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Australian Service Excellence Standards (ASES) Project Plan
About this Template
The Highwire Groups is sending you this Planning Template as a valued client. 
To maintain ASES accreditation, you are required to undertake an External Assessment (‘Assessment’) every three years. 
The process for your re-assessment will be similar to your past experience.  This might be a helpful checklist as you prepare. You can easily tailor it to work best for your organisation.
This Project Plan is aligned to the seven main steps developed by the ASES Team at the 
Department for Human Services, SA – the owner of the Standards.   It is intended as a guide only.  

Outline of the ASES Re-Assessment Process
	BEFORE ASSESSMENT
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BEFORE ASSESSMENT
Step 1. Pre-Assessment Information Gathering and Tasks
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Select your Assessor
	There is a list of eligible External Assessors on the SA Human Services’ ASES webpage
Highwire is an approved External Assessor (see our video Why Choose Highwire to find out more about us and how we work)
	
	
	
	Highwire would welcome the opportunity to conduct your ASES assessment again. 
We will contact you 1 year prior to your re-assessment date

	
	Highwire can provide a quote for your Assessment based on the details of your organisation – see the Assessment costs on the ASES website/External Assessment Costs
	
	
	
	Highwire will need to know the number of sites and number of staff within the assessment to provide a quote
Our ASES Fees are on our website

	
	Discuss with CEO/management as required to make a preference decision
	
	
	
	

	
	Sign and return the Highwire Service Agreement
This will activate an invoice for 50% of the total fee
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Step 2. Registration 
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Register with ASES Team
	Register for an Assessment by completing the online ASES Activity Form on the SA Human Services’ ASES website
	
	
	
	When the registration form is received by the ASES Team they will enter your organisation into their database – this does not commit you to an Assessment, but will give you the ability to access ASES workbooks and other materials and information

	
	Keep a copy of registration information to show your assessor
	
	
	
	

	
	Receive details from the SA Human Services’ ASES Team to access resources, workbooks and evidence guides through the Partnership Portal
	
	
	
	

	Explore eligibility for funding 
	After Registration is confirmed by the ASES Team, check with them if you are eligible for funding – serviceexcellence@sa.gov.au, 
ph. 08 8413 9036 (SA only)  
In NSW contact your Industry partner or DCJ contract manager to see if you may be eligible for funding. Or check the Homelessness NSW ASES Support Page for eligibility for a grant to help with assessment costs.
	
	
	
	

	Self-funding 
	If you are not eligible for funding you will need to arrange to self-fund your Assessment
Inform CEO or management as required for decision
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Step 3. Self-Assessment and Document Collection
At this stage you complete the Workbook or Portal  that asks you to document your systems, practice and behaviours for each Standard. You will also gather evidence to support the information in your Workbook or Portal. During this process you will begin to understand how 'ready' you are to gain Accreditation and how much work you need to do to successfully undertake your Assessment.
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Establish support for the process
	Identify an Assessment contact, project lead or person responsible for driving the process within your organisation
	
	
	
	

	
	Share information with Board, management and staff 
	
	
	
	

	
	Consider ways to get buy-in at all levels of your organisation
	
	
	
	

	Get additional assistance to prepare
	Highwire has a team of consultants who can assist you to with
Gap analysis
Service development review
Systems development
Policy advice
Coaching and support
Training and development
	
	
	
	You can arrange for additional assistance at different stages of your preparation as you think it is required

	Undertake your Self-Assessment 
	There are 2 main parts to the Self-Assessment process:
Completing the Workbook or BNG Portal quizzes
Collecting and collating documentation and evidence of your practice
	
	
	
	You can access the ASES Evidence Guide from the SA Human Services’ ASES Team. It provides examples of evidence for each standard

	
	Establish a process to collect and collate evidence
	
	
	
	Develop a process so you can keep track of evidence you will provide to the assessment process. 
(Folders for hard copy documents aligned to each Standard works well, and these can then be saved and sent to or presented to your Assessor when complete)

	
	Allocate Workbook or Portal completion tasks to your team
	
	
	
	

	
	Set up regular meetings to track progress and coordinate collection and recording of documents
	
	
	
	

	
	Report progress to CEO/management as required
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Step 4. Book and Prepare for Assessment 
Once you have decided to undertake an Assessment formal notification of dates is made to DHS. 
If your funding is dependent on Accreditation, make sure you complete your Assessment in time to fulfill your contract requirements. 
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Engage with your Assessor
	Arrange a pre-assessment meeting with your Assessor to go over the process and talk about how to ensure a successful Assessment
	
	
	
	

	Book your Assessment
	Decide on dates for your Assessment with your Assessor 
	
	
	
	You may need to talk with your management, CEO or Board about this decision

	
	Your Assessor will inform the ASES Team of the date of your Assessment 
	
	
	
	

	Develop the Assessment Timetable
	Work with your Assessor to decide on the timetable for the on-site Assessment
	
	
	
	You have an opportunity prior to your Assessment to allocate times for all the Assessment activities – interviews, document review and site inspections
This will be done during the pre-assessment meeting 

	
	Share information with the people who will be involved
	
	
	
	

	
	Consider workshops with staff and Board for understanding about the process and the best way to tell the Assessor about your achievements
	
	
	
	

	Consider Interviews
	Work out groups and group personnel to be interviewed 
	
	
	
	

	Confirm Timetable
	Once decisions have been made about the timetable, complete the Assessment Timetable document including group and individual Interviews, and times for documentation review
	
	
	
	Highwire can send an Assessment Timetable template for you to complete

	
	Send draft Timetable to your Assessor
	
	
	
	


	
	Agree the final Timetable with your Assessor 
	
	
	
	This needs to be completed 3 weeks prior to the on-site Assessment

	
	Notify personnel that they will be part of the Interview process
	
	
	
	

	Make sure Workbook or Portal is completed
	Check that all Standards in the Workbook or portal have been adequately addressed
	
	
	
	

	Make sure documentation is ready
	Check that all documents and evidence is ready and available
	
	
	
	At least 2 weeks prior to the assessment visit

	Send key information to Assessor
	Send completed Workbook and key organisational documents to your Assessor or provide access to the portal.
	
	
	
	3 weeks prior to your Assessment
Your Assessor will let you know what they need to see in advance of the Assessment

	Pre assessment meeting
	Meet with your assessor online to talk through the detail of the visit
Make sure your Assessor will have easy access to all documents and other material evidence during the on-site Assessment
	
	
	
	

	
	Ensure all people involved in the process are available and prepared for their contribution
	
	
	
	

	House Keeping
	Book a confidential work space for Assessor for the duration of the Assessment
	
	
	
	

	
	Arrange for Internet/Wi-Fi to be accessible in the work space
	
	
	
	

	
	Consider and arrange for catering for the duration of the Assessment
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DURING ASSESSMENT
Step 5. On-site Assessment
The on-site Assessment usually takes two or three days, depending on the size of your organisation. There are three main parts to the Assessment process 
on-site – interviews, document review and site inspections. A feedback session is held at the end of the Assessment visit to let you know how things went.
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Check readiness

	Housekeeping
	Check all administrative requirements are in place for your Assessor:
· confidential work space
· WIFI access
· Document and evidence access
· Catering
	
	
	
	

	Timetable
	Ensure all requirements for interviews are ready:
· Participants
· Room & furniture
· Whiteboard, audio visual, stationary etc
· Refreshments and water
	
	
	
	

	
	Allocate responsibility for day-to-day management of the Assessment
	
	
	
	It is your organisation's responsibility to manage the on-site process each day of the Assessment

	Facilitate the process

	Site Inspections
	Ensure someone is available to escort your Assessor around the buildings for WHS site inspections
	
	
	
	

	Manage the Timetable
	Liaise with Assessor to facilitate:
· Interviews 
· Site inspections
· Document review
	
	
	
	

	Manage catering
	Morning tea, afternoon tea and lunch for Assessor
	
	
	
	

	
	Drinking water for Assessor and participants
	
	
	
	

	Adapt to changes
	Facilitate any change in the Timetable
	
	
	
	

	
	Provide additional evidence as required by Assessor
	
	
	
	

	Check progress
	Catch up with Assessor and your team to check how things are going
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AFTER ASSESSEMENT
Step 6. Report and Quality Action Plan
After your Assessment you will receive a detailed Draft Report to check for accuracy, then your Assessor will send your final External Assessment Report to you and the ASES Team. Your Report is likely to include some recommendations and some may need to be addressed before Accreditation can be granted. 
There are two types of Recommendations for improvement that your Assessor can make – Continuous Quality Improvement (to assist you to continue your quality journey within your own framework) and Essential Recommendation (requiring you to address gaps and report to the ASES Team before Accreditation can be granted).
You will complete a Quality Action Plan (QAP) to guide your improvements.
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Receive Draft Report
	Receive your Draft Report from your Assessor
	
	
	
	Within 3 weeks of the last date of the Assessment

	
	Check draft report for accuracy of fact – discuss any concerns with your Assessor
	
	
	
	Within 3 weeks
When this is mutually agreed to be correct; it becomes the final External Assessment Report

	Submission of Report to ASES Team
	Highwire Group forwards your final External Assessment Report to both you and the ASES Team
	
	
	
	Between 3-6 weeks from the last date of the Assessment 

	Develop Quality Action Plan
	Assessor advises ASES Team if a Quality Action Plan (QAP) is required 
	
	
	
	If your final External Assessment Report includes any Essential Recommendations, you will need to complete a Quality Action Plan (QAP)

	
	Receive a Quality Action Plan template with the agreed actions/evidence needed (from Assessor)
	
	
	
	Return to the Assessor within 2 weeks 

	
	Send your Assessor and ASES Team a copy of the updated QAP with:
· agreed actions 
· evidence
· timelines
· responsibilities

	
	
	
	QAP to be finalised within 6 months from the last date of the Assessment

	Address recommendations

	Implement Quality Action Plan (QAP)
	Develop strategies to address gaps 
	
	
	
	It is essential to develop and document strategies to address your Essential Recommendations – you are required to report on these to the ASES Team to gain Accreditation

	
	Document strategies in your QAP
	
	
	
	It can be helpful to also document strategies for Continuous Quality Improvements (CQI Recommendations) in your QAP so that you have a complete organisational action plan for your quality journey

	Provide evidence for Essential Recommendations

	Send up-dated QAP
	Send your updated QAP showing what you have implemented to Service Excellence Team
	
	
	
	You will have 6 months after the completion of your Assessment to implement and provide evidence of your quality improvement actions that address any Essential Recommendations

	Send evidence and QAP
	Send your updated QAP along with evidence of the implementation to Highwire 
	
	
	
	The documentary evidence you provide can vary depending on the requirements, but it could be in the form of: 
organisational documents
communications with staff/clients/stakeholders
promotional materials or photographs
meeting agendas and notes
emails
screen dumps
website
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Step 7. Accreditation Decision
If Accreditation is granted by the ASES Team, you will receive a Certificate for each accreditation level you achieve (Certificate Level, Award Level).
	MAIN TASK
	ACTIONS
	RESPONSIBLITY
	BY WHEN
	COMPLETED
	NOTES

	Assessment of evidence of improvements
	Highwire will assess your evidence to enable Accreditation
	
	
	
	

	
	If further evidence is required your Assessor will contact you and discuss
	
	
	
	

	Reporting to ASES Team
	Highwire will communicate with both the ASES Team and you about your Assessment achievement 
	
	
	
	

	
	Highwire Group will inform the ASES Team that the Quality Action Plan is complete and make a recommendation to the ASES Team for Accreditation
	
	
	
	

	Issuing of Certificate/s
	If Accreditation is granted, the ASES Team will contact you and send you your Certificate/s 
	
	
	
	Usually within 4 weeks of receiving the finalised report from Highwire

	Display Accreditation status
	The ASES Team will also forward to you information about how you are able to both display your Accreditation Certificate and use the ASES Accreditation logo in your promotional materials
	
	
	
	

	Set date for next External Assessment
	The next Assessment date will be 3 years after the last date of each Assessment
	
	
	
	Highwire will contact you 1 year out
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