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Service Area Self Assessment
Suggested Service Area Reviews

Service Area reviews are an important part of the emergent self assessment model which is part of the new quality assurance system which is being implemented in the sector.  These service area review meetings are a first step in the self assessment process, and they will be followed by further continuous improvement activity in service teams, including development of action plans.
 
The overall focus for service area reviews will be:
· Actions from the previous review(s) and internal audits 
· Customer service - both internal and external customers 
· Implementation of specific institutional strategies such as Maori and Sustainability Strategic Frameworks 

The focus of the review will not just be on what the service area is doing but will also include identification of what might be impeding good performance in the focus areas, and what the institution might do to better support the service area.  We are interested in identifying good practice as well as areas for improvement, and whether or not there are staff capability issues relevant to the effectiveness of the service area.  
 The expected outcomes from the review process will be action points for either retrospective inclusion in the current business plans, or for the following year’s business plans.
 
Questions for consideration:
 Customer Service
Focus:  the best possible level of customer service
· who are our customers?  What do they need from us? 
· are we meeting their needs?  How do we know? 
· what are the priorities for positive change? 
· what positive changes have been made in the last 12 months? 
· what is getting in the way of an improved level of service eg systems, support, staff capability, guidance)
Sustainability
Focus:  walking the talk:  the institution as a sustainable organisation
· what does it mean to be a "sustainable practitioner"? 
· what practices are sustainable/not sustainable?  How do you know? 
· what are the priorities for positive change? 
· what positive change has been made in the last 12 months? 
· what is getting in the way of sustainable practice (eg systems, guidance, staff capability)
Maori Strategic Framework (MSF)
Focus:  a learning environment that embraces Maori
· what are the implications of the Maori Strategic Framework for your area? 
· what are the priorities for positive change? 
· what positive changes have been made in the last 12 months to create a better learning environment for Maori? 
· what is getting in the way of the service area making a positive contribution to create a better learning environment for Maori?

Note to Managers
It is intended that the meetings be a discussion, and we are happy for managers to be accompanied by as many staff as the manager wants to participate.  Do try and have some prior discussion with staff around the focus of the meetings.  Please provide this outline of the meeting to those who you expect to be present at the meetings.
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