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[bookmark: _Toc369011695][bookmark: _Toc48834810]Instructions for Use
[bookmark: _Hlk48123919]This document outlines themes and question examples which may be covered in interviews during a Highwire Group external assessment using the Australian Service Excellence Standards (ASES).
This document should be used as guide only for preparation. Assessor/s will consider the needs and position of organisations when fashioning their questions to ensure that assessment requirements of the standards are met and that organisations are supported to enhance their quality journey. Additional themes, topics or interviews may be introduced to develop a deeper understanding about an organisation.
Responsibility for interviews will be determined by the assessment Team Leader (in consultation with other team members where there is more than one Assessor) prior to or during the assessment.
[bookmark: _Toc369011696]Approach to Interviews
Highwire Assessor/s take a collaborative approach to conducting interviews and aim to encourage participants to feel comfortable in sharing their knowledge and views. Interviews are likely to begin with:
the Assessor/s providing some information about who they are and their experience
an opportunity for all participants to introduce themselves and their role
an explanation to participants about the purpose and process of the interview and the assessment
assurance to participants that while themes and information provided in the interview may appear in the assessment report, it will not be attributed to specific individuals
an opportunity for participants to ask questions or seek clarification.
The focus of interviews is on understanding the organisation’s operations and practice. 
In general, interviewers frame questions to provide scope for participants to provide full and frank information and explain their understanding, for example:
How do you ......................................... ? (i.e. what's your process and/or guiding documentation)
Describe .........................................  . (i.e. what it is, how it works, who is involved)
How do you know .........................................? (i.e. what makes it effective and sustainable)
These may then be followed up with further prompt questions, or questions on specific aspects of the operations or practice.
Where the Assessor/s have sufficient evidence from documentation or other interviews in relation to a given standard, then it may not be necessary to ask further questions in every interview.
[bookmark: _Toc369011697]For further information
For further information in relation to external assessment processes or about how to use this document, please contact the Highwire Group:
Phone:	 0417 761 368
Email:	maree@highwiregroup.com.au
Web:	https://highwiregroup.com.au/
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[bookmark: _Toc48834811]Board InterviewNo. 

[bookmark: _Hlk47970838]Themes
Themes for the Board relate to standards in planning, governance, financial and contract management, and partnerships:
Role and values of the organisation – clarity, communication
Environmental scanning – process, timing
Strategic planning – process, timeframe, reporting, review
Business planning – process, monitoring, review
Governance structure – appointments, responsibility and accountability (Board and CEO) 
Board – skills, abilities and support to ensure competent governance 
Legal and ethical practice – processes, support to ensure compliance
Risk management – systems, responsibilities, documentation
Financial management – systems, responsibilities, monitoring, review
Partnerships – identification, agreements, monitoring, review
[bookmark: _Hlk47970750]Example Interview Questions
How are the organisation’s role and values identified and communicated?
How do you undertake environmental scanning to identify threats and explore opportunities?
How are key stakeholders consulted to develop the Strategic Plan?
Describe the Strategic Plan process, including timeline, reporting and review. 
How is the Business Plan progress reviewed, including for performance measures and actions? 
How do you document the process for appointments to the Governing Body and senior executive? 
Where are the Governing Body’s role and responsibilities clearly defined?
How are you guided about Corporate/Clinical Governance?
How do you make sure the Governing Body has all the necessary skills and understanding it needs to meet the organisation’s governance requirements? 
Describe how monitoring and evaluation of the Governing Body takes place, and how this is recorded.
[bookmark: _Hlk47970918]Describe the process and guiding documents that ensure that the Governing Body follows ethical practice.
How are the organisation’s legislative obligations identified and documented?  
Describe the risk management systems that are in place. 
Explain how responsibility for assigning risk is managed and documented.
Describe how financial management responsibilities are assigned and documented.  
How are key partners identified, and how do you document agreed objectives?
Describe how partnership reviews are undertaken and how you keep track of them. 


[bookmark: _Toc48834812]CEO InterviewNo. 

Themes
Themes for the CEO relate to standards in planning, governance, financial and contract management, people, partnerships and service outcomes:
Improving outcomes
Communication with stakeholders
Business planning – process, management, strategic links
Service provision – alignment with relevant priorities and requirements
Policy, procedures and legislation
Reporting and document management
Risk management – process, guidance, accountabilities, reporting, contingency planning
Financial management – budget, performance
Working with others – partnerships, collaborations, suppliers, contractors, resource sharing
WHS – implementation, communication
Services – planning, consultation, documentation, strategic and funding linkages
Example Interview Questions
Describe what is in place to identify opportunities (including early intervention and prevention) to improve organisational and service outcomes?
How are objectives, strategies and outcomes communicated to stakeholders? 
Describe your business planning process and linkages with strategic planning and practice.
What do you have in place to provide guidance, and ensure service provision is in line with objectives, industry and legislation?
Describe the records management process that ensures policies and procedures are authorised, current and available, and any system to identify and destroy obsolete files. 
How do you ensure that management reports are accurate, timely and used in decision-making?
What processes and documentation do you have in place to communicate information about your risk management systems to staff and relevant stakeholders?
How do make sure that all significant projects and purchases have appropriate risk management strategies in place? (e.g. guiding documents, contracts, reports) 
What plans have you developed to ensure continuity of service in the case of an emergency or unforeseen event?
How do you monitor, record and report performance against budget to relevant stakeholders?
Can you provide some examples around sharing of resources to minimise duplication?
Describe the process you undertake to review your suppliers or monitor their performance on an ongoing basis? 
How are records of key decisions, contracts and purchases maintained?
How do you ensure that WHS Policy has been developed, endorsed and effectively communicated?
Describe how protocols, performance measures and reporting requirements are decided with partners?
Explain how planned outcomes are documented and communicated to key stakeholders.
How do you monitor organisational performance against strategic goals and funder requirements?


[bookmark: _Toc48834813]Finance Managers InterviewNo. 

Themes
Themes for Finance Managers relate to standards in financial and contract management:
Budgets – process, linkages to business planning
Funding bodies – systems to manage and monitor financial requirements
Assets – systems for acquisition, monitoring, disposal
Purchasing and delivery – process and linkages to organisational and consumer needs
Contract management – process to monitor delivery 
Example Interview Questions
Explain the process and documentation that ensures that budgets reflect business planning.
What systems or guiding documents are in place to ensure the organisation complies with financial requirements of funding bodies? 
Describe how asset acquisition disposal is guided by a business case or other documentation. How are lifecycle costs documented or considered?
How do you ensure that a fair and equitable process is undertaken to purchase products and services, and that the best outcomes for the organisation, community and consumers are taken into account?
What procedures are in place to verify the delivery of agreed products or services? 



[bookmark: _Toc48834814]Managers InterviewNo. 

Themes
Themes for Managers relate to standards in governance, financial and contract management, partnerships, communication, service outcomes and consumer outcomes:
Documentation and record keeping – accuracy, availability, readability, reflection of policies and procedures, privacy and confidentiality, compliance, review, disposal
Client information – systems, processes, documentation, review
IT – system, application
Risk management – system, incidents, clinical risks, audits, compliance
Physical resources – managing for safety
Staff recruitment – process, agreements, roles and responsibilities, diversity, EEO, review
Training – skills, mandated requirements
WHS – system, responsibilities, managing risk, documentation, training, equipment, inspections
Diversity – monitoring acceptance
Working with others – collaborations, communication
Information sharing – protocols, accuracy, understandability
Performance measures and standards – established, monitored, support services and customers
Consumers – participation, rights and responsibilities, complaints
Example Interview Questions
How do you ensure that you review documentation in a planned way to make sure it reflects and supports agreed work practices?
What records are available to demonstrate consistent application of policies and procedures?
How do you ensure that records are legible and retrievable with defined retention times and disposal method?
How do you ensure privacy and confidentiality principles are applied in providing or recording information?
Describe your client information systems and documentation, and how they are reviewed to improve understanding of clients and service usage.
How does the organisation’s IT infrastructure, protocols and procedures support effective and secure management of client and corporate data?
Do you have a system that guides comprehensive attention to all business-related incidents, adverse events and near misses? (ie. identified, investigated, recorded, reported, and analysis for trends and action.)
How do you ensure that clinical risks are identified, assigned and managed for each service user type?
How are audits used to provide assurance that risk management systems are in place and effective?	
What systems or guiding documents do you use to manage the physical resources to ensure effective, safe and efficient services?
What do you do to make sure staff and volunteer recruitment, selection and appointment processes ensure appointees have the right skills and qualifications, uphold the safety and security of consumers and meet legal requirements? Are agreed conditions of employment documented?
How do you ensure that all staff and volunteers have documented role and responsibilities, and that incorporate the acceptance of diversity?


Do you have a review system to make sure role descriptions are current and appropriate? 	How do you ensure that Equal Employment Opportunity philosophy is accepted and compliance is evident across the organisation?
Do you have a performance review process that includes development planning for staff and volunteers to meet personal and organisational objectives?
How do you make sure legislative and mandated requirements relating to training are met?
How you implement WHS procedures that describe control measures for higher risk activities?
Describe your WHS system, e.g. guiding documents, roles and responsibilities, duty of care, physical accessibility, hazards control, contingency planning, incident reporting, corrective action, equitable claims management and a commitment to effective rehabilitation, employee training, including specialised equipment.
How do you manage psychological hazards – stress, workload, trauma.
Do you use any audits or inspections to verify policy and procedure compliance?
How do you ensure all staff are able to work effectively with diverse groups?
[bookmark: _Hlk48035004]Have you identified mechanisms for measuring performance regarding the acceptance of diversity?
Can you tell me about how collaborative and cooperative activity can be identified to align to a common purpose or strategic goals by staff, managers and senior executive? 
In relation to communication, how do you define and record internal and external target groups, communication processes to be used, and timeframes or timeliness?
How do you ensure that all staff know to convey information accurately, succinctly and free of jargon?
Tell me how appropriate information sharing protocols are promoted and practiced.
Tell me about what performance measures are in place to monitor outcomes achieved. (e.g. quality and quantity, waiting times, timeliness, cost, satisfaction level) 
How are achievements against planned outcomes monitored, and how is the information used to improve service provision?
How are accepted service standards and evidence-based guidelines used to support services (including customer service standards)?
Do you provide any resources to enable consumer participation in planning?
How do you ensure that consumers, advocates, and carer rights and responsibilities are linked to Human Rights convention and effectively promoted?
Provide some examples where customer service standards are documented, precise and measurable.
How has a process for managing consumer complaints been implemented?


[bookmark: _Toc48834815]Staff InterviewNo. 

Themes
Themes for Staff relate to standards in governance, financial and contract management, people, partnerships, communication and consumer outcomes:
Information and data – collection, analysis
Environment – management to reduce impact
Induction and training – process, involvement, communication, record keeping
Behaviour, rights and responsibilities – guidance, communication
Work environment  operations, flexibility, supervision, health, safety and wellbeing, diversity, collaboration
Communication – processes, meetings, feedback and complaints, documentation
Example Interview Questions
What processes do you use for the collection and analysis of information and data?
Explain how the organisation effectively manages and reduces its impact on the environment.
Describe how the organisation undertakes induction for staff, students and volunteers. 
How did you find out about the organisation’s values and purpose, and key obligations (e.g. legislation, standards, policies and procedures, roles, and rights and responsibilities)?
What training have you received that helps you keep records and other important documentation?
How do you know about the standards and behaviours expected of you as a staff member?
Do you feel the rights of staff and volunteers are clearly defined, communicated and respected at work? Give examples.
Can you describe how the organisation is flexible to meet business and service requirements, or supports employees to balance their career with their family responsibilities?
Are staff, volunteers and students provided with direct supervision to support service quality and effectiveness? How does this occur?
How does the organisation ensure you have a healthy workplace? Give examples.
Do you find that the organisation and staff embrace all forms of diversity? How?
What systems are in place that encourage staff to work collaboratively and cooperatively?
How are internal and external communication processes consistently maintained?
What processes are in place to manage meetings and how do you know about them? How are actions recorded and followed up?
Describe how consumer feedback and complaints are processed – how they are recorded and investigated, what actions have been taken, and the outcome.
What happens if a consumer is not happy with the organisation’s response to a complaint? Do you have alternative options you can offer?



[bookmark: _Toc48834816]Consumers InterviewNo. 

Themes
Themes for Consumers relate to standards in service outcomes and consumer outcomes:
Services – accessibility, provision, participation
Communication – services, safety, rights and responsibilities, feedback and complaints
Responding to needs – tailored services, fostering independence
Feedback and complaints – encouraged, process available, cultural appropriateness, improving services, reporting 
Example Interview Questions

What are the strengths of this service?
Would you recommend a friend or family member to come to this service?
Was it easy to get into the service? Did you have to wait?
Do they ask you about your goals and plans?
What information were you given at the start?  Was it easy to understand?
Did you have to sign anything?  How do they look after your information?
Ho do they encourage your independence?
Have they asked you for your ideas about programs , services or improvement?
Are you aware of how you can provide feedback or make a complaint? What happens if you are not happy with the organisation’s response?
Do you feel this is an inclusive service?  Can everyone get in?
What should they try and do better?

OR

· What are the best things about the service?
· What choices do you have here?
· Have you been asked to give feedback? How?
· How do they talk with you?  How do they listen to you?
· How did you receive all the important information about the service– like how they can help and your rights and responsibilities?
· Do you feel your information is safe?
· Do you get to talk about your goals?   
· What sort of help or support do you get from the workers/counsellors to achieve your goals?
· What would you do if you were unhappy?
· What’s one thing the service could do better to support you?

[bookmark: _Toc48834817]External Stakeholders InterviewNo. 

Themes
Themes for External Stakeholders 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?
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