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for example: yes/no, percentage achievement, or requiring data or text. It may
be appropriate to include graphs and bar charts in some places. There is space in
the Matrix for comments to be recorded. Each Standard requires a summary and
action planning by the AHP manager when reviewing the management quality of
their service.

The evaluation gives an overview of the strengths and weaknesses of the service
and where there may be opportunity for improvement and development. When
completed, it will also contain valuable data on activity and financial performance.

The Matrix can be used for unidisciplinary AHP services or multiple services
where these are managed collectively. When assessing multiple AHP services, each
profession should be evaluated separately.

An important objective of the evaluation is to give guidance and to help focus
attention on the service. It is not intended that each and every strategy and com-
ponent be fully achieved at first, although some managers may be successful in the
majority of components within each Standard. It may be helpful to focus on one
Standard at a time, gradually developing the Matrix over a period.

In this way, the Matrix can be used to guide management quality development
in AHP services. The Matrix can also be used as an aid to the management proc-
ess as a prompt to instigating work and projects on management quality through-
out the service and as an easy source for information retrieval to be used on an
ongoing basis.

Standard 1 strategy
The service has a documented strategy that is reviewed and updated annually.

Component Evaluation Comment

1.1 Organisational strategy; does your organisation | YES NO
have a strategy?

1.2 Do you have an up-to-date strategy for your YES NO
service that is currently available?
+ Is this aligned to the organisational strategy?

1.3 Is there a ‘value statement’ that is shared by YES NO
staff in your service?
* If yes, please detalil.

1.4 Service mission statement/vision; is this agreed | YES NO
and documented and up to date?
* If yes, please detalil.

1.5 Service portfolio—the range of services YES NO
you provide and have responsibility for; is this
documented?

+ What service specifications do you have?
Please list.

U
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Component

Evaluation

Comment

1.6 Major goals/objectives for your service; are
these documented?
» What are they? Please list.

YES

NO

1.7 Which service level strategies do you currently
have?

* Financial savings?

 Education and training?

« Information management and technology?

» Marketing?

« Clinical governance?

« Patient and public involvement?

* Quality?

« Service improvement?

YES

NO

1.8 Do you have organisational charts for your
service illustrating your structure, governance,
and management team?

* please attach

YES

NO

1.9 Do you produce a service annual report
outlining, for example:

 Key achievements against, e.g. target,
benchmarks?

= Aspirations for continuing service improvement/
development?

* Activity analysis?

« Finance report?

* Key performance indicators and performance?
* Quality?

* Human resource report?

» Marketing strategy?

« Clinical governance report?

YES

NO

Standard summary and action:

Standard 2 patient and service user experience
Patients’ views and experiences are actively sought and incorporated into service

redesign.
Component Evaluation Comment
2.1 Does your service use patient survey data to YES NO

benchmark its services to patients?
« If yes, can you provide evidence where you have
used this to improve services?

2%
U
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Component Evaluation Comment
2.2 Do you actively encourage views from patients YES NO
about services provided:

» How is this done, e.g. surveys, focus groups?

2.3 Are compliments monitored within your service | YES NO
and action plans put in place as appropriate?

+ Detail how learning is disseminated.

2.4 Are complaints monitored within your YES NO
service?

« Detail any action plans put in place.

2.5 Do all staff collect patient outcome data? %
» What outcomes and measures are used?

2.6 |s patient outcome data analysed? %
2.7 Do you have a procedure for offering patient YES NO
chaperones?

2.8 Do you actively involve patients in informed YES NO
decision-making about their care?

* How do you monitor this?

2.9 Do you have agreed, evidence-based YES NO
protocols and pathways in use?

* If yes, please detalil.

2.10 Is there a mechanism in place to YES NO
ensure compliance with NICE (National

Institute for Health and Clinical Excellence)

guidelines?

2.11 Do you undertake environment audits in YES NO
patient treatment areas?

2.12 Does your service have a quality-monitoring YES NO
programme for the production and review of

patient information leaflets?

« List the leaflets you have updated in the

last year.

2.13 Do you have a website that the public can YES NO
access information about your services?

2.14 Do you monitor waiting times and put action YES NO
plans in place as necessary?

Standard summary and action:
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Standard 3 clinical excellence

The service demonstrates procedures and practices to ensure high-quality patient care.

Component

Evaluation

Comment

3.1 Does your service have representation on the
organisation’s:

« Senior clinicians committee?

« Clinical governance committee?

 Audit committee?

» Research and development committee?

YES

NO

3.2 Are there regular clinical governance review
meetings within your service and appropriate action
plans put in place?

YES

NO

3.3 Are there arrangements in place for clinical audits?
« Please list audits reported in the last year.

YES

NO

3.4 Is the requirement to undertake clinical audit
included in staff job descriptions?

YES

NO

3.5 Is there a mechanism for reporting results and
implementing the recommendations from clinical
audits?

YES

NO

3.6 Do you have staff undertaking research and
development projects?
« If so, list current projects.

SN E B

3.7 Do you have mechanisms to ensure the provision
of evidence-based practice, for example:

« Staff appraisal and personal development plans
* In-service education and training

» Access to continued professional development
* Peer review

« Staff access to the Internet

« Staff access to library facilities/journals

= Journal review sessions

« Participation in professional networks

« Active links with higher education institutions

« Staff undertaking higher degrees

« Clinicals supervision

* Mentoring

YES

NO

3.8 Is there a staff education and training policy
in place?

YES

NO

3.9 Do you have standards for clinical record keeping?

YES

NO

3.10 Are your clinical records monitored regularly
against a set standard?

YES

NO
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Component

Evaluation

Comment

3.11 Do you have procedures in place for obtaining
and recording informed patient consent?

YES

NO

3.12 Do you have mechanisms in place for obtaining
patient feedback on service quality?
* If yes, please detail.

YES

NO

3.13 Are lessons learned from feedback incorporated
into practice?
» What is the evidence?

YES

NO

3.14 Has your service established procedures for
developing and implementing?

+ Clinical guidelines

+ NICE guidelines

+ Care pathways

YES

NO

3.15 Do you provide services that contribute to the
public health agenda, regarding self-management and
prevention? Such as:

+ Obesity management

* Healthy lifestyles/exercise

YES

NO

3.16 Have you developed staff with extended scope
skills? Such as: supplementary prescribing, injection
therapy, and radiographic interpretation

* Please detall.

YES

NO

Standard summary:

Action:

Standard 4 finance

There is comprehensive monitoring and knowledge of the service finances within

your management teams and the service is financially viable.

Component Evaluation Comment
4.1 Are you the budget holder for your service and YES NO

responsible for budget management?

4.2 Do you have monthly budget statements that you YES NO

analyse?

4.3 Do you monitor your financial performance on at YES NO

least a monthly basis?

» What monitoring method do you use?
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Component

Evaluation

Comment

4.4 Do you have controls in place regarding
authorisation of purchases?

YES

NO

4.5 What is your annual budget?
* Pay

» Non-pay

* Income

4.6 Overspend/underspend position last financial
year?

4.7 Reasons for over/underspend?

4.8 Do you have income-generation projects?
« If yes, please detail.

YES

NO

4.9 What type of contracts do you have?
For example:

« Block contract?

« Cost per case?

« Cost per contact?

+ Cost and volume?

4.10 Do you have any service-level agreements?
« If yes, what is your income from service-level
agreements?

4.11 Do you have any external contracts?
« If yes, what is your annual profit from external
contracts?

4.12 Do you have contacts with voluntary
organisations?

* If yes, what is your annual income from
voluntary organisations?

4.13 What is your annual income from hiring out
facilities/equipment?

4.14 Do you have income identified from payment
by results?

4.15 Are your service costs identifiable by service-
line reporting?

YES

NO

4.16 Do you know what your reference costs are?
« If yes, how do these relate to the national picture?

4.17 What are your earnings before interest, taxes,
depreciation, and amortisation (EBITDA)?

4.18 Do you have an inventory of equipment for your
service documented?

4.19 Do you have stock-control programmes
in place?
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Component Evaluation Comment

4.20 Are you required to implement cost-

improvement programmes and cash-releasing efficiency
savings?

» What percentage target do you have this year?

» What programmes do you have in place for

meeting it?

4.21 Does your service have charitable trust funds with
monitoring in place?

Standard summary: Action:

Standard 5 information and metrics
The service gathers timely, accurate, and relevant data as a by-product of clinical
activity. Appropriate metrics are used for clinical and managerial purposes.

Component Evaluation Comment
5.1 Does your service have a data collection system YES NO
that is fit for purpose?

5.2 Does your service have a computerised data- YES NO
collection system fit for purpose?

5.3 Do clinicians input data at the same time that YES NO
treatment takes place (real time)?

5.4 |s your information system capable of providing YES NO
accurate, timely, and relevant reports?

5.5 Are you able to report referral to treatment time for YES NO
all referrals received?

5.6 Do you collect and use data for clinical audits? YES NO
5.7 Do you collect and use data for staff activity YES NO
analysis?

5.8 Do you collect and use data for staff case load YES NO
analysis?

5.9 Do you collect and analyse patient outcome data %

for all patients?

5.10 Where there are gaps in metrics, are you YES NO
developing ways to measure the quality of services?
* Please detail gaps.

5.11 Do your clinical staff input the data themselves? YES NO
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Component Evaluation Comment
5.12 Do your clerical staff input data? Are there gaps YES NO

or duplication in the data?

5.13 Do you have an agreed and current protocol for YES NO

data sharing?

Standard summary: Action:

Standard 6 activity

Activity is reviewed and analysed on a monthly and annual basis for performance
management and for projections for the coming year.

Component

Sub-component

Total

Comment

6.1 All staff record activity data
on the same day that the activity is
performed.

YES

NO

6.2 Total service throughput last
financial year, defined by total
referrals, new patients, and total
attendances?

Total referrals

New patients

Total attendances

6.3 What was your new to follow-
up ratio last financial year for each
service? (Name each service.)

1.

2
3.
4
5

6.4 Do you analyse your
re-referral rate and use
this for service planning?

YES

NO

6.5 What is your anticipated
(planned) total service
throughput for the next
financial year?

New patients

Total attendances

6.6 What are your out patient
referral to treatment times for each
service? (Name each service.)

weeks

weeks

weeks

weeks

IS I Bl

weeks
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Component

Sub-component

Total

Comment

6.7 Are you able to report RTT
(referral to treatment time) for
all patients referred?

YES

NO

6.8 What are your service DNA
(did not attend) percentage rates?
(Name each service.)

%

%

%

%

SN R R

%

6.9 Do you have a demand
and capacity management plan
in place?

* If yes, please detail.

YES

NO

6.10 Do you analyse your staff
activity time to review the time
allocation between patient contact
time, patient-related activity, and
non-patient-related activity?

YES

NO

6.11 What is your service standard
response time for inpatient service
provision? (Name each service.)

days

days

days

days

A Pl S

days

6.12 lllustrate your referral trend to
your whole service during last five
years.

* (Insert a graph/bar chart with this
information.)

6.13 lllustrate your capacity plan
projection for next year.

* (Insert a graph/bar chart with this
information.)

6.14 lllustrate your did not attend
trend to your whole service during
last five years.

* (Insert a graph/bar chart with this
information.)

Standard summary and action:
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Standard 7 staff resources

There is a comprehensive knowledge and understanding of the staff resources used by the
service and they are deployed effectively and reviewed frequently.

Component Evaluation Comment

7.1 What is the head count of your AHP staff group?

72 What is the whole time equivalent grade
profile of each of your AHP staff groups:

* Band 2 WTE
* Band 3 WTE
* Band 4 WTE
* Band 5 WTE
* Band 6 WTE
* Band 7 WTE
» Band 8a WTE
» Band 8b WTE
» Band 8c WTE
» Band 8d WTE
* Band 9 WTE
* Director WTE

7.3 What is your ratio of registered to
non-registered staff

74 What is your service annual staff turnover? %

7.5 How do your turnover figures compare
with the:

« National average for your service? +- %
« Your organisation average? L/ %
(You may wish to include a graph.)

7.6 What is your annual percentage absence

through:

« Sickness %
» Maternity leave %
« Study leave %
« Other authorised paid leave %
» Unpaid leave %
How does this compare with your organisation +/- %
as a whole?

« Sickness %
« Maternity leave %
« Study leave %
« QOther authorised paid leave %
* Unpaid leave %

7.7 Staff Activity—what is the aggregate
percentage staff time spent on:

« Patient-related activity %
» Non-patient-related activity %
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Component Evaluation Comment
7.8 Does the service have sufficient expertise YES NO
to provide comprehensive in-service education/

training?

* If yes, please detalil.

79 Does the service undertake succession YES NO
planning?

710 Does every member of staff have an up-to- YES NO
date job description and knowledge and skills

framework (KSF)?

Standard summary: Action:

Standard 8 staff management, education, and development

Staff are managed, supported, and developed to meet clinical, organisational, and

professional requirements.

Component

Evaluation

Comment

8.1 Have you benchmarked your staffing
establishment against similar organisations?

YES

NO

8.2 If you have benchmarked how do you compare?
* Please detall.

8.3 What is the ratio between HPC-registered AHP
staff to assistants?

8.4 What is the ratio between HPC-registered AHP
staff to clerical staffing?

8.5 What is your service percentage compliance
with mandatory training attendance requirements?

%

8.6 What is your service percentage compliance
for undertaking annual development reviews
(appraisal)?

%

8.7 Is your staff HPC registration checked annually
for compliance?

YES

NO

8.8 Are the numbers of staff grievances/disciplinary
investigations monitored on an ongoing basis?

YES

NO
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Component Evaluation Comment
8.9 Is there a monitoring procedure in place for YES NO
staff competence?

8.10 Is there a staff education and training policy YES NO
in place?

8.11 Is arecord of all staff training and education YES NO
kept and regularly updated?

8.12 Is there a mechanism in place for clinical YES NO
supervision?

« If yes, please detail.

8.13 Do you have a mentorship or coaching scheme | YES NO
in place?

« If yes, please detail.

8.14 Does your service have clinical specialists? YES NO
8.15 Does your service have extended scope YES NO

practitioners/advanced practitioners?

8.16 Does your service have consultant AHP posts? YES NO

8.17 Do you have a study leave policy? YES NO

8.18 Does the service take AHP students? YES NO
« If there are established links with the higher
education institution(s) please detail.

Standard summary: Action:

Standard 9 service improvement and redesign

The service actively undertakes redesign and service improvement.

Component Evaluation Comment
9.1 Does your service have representation on your YES NO

organisation’s strategic service improvement group or

equivalent?

9.2 Is service improvement embedded in staff job YES NO

descriptions?
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Component Evaluation Comment
9.3 Has your service undertaken redesign projects in YES NO
the last financial year? List:

1.

2.

3.

4

5.

9.4 Does your service have redesign projects in YES NO
progress during the current financial year? List:

1.

2.

3.

4.

5.

9.5 Is your service involved in multidisciplinary service | YES NO
improvement projects? List:

1.

2

3

4

5

9.6 Have you undertaken ‘horizon scanning’ of other YES NO
services (internal/external) to inform your service

improvement needs?

9.7 Has your service been recognised at local or YES NO
national level for innovative service improvement?

* If yes, please detalil.

9.8 Are all levels of staff involved in the service YES NO
redesign initiatives?

9.9 Do you have user involvement in service YES NO
redesign?

* If yes, please detalil.

9.10 Do you evaluate service improvement initiatives YES NO
as part of a continuous cycle of improvement?

9.11 Do you have staff trained with service YES NO
improvement techniques to undertake service

redesign?

* If yes please detail.

27
U
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Component Evaluation Comment
9.12 Do you have staff trained with project YES NO

management skills?

Standard summary: Action:

Standard 10 leadership and management development

The service has effective leadership and management arrangements in place at all

levels.

Component

Evaluation

Comment

10.1 Does the organisational structure support
effective leadership and management?

YES

NO

10.2 Does the structure have clearly defined levels of
accountability, authority, and delegation?

10.3 Is leadership and management development
included in personal development plans?

YES

NO

10.4 Is there a leadership/management development
programme in place for your staff?

YES

NO

10.5 What percentage of staff in leadership/
management positions has undertaken this training?

%

10.6 Does your service have access to leadership
development programmes at:

* Local level?

« National level?

* International level?

YES

NO

10.7 Can you identify projects within or on behalf of
your organisation that your service had led during the

2.
last year? (List.) 3
4.
5.
10.8 Have you identified projects within your 1.
organisation that your service will be leading during 2
the next year? (List.) 3
4,
5.
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Component Evaluation Comment
10.9 Do you have staff members involved in work at YES NO
national level with professional bodies/regulators?

10.10 What percentage of staff in management %
positions has undertaken management training?

10.11 Are you responsible and accountable for YES NO
performance management of your service?

10.12 Are you a member of, or represented on, YES NO
the management committees/boards within your

organisation?

* If yes, please list.

10.13 Do you have networks at: YES NO

+ National level?

* International level?

Standard summary: Action:

Standard 11 risk management

Risk is measured, evaluated, and managed effectively with action plans put in place.

Component Evaluation Comment
11.1 Does your service maintain an ongoing, up-to- YES NO
date risk register, including action logs?

11.2 Does your service risk register input to the YES NO
organisation’s risk register?

11.3 Does your service undertake equality impact YES NO
assessments and comply with standards?

11.4 Does your service maintain an ongoing, up-to- YES NO
date register of serious untoward incidents and ‘near

misses’ with action plans in place?

11.5 Is your service included in the organisation’s YES NO
major incident planning?

11.6 Does your service undertake litigation audits and | YES NO
have action plans?

11.7 Is there a mechanism in place for ensuring YES NO
that national patient safety alerts are communicated

throughout the teams and action plans put in place?
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Component Evaluation Comment
11.8 Are legal claims monitored and reviewed within YES NO
your service?

11.9 Is there a named lead for risk management for YES NO
each location within your service?

11.10 Are health and safety assessments undertaken YES NO
on an ongoing basis?

11.11 Does your service have a named fire officer? YES NO
11.12 s staff attendance at mandatory training YES NO
monitored?

11.13 Is training in risk management undertaken by YES NO
your staff?

Standard summary: Action:

Standard 12 corporate governance

The service is compliant with the rules, processes, and laws
organisation is required to operate and is regulated.

within which your

Component Evaluation Comment
12.1 Are you aware of and compliant with the ‘Nolan’ | YES NO
principles of conduct in public life?

12.2 Have you read and signed your concordance YES NO
with the organisation’s standing financial instructions?

12.3 Does your service have an identifiable line of YES NO
reporting to the organisation’s board?

12.4 Do all staff have signed contracts of employment | YES NO
at the time of taking up employment?

12.5 Do all staff have up-to-date job descriptions? YES NO
12.6 Do all staff members in your service have clearly | YES NO
defined lines of accountability?

12.7 Do you have a mechanism for recording YES NO
declarations of interest?

12.8 Do you have a mechanism in place to ensure YES NO
that staff comply with professional regulation

requirements (HPC)?

12.9 Do you have a monitoring system in place for YES NO
checking registration status of all your staff?
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Component Evaluation Comment

12.10 Do you have a list of authorised signatories for YES NO
your service? For example:

+ Time sheets

« Travel claims

+ Equipment and supplies ordering
* Charitable trust funds

* Petty cash

Standard summary: Action:

Standard 13 communication and marketing
The service has effective internal and external communication processes and well-
developed links to ensure service marketing.

Component Evaluation Comment
13.1 Is there a communication mechanism within YES NO

your service to keep staff informed and gather views

from staff?

* Please detail methods.
13.2 Have you undertaken a SWOT analysis for your YES NO
services and developed an action plan?
* If yes, please attach.

13.3 Have you undertaken a PEST analysis for your YES NO
service and developed an action plan?
* If yes, please attach.

13.4 Do you have an overview of the population YES NO
served by your service?

13.5 Is a summary of the ‘target’ population(s) YES NO
(market segment) for your service documented?

13.6 Have you developed service specification(s) for YES NO
your service?

13.7 Do you have a Web site for your service? YES NO
Including, for example:

* Locations

+ Opening times

* Facilities

» Key managers’ contact details
* How to contact the service

* Referral to service

+ Service exclusions

+ Patient information leaflets
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Component

Evaluation

Comment

« Self referral information
* Key policies
« Expertise available

13.8 Do you meet multicultural requirements in the
form of:

« Leaflets in different languages?

« Leaflets in different media, e.g. large print?
 Access to interpreters?

= Access to signers for deaf people?

YES NO

13.9 Have you developed links with local media to
inform the public about your service?

YES NO

13.10 Do you have links and have you developed
information about your service for voluntary
organisations?

YES NO

13.11 Specify the resources that give your service a
competitive advantage:

+ Core competencies

* Key assets

« Core or critical processes such as pathways

Please detail:

13.12 What are the major types of uncertainty:
+ Uncertain demand?

* Uncertain staff availability?

 Uncertainty of funding streams?

» Competitor actions?

« Technology/treatment changes?

Please detail:

13.13 Have you undertaken an analysis of predicted
changes in population and made an assessment of
possible future demand?

YES NO

13.14 Have you established what future
commissioner/planning intentions are?

YES NO

13.15 Have you established projected future demand
from within your own organisation?

YES NO

13.16 Are mechanisms in place for teams to
communicate across functional boundaries?
« If yes, please detail.

YES NO

13.17 Have you developed business cases for service
developments, improvements, and redesign in light of
your market assessment and other relevant factors?

« If yes please detalil.

YES NO

Standard summary:

Action:
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Standard 14 top five key performance indicators

The service has identified five top KPIs and monitors progress against them annually.
NB. The KPIs selected will depend upon the service and the strategic priorities.

They will therefore vary from service to service and change over time. Identify the

top five indicators rating performance.

Component Evaluation Comment
14.1

14.2

14.3

14.4

14.5

Standard summary: Action:

Management Quality overall action plan

The following template is designed to copy and paste in the actions identified. This will enable
you to monitor them collectively.

Standard number Standard action Review date

S|l N|loco|jlga|ldlwW[N|—
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Management Quality record of Standard completion and review dates

Year: 20__ Service:

Standard Date completed date name

Review Sign-off manager

1

Strategy

Patient and service user experience

Clinical excellence

Finance

Information and metrics

Activity

Staff resource effectiveness

Staff management and development

Service improvement and redesign

Ol OO N|oo|Og| & W|[IDN

—_

Leadership and management
development

Risk management

12

Corporate governance

13

Communications and marketing

14

Key performance indicators
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