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Service Quality:  How to measure it and how to get it
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This presentation describes an evidenced based, quality improvement and outcome evaluation system.  Derived from basic principles of Organizational Behavior and Total Quality Management, each of the systems four components are described and illustrated through example, including objectively defined process and outcome standards, acceptable performance monitoring, staff training, and performance feedback to assure improvement and maintenance.  Special emphasis is placed on measuring quality of life outcomes for an agency’s service recipients.  A simple “recipe” is offered to guide an agency in system development and implementation.  Finally, an available on-line capability is described making possible unprecedented transparency in service provision.
