DISTRICT 19 COMMUNITY SERVICES BOARD

ADMINISTRATIVE POLICIES AND PROCEDURES

SUBJECT:

Monitoring and Evaluation of Service Quality 

NUMBER:

QI 002

POLICY:
It is the policy of D19 CSB to continually monitor and evaluate the quality of services delivered to consumers.

PROCEDURES:

1. Various reviews and audits are conducted on a regular basis throughout the course of the year to monitor and evaluate the quality of service delivery. These reviews are conducted by QI staff and/or other D19 staff and include, but are not limited to:

· Medical records reviews

· Medication audits

· Investigation/review of human rights complaints

· Review of incident reports

· Review of health and safety reports

· Review of compliance issues

· Inspection of program sites (physical environment issues)
2. The Office of Quality Improvement will compile results of its reviews and prepare a report(s) to the Executive Director and/or other parties (i.e., Board Members, Regional Human Rights Advocate, Division Directors, Program Managers, etc.) as appropriate.

These reports will be examined to determine trends and patterns, evaluate results, and prepare/implement actions for improving/changing service delivery.
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