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	How to use 
this document
In order to achieve the PQASSO Quality Mark at Level 3, organisations must demonstrate that they have met all Level 1, Level 2 and Level 3 indicators across all 12 quality areas.
This document provides a guide to what peer reviewers will be looking for at the desktop review and site visit stages of the PQASSO Quality Mark peer review. 
Organisations preparing for a peer review at Level 3 can use the guidance to better understand the PQASSO indicators. PQASSO Quality Mark peer reviewers will use it to help them identify what they will need to look for during the course of a peer review at Level 3. The guidance is not intended to be comprehensive or exhaustive and recognises that different organisations will provide different types of evidence.
Disclaimer
This document is for use by organisations and peer reviewers during a PQASSO Quality Mark peer review. It is not a definitive interpretation of the PQASSO indicators, but will provide some guidance in understanding them, in preparation for a PQASSO Quality Mark peer review.


	The guidance is in 12 sections, following the 12 quality areas of PQASSO. For each quality area the guidance sets out the following:
· Indicators - The first column numbers the PQASSO indicators by quality area, level, and indicator number. 
· What peer reviewers will be looking for – This list is offered as a guide for organisations and peer reviewers to the key sources of evidence which reviewers will expect to find to demonstrate achievement of the PQASSO Level 3 indicators. 



	Guidance on evidence 
PQASSO requires that certain documents are available as sources of evidence to demonstrate that the requirements of an indicator are met. Where an indicator requires a policy, process or procedure to be in place, the following four requirements apply:

· Consistent – Is practice consistent with policy and procedures? When evidence is collected, do documents complement and not contradict other documents?

· Accessible – Are relevant staff, Board members, volunteers and users aware of the existence of the evidence and where they can find it? 

· Recent – Is the evidence up to date? Has it been recently developed or reviewed?

· Dated – Do you know when the evidence dates from? Is there a date on it?
Peer reviewers will be making judgements based on these requirements during the review process.
	Copyright 
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	Quality area 1
	Planning 
	Level 3


The organisation uses a systematic planning and review cycle. It focuses all its people and resources on achieving a shared long-term vision.
	Indicator
	What peer reviewers will be looking for

■
There is a SWOT or PEST analysis or similar, and an analysis of the operating environment including information about potential partners and competitors.

■
Board members and senior managers can describe how plans were developed in light of national and local government policy relevant to the organisation’s work, including commissioning and procurement contracts.

■
Strategic and operational plans refer to wider impacts such as those on the local or national community, economy, or environment.

■
There is a comprehensive system for monitoring the organisation’s outcomes and wider impacts.

■
Board members and senior managers can give examples of how work is planned to maximise positive social, economic and environmental impacts.

■
There is a process for regularly monitoring performance against the strategic plan.

■
Monitoring and evaluation reports routinely refer to the strategic plan.

■
There are records of meetings which show that strategy is regularly reviewed and assumptions checked.

■
Board members and senior managers can explain the key assumptions underlying the strategy and how they regularly check that these are still valid.

■
There is documented benchmarking and monitoring and evaluation information, including feedback from users.

■
Minutes of planning meetings show that benchmarking, monitoring and evaluation information, and feedback from users and other stakeholders is routinely used as part of reviewing and developing strategic and operational plans.

■
Board members and senior staff can describe systems for ensuring that this information routinely informs planning.

■
There is an up to date risk register covering all areas of organisational risk.

■
There are records of regular risk assessments and related action plans including contingency planning. 

■
There are plans in place to manage risks to the organisation eg, loss of a key source of funding, loss of key staff, or a major threat to the organisation’s reputation.

■
Board members and senior staff are able to describe the processes for identifying and managing risk. 

■
Minutes of meetings show that the mission, values and overall aim are regularly reviewed eg, as part of reviewing and developing the strategic plan.

■
Board members and senior staff can explain how they ensure the independence and integrity of the organisation.What peer reviewers will be looking for

	1.3.1
	· There is a SWOT or PEST analysis or similar, and an analysis of the operating environment including information about potential partners and competitors.

· Board members and senior managers can describe how plans were developed in light of national and local government policy relevant to the organisation’s work, including commissioning and procurement contracts.

	1.3.2
	· Strategic and operational plans refer to wider impacts such as those on the local or national community, economy, or environment.

· There is a comprehensive system for monitoring the organisation’s outcomes and wider impacts.

· Board members and senior managers can give examples of how work is planned to maximise positive social, economic and environmental impacts.

	1.3.3
	· There is a process for regularly monitoring performance against the strategic plan.

· Monitoring and evaluation reports routinely refer to the strategic plan.

· There are records of meetings which show that strategy is regularly reviewed and assumptions checked.

· Board members and senior managers can explain the key assumptions underlying the strategy and how they regularly check that these are still valid.

	1.3.4
	· There is documented benchmarking and monitoring and evaluation information, including feedback from users.

· Minutes of planning meetings show that benchmarking, monitoring and evaluation information, and feedback from users and other stakeholders is routinely used as part of reviewing and developing strategic and operational plans.

· Board members and senior staff can describe systems for ensuring that this information routinely informs planning.

	1.3.5
	· There is an up to date risk register covering all areas of organisational risk.

· There are records of regular risk assessments and related action plans including contingency planning. 

· There are plans in place to manage risks to the organisation eg, loss of a key source of funding, loss of key staff, or a major threat to the organisation’s reputation.

· Board members and senior staff are able to describe the processes for identifying and managing risk. 

	1.3.6
	· Minutes of meetings show that the mission, values and overall aim are regularly reviewed eg, as part of reviewing and developing the strategic plan.

· Board members and senior staff can explain how they ensure the independence and integrity of the organisation.


	Quality area 2
	Governance
	Level 3


The Board is forward thinking, provides visible and effective leadership, engages with staff and other stakeholders to develop a high-quality organisation, and actively works to promote the organisation’s achievements.
	Indicator
	What peer reviewers will be looking for

■
Board member appointment dates show a mix of recently appointed and longer serving members in line with the constitution.

■
Board members can describe the steps they have taken to ensure appropriate diversity on the Board eg, diversity auditing, targeted recruitment, and facilities to encourage people with specific needs. 

■
Strategy documents include plans for the long-term (three years) and financial sustainability, and for delivering sustainable outcomes, and longer-term impacts.

■
Board minutes show discussion and actions to be taken by the Board to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

■
Board members can describe the steps they have taken to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

■
Board members can describe how their specific needs are met including, as required, facilities for people with physical or learning disabilities, sensory impairment, and language needs.

■
There are records of consultation meetings with a range of stakeholders which may include funders, commissioners, statutory agencies and partner organisations.

■
There may be a consultation strategy.

■
Board members can give examples of how the organisation has benefited from the perspective, knowledge and experience of a range of stakeholders.

■
There are systems for monitoring the organisation’s longer-term outcomes and assessing value for money.

■
Board minutes show that results of this monitoring are reviewed by the Board.

■
The annual report or other publicity contain information about longer-term outcomes and value for money. 

■
There are systems for monitoring the organisation’s contribution to wider social, economic and environmental impacts.

■
Board minutes show that results of this monitoring are reviewed by the Board.

■
Board members can describe how this monitoring information is reviewed by the Board and reported to stakeholders.

■
The annual report or other publicity may contain information about wider social, economic and environmental impacts.

■
Board minutes show that the legal status and governing document have been regularly reviewed.

■
The legal status and governing document may have been revised in recent years.

■
Board members can explain why the current legal status and governing document best meet the needs of the organisation and its users.

■
There are records of Board performance assessments against standards for governance.

■
Minutes show that the work of Board sub-committees has been reviewed.

■
Board members can explain how they review their own performance and the way delegated powers are exercised. What peer reviewers will be looking for

■
Board member appointment dates show a mix of recently appointed and longer serving members in line with the constitution.

■
Board members can describe the steps they have taken to ensure appropriate diversity on the Board eg, diversity auditing, targeted recruitment, and facilities to encourage people with specific needs. 

■
Strategy documents include plans for the long-term (three years) and financial sustainability, and for delivering sustainable outcomes, and longer-term impacts.

■
Board minutes show discussion and actions to be taken by the Board to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

■
Board members can describe the steps they have taken to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

■
Board members can describe how their specific needs are met including, as required, facilities for people with physical or learning disabilities, sensory impairment, and language needs.

■
There are records of consultation meetings with a range of stakeholders which may include funders, commissioners, statutory agencies and partner organisations.

■
There may be a consultation strategy.

■
Board members can give examples of how the organisation has benefited from the perspective, knowledge and experience of a range of stakeholders.

■
There are systems for monitoring the organisation’s longer-term outcomes and assessing value for money.

■
Board minutes show that results of this monitoring are reviewed by the Board.

■
The annual report or other publicity contain information about longer-term outcomes and value for money. 

■
There are systems for monitoring the organisation’s contribution to wider social, economic and environmental impacts.

■
Board minutes show that results of this monitoring are reviewed by the Board.

■
Board members can describe how this monitoring information is reviewed by the Board and reported to stakeholders.

■
The annual report or other publicity may contain information about wider social, economic and environmental impacts.

■
Board minutes show that the legal status and governing document have been regularly reviewed.

■
The legal status and governing document may have been revised in recent years.

■
Board members can explain why the current legal status and governing document best meet the needs of the organisation and its users.

■
There are records of Board performance assessments against standards for governance.

■
Minutes show that the work of Board sub-committees has been reviewed.

■
Board members can explain how they review their own performance and the way delegated powers are exercised. What peer reviewers will be looking for

	2.3.1
	· Board member appointment dates show a mix of recently appointed and longer serving members in line with the constitution.

· Board members can describe the steps they have taken to ensure appropriate diversity on the Board eg, diversity auditing, targeted recruitment, and facilities to encourage people with specific needs. 

	2.3.2
	· Strategy documents include plans for the long-term (three years) and financial sustainability, and for delivering sustainable outcomes, and longer-term impacts.

· Board minutes show discussion and actions to be taken by the Board to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

· Board members can describe the steps they have taken to ensure long-term financial sustainability, sustainable outcomes, and longer-term impacts.

	2.3.3
	· Board members can describe how their specific needs are met including, as required, facilities for people with physical or learning disabilities, sensory impairment, and language needs.

	2.3.4
	· There are records of consultation meetings with a range of stakeholders which may include funders, commissioners, statutory agencies and partner organisations.

· There may be a consultation strategy.

· Board members can give examples of how the organisation has benefited from the perspective, knowledge and experience of a range of stakeholders.

	2.3.5
	· There are systems for monitoring the organisation’s longer-term outcomes and assessing value for money.
· Board minutes show that results of this monitoring are reviewed by the Board.
· The annual report or other publicity contain information about longer-term outcomes and value for money. 

	2.3.6
	· There are systems for monitoring the organisation’s contribution to wider social, economic and environmental impacts.

· Board minutes show that results of this monitoring are reviewed by the Board.

· Board members can describe how this monitoring information is reviewed by the Board and reported to stakeholders.

· The annual report or other publicity may contain information about wider social, economic and environmental impacts.

	2.3.7
	· Board minutes show that the legal status and governing document have been regularly reviewed.

· The legal status and governing document may have been revised in recent years.

· Board members can explain why the current legal status and governing document best meet the needs of the organisation and its users.

	2.3.8
	· There are records of Board performance assessments against standards for governance.

· Minutes show that the work of Board sub-committees has been reviewed.

· Board members can explain how they review their own performance and the way delegated powers are exercised. 

	Quality area 3
	Leadership and management
	Level 3


The organisation builds leadership at all levels, and leaders inspire people inside and outside the organisation. The organisation uses diverse perspectives creatively. Managers lead and facilitate the organisation’s learning, its long-term development and its process of continuous improvement.
	Indicator
	What peer reviewers will be looking for

■
Strategic documents set out in some detail the longer-term vision of the organisation.

■
Records of meetings with Board members, staff and volunteers, such as away-days, discussion of the vision and future development.

■
Board members and senior staff can explain how the vision has inspired the development of the organisation.

■
Board and senior managers can describe how work in the organisation supports the longer-term vision.

■
Board and staff team minutes show discussion of developments in the external environment and plans for how the organisation will respond.

■
There are records of senior managers or Board members attending and presenting at conferences and other public events.

■
There are examples of the organisation and its leaders being cited in the media, opinion pieces, etc.

■
Board members and senior staff can give examples of how the organisation influences the external environment. 

■
There is a documented system for internal communication and consultation which covers all parts of the organisation.

■
There are records of consultation eg minutes of meetings, staff and volunteer surveys.

■
Staff and volunteers can describe the system for internal communication and consultation.

■
There are processes in place to allow people to be involved in organisational development eg, working groups.

■
Notes of organisational events eg team meetings, away-days, conferences and working groups, show different perspectives are valued, and challenge and innovation are encouraged.

■
Senior managers can describe how challenge and innovation are encouraged.

■
Board members and senior managers are members of relevant professional networks. 

■
Board members and senior managers can describe and give examples of how leadership skills are fostered.

■
There may be continuing professional development records for the organisation’s Board members and senior managers. 

■
There are a range of monitoring and evaluation findings and documented results, eg, the achievement of outcomes, user satisfaction, environmental results etc. 

■
There are documented progress reviews showing planned changes and improvements.

■
Managers can give examples of challenges they have accepted and acted upon.

■
Managers can give examples of learning from results.

■
There are records of management review of systems, approaches and structure.

■
Managers can give examples of changes to systems, approaches and structure to better support organisational strategy.

■
Managers can explain how and why the current systems, approaches and structure best enable the organisation to deliver its strategy and key results.What peer reviewers will be looking for

	3.3.1
	· Strategic documents set out in some detail the longer-term vision of the organisation.

· Records of meetings with Board members, staff and volunteers, such as away-days, discussion of the vision and future development.

· Board members and senior staff can explain how the vision has inspired the development of the organisation.

· Board and senior managers can describe how work in the organisation supports the longer-term vision.

	3.3.2
	· Board and staff team minutes show discussion of developments in the external environment and plans for how the organisation will respond.

· There are records of senior managers or Board members attending and presenting at conferences and other public events.

· There are examples of the organisation and its leaders being cited in the media, opinion pieces, etc.

· Board members and senior staff can give examples of how the organisation influences the external environment. 

	3.3.3
	· There is a documented system for internal communication and consultation which covers all parts of the organisation.

· There are records of consultation eg minutes of meetings, staff and volunteer surveys.

· Staff and volunteers can describe the system for internal communication and consultation.

	3.3.4
	· There are processes in place to allow people to be involved in organisational development eg, working groups.

· Notes of organisational events eg team meetings, away-days, conferences and working groups, show different perspectives are valued, and challenge and innovation are encouraged.

· Senior managers can describe how challenge and innovation are encouraged.

	3.3.5
	· Board members and senior managers are members of relevant professional networks. 

· Board members and senior managers can describe and give examples of how leadership skills are fostered.

· There may be continuing professional development records for the organisation’s Board members and senior managers. 

	3.3.6
	· There are a range of monitoring and evaluation findings and documented results, eg, the achievement of outcomes, user satisfaction, environmental results etc. 

· There are documented progress reviews showing planned changes and improvements.

· Managers can give examples of challenges they have accepted and acted upon.

· Managers can give examples of learning from results.

	3.3.7
	· There are records of management review of systems, approaches and structure.

· Managers can give examples of changes to systems, approaches and structure to better support organisational strategy.

· Managers can explain how and why the current systems, approaches and structure best enable the organisation to deliver its strategy and key results.


	Quality area 4
	User-centred service
	Level 3


The organisation has a strategic approach to involving users in service planning and review. Research and evaluation are used to improve outcomes. 
	Indicator
	What peer reviewers will be looking for

■
There is a policy and plan for user involvement.

■
Staff can describe how the policy and plan are implemented.

■
The organisation can demonstrate how it uses research and information on public policy and on social, political and economic trends affecting their users.

■
People can give examples of how service development has been informed by research, public policy, etc affecting users. 

■
There are reports of research carried out by the organisation or to which the organisation has contributed.

■
There may be examples of contributions to government or other research or consultation.

■
People can describe how the organisation has identified a need for and carried out research.

■
There are records of meetings involving users in service design and evaluation.

■
People can describe how users are involved in service design and evaluation.

■
There are systems for monitoring longer-term impact on users.

■
There are evaluation reports which include evaluation of long-term impacts. 

■
There is a documented customer care policy.

■
Managers can describe how services are regularly reviewed against the policy.

■
There are benchmarking reports which include outcomes and user satisfaction results compared with those of other organisations.

■
Managers can explain how they identify relevant organisations against which to benchmark their results, and how benchmarking is carried out.What peer reviewers will be looking for

	4.3.1
	· There is a policy and plan for user involvement.

· Staff can describe how the policy and plan are implemented.

	4.3.2
	· The organisation can demonstrate how it uses research and information on public policy and on social, political and economic trends affecting their users.

· People can give examples of how service development has been informed by research, public policy, etc affecting users. 

	4.3.3
	· There are reports of research carried out by the organisation or to which the organisation has contributed.

· There may be examples of contributions to government or other research or consultation.

· People can describe how the organisation has identified a need for and carried out research.

	4.3.4
	· There are records of meetings involving users in service design and evaluation.

· People can describe how users are involved in service design and evaluation.

	4.3.5
	· There are systems for monitoring longer-term impact on users.

· There are evaluation reports which include evaluation of long-term impacts. 

	4.3.6
	· There is a documented customer care policy.

· Managers can describe how services are regularly reviewed against the policy.

	4.3.7
	· There are benchmarking reports which include outcomes and user satisfaction results compared with those of other organisations.

· Managers can explain how they identify relevant organisations against which to benchmark their results, and how benchmarking is carried out.


	Quality area 5
	Managing people
	Level 3


Human resource needs are planned in advance and staff benefits, policies and procedures are regularly reviewed. The contribution of staff and volunteers to the organisation is valued. 
	Indicator
	What peer reviewers will be looking for

■
Plans include human resource requirements for more than one year ahead.

■
There are succession plans for key posts.

■
There is information describing how positions are graded and the terms and conditions for each grade.

■
Managers can explain how they ensure that terms and conditions compare well with similar roles elsewhere.

■
Staff are satisfied with their terms and conditions and feel that these are appropriate for their level of responsibility. 

■
There is a documented volunteer policy which includes support and development for volunteers.

■
There are records of volunteer annual reviews.

■
Volunteers can describe the support they receive and the opportunities they have to progress.

■
There may be a documented poor performance policy.

■
There may be records of meetings where poor performance has been addressed. 

■
Managers can describe the system for dealing with poor performance.

■
There are records of meetings, surveys or suggestion schemes asking for feedback and new ideas.

■
There may be records of exit interviews and supervision meetings where people are invited to challenge and give feedback and ideas.

■
Staff and volunteers can describe how they are encouraged to challenge the way things are done and to develop new ideas.

■
Staff and volunteers can give examples of occasions when they have felt that their views and ideas have been valued.  

■
Results of staff and volunteer satisfaction surveys are available for the last two years.

■
Staff and volunteers can confirm that satisfaction is assessed annually.

■
There are records of meetings where human resource policies and practices have been reviewed.

■
Managers can explain how policies and practices fit with the mission, values and overall aim.What peer reviewers will be looking for

	5.3.1
	· Plans include human resource requirements for more than one year ahead.

· There are succession plans for key posts.

	5.3.2
	· There is information describing how positions are graded and the terms and conditions for each grade.

· Managers can explain how they ensure that terms and conditions compare well with similar roles elsewhere.

· Staff are satisfied with their terms and conditions and feel that these are appropriate for their level of responsibility. 

	5.3.3
	· There is a documented volunteer policy which includes support and development for volunteers.

· There are records of volunteer annual reviews.

· Volunteers can describe the support they receive and the opportunities they have to progress.

	5.3.4
	· There may be a documented poor performance policy.

· There may be records of meetings where poor performance has been addressed. 

· Managers can describe the system for dealing with poor performance.

	5.3.5
	· There are records of meetings, surveys or suggestion schemes asking for feedback and new ideas.

· There may be records of exit interviews and supervision meetings where people are invited to challenge and give feedback and ideas.

· Staff and volunteers can describe how they are encouraged to challenge the way things are done and to develop new ideas.

· Staff and volunteers can give examples of occasions when they have felt that their views and ideas have been valued.  

	5.3.6
	· Results of staff and volunteer satisfaction surveys are available for the last two years.

· Staff and volunteers can confirm that satisfaction is assessed annually.

	5.3.7
	· There are records of meetings where human resource policies and practices have been reviewed.

· Managers can explain how policies and practices fit with the mission, values and overall aim.


	Quality area 6
	Learning and development
	Level 3


There is a well-established culture of learning and continuous improvement, and learning is shared with other organisations. 

	Indicator
	What peer reviewers will be looking for

■
There is a two- to three- year learning and development plan and budget.

■
There are documented systems to encourage innovation and creativity eg individual learning plans, peer support arrangements, or team learning events.

■
Staff and volunteers can describe how innovation and creativity are encouraged.

■
There are records of regular meetings with users, funders, partners and other stakeholders.

■
Staff can describe the how opportunities may arise and are acted on and how this informs their understanding.

■
There are records of a wide range of learning and development events attended by staff and volunteers.

■
There may be records of qualifications and accreditation gained by staff.

■
People can describe how they have access to a wide range of development opportunities and, where appropriate, to relevant qualifications and accreditation.

■
Senior managers and staff can describe the systems the organisations have to share knowledge eg, dissemination of information from events attended, library, mentoring and coaching, internal evaluation and other resource material.

■
People can describe and give examples of how the knowledge management process is reviewed.

■
There are records of attendance at and contribution to conferences and other events where learning can be shared between organisations.

■
There are web-based and printed examples of learning being shared.

■
Staff can give examples of sharing learning within and beyond the sector.

■
There are benchmarking reports.

■
Managers can give examples of quality improvements made as a result of benchmarking.

■
There are records of regular quality self-assessments and action plans covering all parts of the organisation.

■
There is evidence that quality action plans are routinely included in overall operational plans and progress reviews.

■
People can give examples of improvements which have resulted directly from the organisations quality system.What peer reviewers will be looking for

	6.3.1
	· There is a two- to three- year learning and development plan and budget.

	6.3.2
	· There are documented systems to encourage innovation and creativity eg individual learning plans, peer support arrangements, or team learning events.

· Staff and volunteers can describe how innovation and creativity are encouraged.

	6.3.3
	· There are records of regular meetings with users, funders, partners and other stakeholders.

· Staff can describe the how opportunities may arise and are acted on and how this informs their understanding.

	6.3.4
	· There are records of a wide range of learning and development events attended by staff and volunteers.

· There may be records of qualifications and accreditation gained by staff.

· People can describe how they have access to a wide range of development opportunities and, where appropriate, to relevant qualifications and accreditation.

	6.3.5
	· Senior managers and staff can describe the systems the organisations have to share knowledge eg, dissemination of information from events attended, library, mentoring and coaching, internal evaluation and other resource material.

· People can describe and give examples of how the knowledge management process is reviewed.

	6.3.6
	· There are records of attendance at and contribution to conferences and other events where learning can be shared between organisations.

· There are web-based and printed examples of learning being shared.

· Staff can give examples of sharing learning within and beyond the sector.

	6.3.7
	· There are benchmarking reports.

· Managers can give examples of quality improvements made as a result of benchmarking.

	6.3.8
	· There are records of regular quality self-assessments and action plans covering all parts of the organisation.

· There is evidence that quality action plans are routinely included in overall operational plans and progress reviews.

· People can give examples of improvements which have resulted directly from the organisations quality system.


	Quality area 7
	Managing money
	Level 3


The organisation accurately forecasts its finances, and plans its income generation, investment and spending priorities effectively for the longer term. 
	Indicator
	What peer reviewers will be looking for

■
The annual accounts show evidence of repeat or longer-term funding and contracts.

■
There may be records of meetings or correspondence over time indicating well-established relationships.

■
Staff can identify funders, purchasers or donors with whom they have well-established relationships.

■
There is a two- to three- year financial plan which includes strategies for income generation and investment.

■
There are plans for contingencies such as loss of a key source of funding.

■
Senior staff can explain the organisation’s strategies for income generation and how these will develop the organisation and its services.

■
The strategic plan includes strategies for increasing assets, long-term sustainability and future expansion.

■
There are records of meetings where trading or other income generation strategies may have been explored.

■
Managers can describe strategies for long-term sustainability and possible future expansion.

■
The Chair of the Board and those responsible for finances can describe how investments are reviewed to ensure maximum return. 

■
There are records of reviews of working practices to ensure value for money.

■
Benchmarking information and feedback from stakeholders may include questions and information about value for money. 

■
Managers can give examples of changes made to increase value for money.

■
There are Board minutes showing that the quality and value of its auditors, bank and investment services have been reviewed within the last three years.

■
There may be records of competitive tenders or presentations to the Board by different companies.

■
Board members can describe how they review the quality and value of these services.

■
There is a regular documented internal audit including risk assessment.

■
There are documented internal audit reports which are reviewed by the Board and managers.

■
Managers can describe the process and results of internal audit.

■
There are records showing that financial procedures and processes have been reviewed annually.

■
Managers can describe how financial procedures and processes are reviewed.What peer reviewers will be looking for

	7.3.1
	· The annual accounts show evidence of repeat or longer-term funding and contracts.

· There may be records of meetings or correspondence over time indicating well-established relationships.

· Staff can identify funders, purchasers or donors with whom they have well-established relationships.

	7.3.2
	· There is a two- to three- year financial plan which includes strategies for income generation and investment.

· There are plans for contingencies such as loss of a key source of funding.

· Senior staff can explain the organisation’s strategies for income generation and how these will develop the organisation and its services.

	7.3.3
	· The strategic plan includes strategies for increasing assets, long-term sustainability and future expansion.

· There are records of meetings where trading or other income generation strategies may have been explored.

· Managers can describe strategies for long-term sustainability and possible future expansion.

· The Chair of the Board and those responsible for finances can describe how investments are reviewed to ensure maximum return. 

	7.3.4
	· There are records of reviews of working practices to ensure value for money.

· Benchmarking information and feedback from stakeholders may include questions and information about value for money. 

· Managers can give examples of changes made to increase value for money.

	7.3.5
	· There are Board minutes showing that the quality and value of its auditors, bank and investment services have been reviewed within the last three years.

· There may be records of competitive tenders or presentations to the Board by different companies.

· Board members can describe how they review the quality and value of these services.

	7.3.6
	· There is a regular documented internal audit including risk assessment.

· There are documented internal audit reports which are reviewed by the Board and managers.

· Managers can describe the process and results of internal audit.

	7.3.7
	· There are records showing that financial procedures and processes have been reviewed annually.

· Managers can describe how financial procedures and processes are reviewed.


	Quality area 8
	Managing resources
	Level 3


The use of resources and assets supports the organisation’s policy and strategy. The organisation takes action to limit any negative environmental impact.

	Indicator
	What peer reviewers will be looking for

■
There is a register of assets.

■
There is a policy and procedure for disposal and depreciation.

■
There are maintenance records for assets such as premises, equipment and vehicles.

■
Managers can describe how the use of assets, eg, premises and vehicles, is regularly reviewed to ensure their full use or maximum return.

■
There is a plan for accommodation in line with planned organisational changes.

■
Managers can describe the organisation’s future accommodation needs and how these will be met.

■
Managers can describe how new technologies have been assessed and incorporated as appropriate.

■
People confirm that technologies in use are up to date and appropriate for the work. 

■
A wide range of software is used to support all aspects of the organisation’s work, eg, contacts database, publications, website management, statistical analysis, outcome monitoring etc.

■
People confirm that they have access to dedicated IT support.

■
People confirm that they have had the training they need to maximise efficiency and effectiveness through the use of IT, and can give examples of improved efficiency and effectiveness.

■
There is a documented system for knowledge management which identifies individual responsibilities, eg, dissemination of information from events attended, internal library, mentoring and coaching, internal evaluation.

■
People can describe, with examples, how knowledge is managed, recorded and shared.

■
There are records of internal and external meetings discussing ways to reduce environmental impact.

■
There are plans and targets for reducing environmental impact.

■
Managers can give examples of significant steps taken to reduce environmental impact, eg, improvements to the efficiency of buildings, significant reduction in car usage and recycling systems. 

■
There is a documented purchasing policy which reflects the stated values of the organisation.

■
Managers can explain how the purchasing policy reflects the organisation’s values.What peer reviewers will be looking for

	8.3.1
	· There is a register of assets.

· There is a policy and procedure for disposal and depreciation.

	8.3.2
	· There are maintenance records for assets such as premises, equipment and vehicles.

· Managers can describe how the use of assets, eg, premises and vehicles, is regularly reviewed to ensure their full use or maximum return.

	8.3.3
	· There is a plan for accommodation in line with planned organisational changes.

· Managers can describe the organisation’s future accommodation needs and how these will be met.

	8.3.4
	· Managers can describe how new technologies have been assessed and incorporated as appropriate.

· People confirm that technologies in use are up to date and appropriate for the work. 

	8.3.5
	· A wide range of software is used to support all aspects of the organisation’s work, eg, contacts database, publications, website management, statistical analysis, outcome monitoring etc.

· People confirm that they have access to dedicated IT support.

· People confirm that they have had the training they need to maximise efficiency and effectiveness through the use of IT, and can give examples of improved efficiency and effectiveness.

	8.3.6
	· There is a documented system for knowledge management which identifies individual responsibilities, eg, dissemination of information from events attended, internal library, mentoring and coaching, internal evaluation.

· People can describe, with examples, how knowledge is managed, recorded and shared.

	8.3.7
	· There are records of internal and external meetings discussing ways to reduce environmental impact.

· There are plans and targets for reducing environmental impact.

· Managers can give examples of significant steps taken to reduce environmental impact, eg, improvements to the efficiency of buildings, significant reduction in car usage and recycling systems. 

	8.3.8
	· There is a documented purchasing policy which reflects the stated values of the organisation.

· Managers can explain how the purchasing policy reflects the organisation’s values.

	Quality area 9
	Communications and promotion
	Level 3


The organisation is known among key external stakeholders, and all external communications clearly support the organisation’s strategy.
	Indicator
	What peer reviewers will be looking for

■
The communications plan identifies specific objectives for each stakeholder group, including service users, funders, donors, partner organisations and other agencies.

■
The communications plan sets out how relationships will be managed. 

■
There is evidence of a wide range of communication activities, eg, written material, electronic communication, and use of the media.

■
Staff can describe a range of communication activities and give examples of how these are used to manage relationships with stakeholders.

■
There are documented protocols for responding to media and other external contact.

■
Staff can explain the protocols for responding to media and other external contact. 

■
External communications set out the case for support using clear data about outcomes, impacts, value for money and unique selling points.

■
External communications may include benchmarking information showing how the organisation compares with similar organisations.

■
Staff responsible for external communication are clear about the case for support and the organisation’s unique selling points.

■
There is monitoring information recording responses to particular communications. 

■
There are records of feedback or market research, including perceptions of the organisation among potential and actual service users, funders, public policy makers, and the general public.

■
Managers can give examples of how the communications strategy has been changed in the light of monitoring information or market research.

■
There are records of attendance at and contribution to external meetings where public or other agency policy is being discussed.

■
There are records of responses to consultations on issues affecting users.

■
Managers can give examples of steps taken to influence change in public or other agency policy affecting the organisation’s users.What peer reviewers will be looking for

	9.3.1
	· The communications plan identifies specific objectives for each stakeholder group, including service users, funders, donors, partner organisations and other agencies.

	9.3.2
	· The communications plan sets out how relationships will be managed. 

	9.3.3 
	· There is evidence of a wide range of communication activities, eg, written material, electronic communication, and use of the media.

· Staff can describe a range of communication activities and give examples of how these are used to manage relationships with stakeholders.

	9.3.4
	· There are documented protocols for responding to media and other external contact.

· Staff can explain the protocols for responding to media and other external contact. 

	9.3.5
	· External communications set out the case for support using clear data about outcomes, impacts, value for money and unique selling points.

· External communications may include benchmarking information showing how the organisation compares with similar organisations.

· Staff responsible for external communication are clear about the case for support and the organisation’s unique selling points.

	9.3.6
	· There is monitoring information recording responses to particular communications. 

· There are records of feedback or market research, including perceptions of the organisation among potential and actual service users, funders, public policy makers, and the general public.

· Managers can give examples of how the communications strategy has been changed in the light of monitoring information or market research.

	9.3.7
	· There are records of attendance at and contribution to external meetings where public or other agency policy is being discussed.

· There are records of responses to consultations on issues affecting users.

· Managers can give examples of steps taken to influence change in public or other agency policy affecting the organisation’s users.


	Quality area 10
	Working with others
	Level 3


Partnerships are developed for strategic benefit, enhancing the sustainability of the organisation and the effectiveness of services for users. 
	Indicator
	What peer reviewers will be looking for

■
There are records of discussion with national, regional and local agencies about current or new initiatives.

■
Strategic plans include new initiatives developed with national, regional and local agencies.

■
Managers can describe new initiatives being developed with national, regional and local agencies.

■
There are partnership agreements with a range of other agencies.

■
There may be referral records and other written information for users setting out the network of partnership services available.

■
Managers can explain how services for users are co-ordinated with other agencies. 

■
There are minutes of meetings where the potential benefits of sub-contracting and mergers have been assessed.

■
Managers may be able to give examples of the use of sub-contracting or of mergers, where this has been appropriate for the organisation. 

■
Risk assessments, strategic plans or other documents set out exit strategies from all partnership arrangements, including contracts and funding arrangements.

■
There are monitoring and evaluation reports showing the outcomes and value for money of joint-working. 

■
There are records of meetings where the effectiveness and value of joint-working arrangements have been assessed, in particular before such arrangements are renewed or extended.

■
Managers can explain how they assess the effectiveness and value for money of joint-working arrangements.What peer reviewers will be looking for

	10.3.1
	· There are records of discussion with national, regional and local agencies about current or new initiatives.

· Strategic plans include new initiatives developed with national, regional and local agencies.

· Managers can describe new initiatives being developed with national, regional and local agencies.

	10.3.2
	· There are partnership agreements with a range of other agencies.

· There may be referral records and other written information for users setting out the network of partnership services available.

· Managers can explain how services for users are co-ordinated with other agencies. 

	10.3.3
	· There are minutes of meetings where the potential benefits of sub-contracting and mergers have been assessed.

· Managers may be able to give examples of the use of sub-contracting or of mergers, where this has been appropriate for the organisation. 

	10.3.4
	· Risk assessments, strategic plans or other documents set out exit strategies from all partnership arrangements, including contracts and funding arrangements.

	10.3.5
	· There are monitoring and evaluation reports showing the outcomes and value for money of joint-working. 

· There are records of meetings where the effectiveness and value of joint-working arrangements have been assessed, in particular before such arrangements are renewed or extended.

· Managers can explain how they assess the effectiveness and value for money of joint-working arrangements.


	Quality area 11
	Monitoring and evaluation
	Level 3


Monitoring and evaluation are carried out systematically and are integral to all aspects of the organisation’s work. The organisation evaluates its contribution to wider impacts and welcomes greater openness and objectivity in evaluating its performance.

	Indicator
	What peer reviewers will be looking for

■
There is a documented evaluation strategy and framework for all services and activities.

■
Managers can explain how monitoring and evaluation are integrated with other responsibilities including managing services, people, money and communications.

■
There are examples of how evaluation practice is integrated into all aspects of the work of the organisation.

■
There are records of meetings showing that the organisation’s systems, policies and practices are regularly reviewed.

■
All policies and procedures show dates when they were last reviewed.

■
There are records of cost centre analysis.

■
Reviews include an analysis of the costs and income associated with different services.

■
There are minutes of meetings which show how this information is used as a basis for planning.

■
Managers can explain how overheads and other costs are allocated across different cost centres.

■
There are evaluation reports assessing the contribution of the organisation’s outcomes to wider impacts.

■
There may be impact reports to the Board and funders.

■
People can describe how the organisation’s outcomes contribute to wider impacts.

■
There are benchmarking reports which include comparisons of policies, practices and results. 

■
People can describe how they identify and work with similar organisations to benchmark the organisation’s policies, practices and results.

■
There are evaluation reports highlighting outcomes, impacts and other issues affecting users

■
Evaluation findings are shared, eg, via the organisations website and in other publicity materials.

■
There are examples of how these findings are used to influence policy.

■
Staff can explain how these are used to influence public and other policy changes affecting users.

■
There are minutes of meetings showing that the evaluation framework is regularly reviewed.

■
Managers can explain how they ensure that the framework continues to meet the needs of all stakeholders, eg, involvement of stakeholders in the evaluation process.What peer reviewers will be looking for

■
There is a documented evaluation strategy and framework for all services and activities.

■
Managers can explain how monitoring and evaluation are integrated with other responsibilities including managing services, people, money and communications.

■
There are examples of how evaluation practice is integrated into all aspects of the work of the organisation.

■
There are records of meetings showing that the organisation’s systems, policies and practices are regularly reviewed.

■
All policies and procedures show dates when they were last reviewed.

■
There are records of cost centre analysis.

■
Reviews include an analysis of the costs and income associated with different services.

■
There are minutes of meetings which show how this information is used as a basis for planning.

■
Managers can explain how overheads and other costs are allocated across different cost centres.

■
There are evaluation reports assessing the contribution of the organisation’s outcomes to wider impacts.

■
There may be impact reports to the Board and funders.

■
People can describe how the organisation’s outcomes contribute to wider impacts.

■
There are benchmarking reports which include comparisons of policies, practices and results. 

■
People can describe how they identify and work with similar organisations to benchmark the organisation’s policies, practices and results.

■
There are evaluation reports highlighting outcomes, impacts and other issues affecting users

■
Evaluation findings are shared, eg, via the organisations website and in other publicity materials.

■
There are examples of how these findings are used to influence policy.

■
Staff can explain how these are used to influence public and other policy changes affecting users.

■
There are minutes of meetings showing that the evaluation framework is regularly reviewed.

■
Managers can explain how they ensure that the framework continues to meet the needs of all stakeholders, eg, involvement of stakeholders in the evaluation process.What peer reviewers will be looking for

■
There is a documented evaluation strategy and framework for all services and activities.

■
Managers can explain how monitoring and evaluation are integrated with other responsibilities including managing services, people, money and communications.

■
There are examples of how evaluation practice is integrated into all aspects of the work of the organisation.

■
There are records of meetings showing that the organisation’s systems, policies and practices are regularly reviewed.

■
All policies and procedures show dates when they were last reviewed.

■
There are records of cost centre analysis.

■
Reviews include an analysis of the costs and income associated with different services.

■
There are minutes of meetings which show how this information is used as a basis for planning.

■
Managers can explain how overheads and other costs are allocated across different cost centres.

■
There are evaluation reports assessing the contribution of the organisation’s outcomes to wider impacts.

■
There may be impact reports to the Board and funders.

■
People can describe how the organisation’s outcomes contribute to wider impacts.

■
There are benchmarking reports which include comparisons of policies, practices and results. 

■
People can describe how they identify and work with similar organisations to benchmark the organisation’s policies, practices and results.

■
There are evaluation reports highlighting outcomes, impacts and other issues affecting users

■
Evaluation findings are shared, eg, via the organisations website and in other publicity materials.

■
There are examples of how these findings are used to influence policy.

■
Staff can explain how these are used to influence public and other policy changes affecting users.

■
There are minutes of meetings showing that the evaluation framework is regularly reviewed.

■
Managers can explain how they ensure that the framework continues to meet the needs of all stakeholders, eg, involvement of stakeholders in the evaluation process.What peer reviewers will be looking for

	11.3.1
	· There is a documented evaluation strategy and framework for all services and activities.

· Managers can explain how monitoring and evaluation are integrated with other responsibilities including managing services, people, money and communications.

	11.3.2
	· There are examples of how evaluation practice is integrated into all aspects of the work of the organisation.

· There are records of meetings showing that the organisation’s systems, policies and practices are regularly reviewed.

· All policies and procedures show dates when they were last reviewed.

	11.3.3
	· There are records of cost centre analysis.

· Reviews include an analysis of the costs and income associated with different services.

· There are minutes of meetings which show how this information is used as a basis for planning.

· Managers can explain how overheads and other costs are allocated across different cost centres.

	11.3.4
	· There are evaluation reports assessing the contribution of the organisation’s outcomes to wider impacts.

· There may be impact reports to the Board and funders.

· People can describe how the organisation’s outcomes contribute to wider impacts.

	11.3.5
	· There are benchmarking reports which include comparisons of policies, practices and results. 

· People can describe how they identify and work with similar organisations to benchmark the organisation’s policies, practices and results.

	11.3.6
	· There are evaluation reports highlighting outcomes, impacts and other issues affecting users

· Evaluation findings are shared, eg, via the organisations website and in other publicity materials.

· There are examples of how these findings are used to influence policy.

· Staff can explain how these are used to influence public and other policy changes affecting users.

	11.3.7
	· There are minutes of meetings showing that the evaluation framework is regularly reviewed.

· Managers can explain how they ensure that the framework continues to meet the needs of all stakeholders, eg, involvement of stakeholders in the evaluation process.


	Quality area 12
	Results
	Level 3


The organisation’s performance and outcomes improve over time and individual satisfaction and performance levels are high. The organisation is sustainable, and shows continuous improvements. It has a high profile and can demonstrate its contribution to wider positive social, economic and environmental impacts.

	Indicator
	
	What peer reviewers will be looking for

	User results

	12.3.1
	· Outcomes and user satisfaction reports for the past two years show achievement of targets for that period.

	12.3.2
	· Benchmarking reports show that the organisation’s performance compares favourably with those of other organisations.

	12.3.3
	· Outcomes and user satisfaction reports over the last two years show that outcomes and user satisfaction are improving.

	People results

	12.3.1
	· Benchmarking reports show that staff and volunteer turnover rates are comparatively low.

· Records of staff turnover show retention is high.

	12.3.2
	· Records show that staff and volunteers have gained relevant professional and other qualifications needed for their work.

· Staff and volunteers confirm that they have had opportunities to and have gained any necessary qualifications.

	12.3.3
	· Staff and volunteer satisfaction results over the last two years show that satisfaction remains high or is improving.

	Organisational results

	12.3.1
	· Financial forecasts show that funding has been secured for at least the current year and that a range of funding sources has been identified for future years, including some repeat funding.

· Board members and senior staff can explain why they are confident that funding is secure for the foreseeable future.

	12.3.2
	· Market research shows that the organisation has a high profile.

· Market research among service users, funders, commissioners and partner organisations shows that the organisation is viewed as a leader in its field.

	12.3.3
	· Benchmarking reports and feedback from stakeholders show that the organisation offers excellent value for money compared with other similar organisations.

	12.3.4
	· There are reports which show improvement trends in key activities over a period of two years or more.

	12.3.5
	· Progress reports against action plans based on risk assessments show that planned actions have been completed or are in progress.

	12.3.6
	· Self- and external quality assessments over the last two or more years show that quality has improved consistently over the period.

· Evaluation and quality assurance review reports demonstrate improvements over more than one year.

· Managers can provide examples of improvements.

	Community results

	12.3.1
	· Staff are able to give examples of changes in the policy and practice of other agencies as a result of the work of the organisation.

· There may be evaluation reports or impact reports showing benefits to other agencies and users.

	12.3.2
	· Reports on the use of resources and other savings over the last two years show continued improvements.

	12.3.3
	· Reports show how the work of the organisation has contributed to wider positive social, economic or environmental impacts.

· There may be research reports and stakeholder surveys.
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People


The term ‘people’ is used throughout PQASSO and this document. ‘People’ generally refers to staff and volunteers. Where Board members are to be included in the scope of the indicator, this will be spelt out in the guidance as ‘Board members, staff and volunteers.’ 
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