	Standard Nursing

Quality Assurance Policy



Policy Statement

The Agency is a quality driven organisation and has established an infrastructure and culture that places quality at the centre of all organisational activity. As part of the Agency’s commitment to quality it has adopted a Quality Management System that has gained BSEN ISO 9001: 2000 certification specifically focused to the healthcare sector.

Quality systems, a willingness to act on customer feedback and a cultural commitment to continuous improvement underpins the way in which all aspects of the business is run.

Policies & Practices

A systematic approach to reviewing the Agency’s practices and procedures is undertaken on an annual basis. As part of this annual review, the senior nurse manager leads on issues relating to clinical and medical efficacy whilst the office manager adapts and refines support services to enhance customer care. 

As part of the review process, client feedback, to each agency worker on their individual performance complaint trends and staff suggestions are fully taken account of in continually seeking to improve the quality of service and services delivered by the Agency. The BSEN ISO 9001 quality standard provides the benchmark by which all proposed service enhancements are measured.  Clear guidelines for qualified and unqualified agency workers are stated in the Agency’s policy in accordance with the NMC guidelines for the assistance and administration of medicine.  All Agency workers are supplied with this information.

People

The Agency recognises that the quality of service offered is principally dictated by the quality of staff it employs. The motivation and management of staff is therefore seen as key in maintaining and enhancing quality. Staff have easy access to handbooks and procedures, are encouraged to work and attain professional standards, are clear about the expectation of their role and empowered to challenge as part of the culture of ‘continuous improvement’.
The agency has a procedure to analyse and identify any patterns of complaints which are followed up and used to improve the standard of care.
The Agency has a range of key policies that provides the framework by which it aims to achieve the above aspirations:

· Recruitment

· Induction

· Appraisal 

· Training & development
· Complaints and investigation of poor performance of agency workers.
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