SAMPLE  Letter of invitation to Community Partners 

XXX service is about to be assessed against the Australian Service Excellence Standards (ASES).  ASES is a set of standards that organisations can use to ensure systems, processes and practice meet the highest possible standards and that continuous quality improvement is embedded in all we do.
XXX service is committed to providing a quality service to our clients/customers and ASES will provides us with a framework to continually review and improve what we do.
We are externally assessed against the standards every 3 years. As part of this process an External Assessor will be visiting our service to review our internal systems and practice.  The process also involves the assessor talking to Board members staff and volunteers, clients and our community partners.
As a valued partner we have nominated you to be interviewed by the Assessor. 
Themes for the Assessor’s discussion will relate to the Partnerships, Communication and Consumer Outcomes standards.  Here is an example of the question you may be asked:
· The nature of your relationship with the Organisation
· How is your relationship documented? Reviewed?
· How does the organisation communicate with you?
· Does the organisation provide you with an opportunity to input into their planning?
· How does the organisation seek feedback, develop actions for continual improvement? Give some examples.
· Describe how the organisation encourages consumer participation in service planning and provision.  
· What has been most effective in achieving positive consumer outcomes – strengths of the organisation
· Are you aware of how the organisation collaborates with other service providers to make sure client needs are addressed and quality outcomes are achieved? Give examples.
· Any suggestions for improvement you could offer the organisation?

XXX from our organisation will be in touch shortly to discuss details of this opportunity with you.


Themes
Themes for Community Partners relate to standards in partnerships, communication and consumer outcomes:
Collaboration – agreement, goals, review
Organisation’s communication – variety, targeted
Feedback – opportunity, mechanisms, improvement results
Participation – opportunity, planning, design and implementation of services 
Working with services – collaboration, client needs, quality outcomes
Example Interview Questions
Please describe the nature of your relationship with the Organisation
How is your relationship documented?
How does the organisation communicate with you?
Does the organisation provide you with an opportunity to input into their planning?
How does the organisation seek feedback, develop actions for continual improvement? Give some examples.
Describe how the organisation encourages consumer participation in service planning and provision.  
What has been most effective in achieving positive consumer outcomes – strengths of the organisation
Are you aware of how the organisation collaborates with other service providers to make sure client needs are addressed and quality outcomes are achieved? Give examples.
Any suggestions for improvement you could offer the organisation?


