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1554 Guidelines on Service Quality

Guideline 1. Developing a service quality framework

The service quality framework should define the business boundaries for the one-size-fits-all
approach through te a differential response approach based on identified needs and wants.

Structure

= The service quality framework should take account of applicable laws and legal instruments
that impact secial security delivery including:

*  Service standards enshrined in social security law;
®  Privacy laws and guidelines;
*  Freedom of information principles;
*  Human rights legislation and polices:
*  Finandal regulations governing investmeants, collections and payment distribution:
®  Electronic fransaction laws;
*  dentity laws:
*  Mutuzl obligations.
= The framewark should be designed according to the institutional mandate {refer to the 1554
Guidelines on Good Governance).
Mechanism

= The board and management should establish a formal project with a farmally appointed project
managar reparting directly to a senior executive or senior exacutive steering group, to develop
the framewark_

=  The board and management should consider investments across the full spectrum of its
operations, ranging from staffing, training, ICT, property, publishing, marketing. public
ralations, etc. Thase investmants need to be justified in terms of the expected business returns
and improved sacial outcomes.

= The management should consider publishing a service charter detailing what it i committing
to deliver. The service charter is a living document that should be updated zs an institution’s
capacity and capability grow.

= The board should regularly review progress on the dewelopment and implementation of the
service guality framewaork within the appropriate committess.

= The board and management should raise 2 new project with executive-lzvel sponsorship and a
dedicated project manager when the framework needs updating as a result of:
*  Significant change ta the business madel of the institution such as the introduction of 2

major |CT change leading to increased automation or @ machinery of government change
{merging or splitting the organizations functions to another agency);
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The Pillars & Actions

e

H;

Delivering for Our Innovating for Developing Our
Public Our People and
Future Organisations
1. Digital delivery
2. Customer service 6. Innovation 12. Strategic HRM
3. Accessibility 7. Data 13, Workforce planning
4. Communications & 8. Strategic planning 14. Professional development
engagement 9. Collaboration 15. Performance management

5. Efficiency & effectiveness 10. Project management 16. Equality, diversity &

11. Evidence & evaluation inclusion
17. Employee engagement

18, Culture & values

Source: https://www.ops2020.gov.ie/what-is-ops2020/overview/



http://www.ops2020.gov.ie/what-is-ops2020/overview/
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Client
and family
partnerships

Leadership
and Workforce
culture

BU!Jolguow -’

Risk Best
management proctice

Source: https:/iwww2.health.vic.gov.au/mental-health/practice-and-service-quality
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Organisational
Governance

Health and Clinical

Safety Governance

Continuous . Planning and
Improvement N at| on al Engagement

Quality
Framework

Collaboration
Compliance and
Partnerships

Workforce,
Information Development
Systems and Clinical
Practice

Source : https://www.health.gov.au/sites/default/files/documents/2019/12/national-quality-framework-for-drug-and-alcohol-treatment-services_0.docx
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The Treasury’s Living Standards Framework

To help us achieve our vision of working towards higher living standards for New Zealanders, we developed
the Living Standards Framework. Our Living Standards Framework provides us with a shared understanding

TE TAI OHANGA R g 7 : A %
of what helps achieve higher living standards to support intergenerational wellbeing.

THE TREASURY

Our work is focussed on promoting higher living standards and greater intergenerational wellbeing for New Zealanders.
These require the country's Four Capitals — human, social, natural and financial/physical - to each be strong in their own right and to work well together.

Distribution

] . s . - 5 .
2 The Four Capitals (natural, human, social, and financial and physical) The 12 Domains of
K are the assets that generate wellbeing now and into the future current wellbeing
: 2 g i S A : : reflect our current understanding
Looking after intergenerational wellbeing means maintaining, nourishing, and growing the capitals of the things that contribute to how
New Zealanders experience wellbeing
= o~ Civic engagement and
Natural Capital G5P= NE & S
All aspects of the natural environment The capabilities and capacities of people @ Cultural identity
that support life and human activity. to engage in work, study, recreation,
Includes land, soil, water, plants and and social activities. Includes skills, (& Environment
animals, minerals and energy resources. knowledge, physical and mental health @ Haalh
[}
o
3 0 . Q Housing
o 7 : @ Financial and % !
ﬁﬁm Social Capital é s 0.3 m Physical Capital sl @ Income and consumption
The norms, rules and institutions that Financial and human-made (produced) & Jobsand eamings
influence the way in which people live physical assets, usually closely associated 3
and work together and experience a with supporting material living conditions. ? Knowledge and siilts
sense of belonging. Includes trust, Includes factories, equipment, houses, A% Time use
reciprocity, the rule of law, cultural roads, buildings, hospitals, financial
and community identity, traditions and securities. Safet securt
@ customs, common values and interests. m and
o m Social connections
=
© oo :
5 x Subjective wellbeing
c
)
o
o
= [
E

prompts us to consider how resilient the Four Capitals are in the face of change, shocks, and unexpected events

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/198836/National_Service_Framework for_Diabetes.pdf
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