option 1- electronic submission (preferred)
An electronic version of the Workbook will be emailed to you.  This should be completed by your Agency and emailed back to our office hacc@ahaconsulting.com.au prior to our visit.  
Or
Option 2- manual completion
A hard copy of the workbook may be printed by your office if your preference is to complete it manually.  The completed workbook should then be posted to our office at AHA, Locked Bag 32005, Collins Street East Vic 8003.
4. Client Consent Forms – should be completed by five of your clients prior to our visit to enable us to review their records.  The signed Client Consent Forms should be retained by your office and be available to our Assessors during the appraisal site visit.  

5. Staff Consent Form – during the appraisal our Assessors will require access to your staff records to confirm the compliance of your service with the HACC Standards.  For that purpose, we have included five “Staff Consent to Access of Information” forms.  These require signatures from five of your staff and/or volunteers (where applicable) to provide consent for our Assessors to view staff records whilst on site.  
Please assure your staff that no information will be removed from files nor will any confidential information from their files be recorded. The signed Staff Consent Forms should be retained by your office and be available to our Assessors during the appraisal site visit.  
6. Consumer Surveys – an integral part of the appraisal process is the independent survey, by our firm, of a sample of your clients.  The number of Clients to be surveyed has been calculated to provide a statistically valid sample, based upon your agency's current number of clients.  The surveys enclosed should be distributed to your clients as soon as possible in order that we may receive and analyse responses prior to the date of our visit.  Reply paid envelopes are also included and your Clients have been invited to post their completed, anonymous responses, directly to our office.  You will be provided with a summary of the consumer survey responses at the onsite appraisal, and a copy will also be provided to ACT Health. 
Onsite Appraisal

We offer our assurance that, at all times, we will adopt a professional approach and will take all possible steps to minimise any disruption for you and your staff arising from the appraisal program.

1. On our arrival, we will explain the appraisal and reporting process.  

2. This initial interview normally lasts approximately one hour.  Whilst we need to obtain an overview of your service from those key HACC staff involved in the service, you may also wish to invite other staff or Committee of Management members to be present.

3. Our assessor will conduct a review of relevant documents, as detailed in Section A of the attached Pre-review Questionnaire, and may meet with key staff members.  The staff we will need to work with are those that are able to provide the evidence to support your responses to each of the 25 performance questions.

4. Our assessor will then work together with you to assess your performance against each of the standards.

5. At the conclusion of the appraisal we will discuss our findings with you.  You may wish to invite a representative from your Committee of Management to be present at this exit interview.

The Report

After completion of the appraisal, we will provide you with a copy of the External Appraisal Report, comprised of an External Appraisal Summary and Action Plan.  The Appraisal Summary section notes your agency’s performance against each of the standards while the Action Plan section outlines the recommended actions for improvement and is for you to complete and retain as a working document for your organisation.  
Benefits of the Appraisal

It is our objective that the appraisal should be a positive process for your agency.  Benefits from the appraisal for your agency include:

· A concise report, providing an independent appraisal of your HACC services, prepared by a highly experienced and professional assessor.

· Confidence that your agency is meeting its quality responsibilities regarding HACC services.

· Constructive advice, where appropriate, on potential areas for improvement.

· The opportunity for you to comment on the HACC standards and appraisal process, providing direct input to ongoing development in these areas.

What Now? - Summary of Your Next Steps

Prior to your Appraisal visit, please complete the following six (6) steps; 

1. Pre-review Questionnaire – complete and return to AHA – either electronically or via post.

2. the ACT HACC NSSI Self Assessment Workbook – complete and return 
Return Details 
Email to:
 hacc@ahaconsulting.com.au
Post to: 

AHA – Locked Bag 32005, Collins Street East, Vic 8003
Fax to: 

03 9639 4459

These documents should be received by AHA no later than the Tuesday of the week prior to your appraisal, to allow adequate time for dissemination to assessors, and review by assessors. 

4. Distribute the Client Surveys and reply paid envelopes to your clients as soon as possible.
5. Obtain written Client consent using the form provided for five clients – retain in your office – available for our Assessor.
6. Obtain written Staff consent using the form provided for five staff members – retain in your office – available for our Assessor.
We thank you for your cooperation and look forward to meeting with you on Appraisal Date.  If you have any questions prior to our visit, please telephone Jessica Small on (03) 9663 1950 or 1300 788 667 (cost of a local call).

Yours sincerely

Australian Healthcare Associates 
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Norma Currie
Director 

Hard Copy Attachments 

1. Pre-review Questionnaire (also provided to you electronically)

2. Appraisal Checklist

3. Client Consent Forms

4. Staff Consent Forms

5. Consumer Surveys and small reply paid envelopes

Electronic Documents emailed separately:

6. the ACT HACC National Service Standards Self Assessment Workbook (emailed to you separately)
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