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Quality Management: Client Information

Supporting clients through quality, safety and continuous improvement

Educational Case Management Pty Ltd (ECM) uses a Quality Management System to support safe,
consistent, participant-centred services. This system is designed to help ensure services are well managed,
regularly reviewed, and improved over time.

ECM’s quality approach is focused on:

. participant rights, dignity, choice, independence and wellbeing
. alignment with NDIS Practice Standards and Quality Indicators
. alignment with ISO 9001:2015 quality management principles

. ongoing monitoring, auditing, feedback and improvement

What this means for clients

ECM’s quality system is intended to make sure services are safe, respectful, responsive and accountable.
For clients, this means:

« services should be delivered in a way that supports rights, dignity and wellbeing

« quality is not left to chance; it is monitored through audits, reviews, feedback and evaluation

« concerns, risks, complaints and improvement opportunities are meant to be identified and addressed
« service delivery is supported by clear procedures, records and governance systems

ECM’s policy states that quality management supports:
« participant-centred care

« continuous improvement

« evidence-based practice

o risk-based thinking

« organisational accountability and sustainability

What clients can expect

Participant-centred care
ECM states that services will prioritise participant rights, dignity, choice, independence and wellbeing. This
means quality is not only about compliance, but also about the client experience and outcomes.

Safe and effective services

The Quality Management System is intended to support:
« safe, ethical and effective service delivery

« appropriate monitoring of service quality



o clear documentation and record keeping
« review of participant outcomes and operational performance

Staff responsibilities

The policy says all personnel are responsible for:

« following organisational procedures

e participating in continuous improvement activities
« reporting incidents, risks or concerns

o maintaining professional and ethical standards

o upporting participant-centred outcomes

How ECM improves quality over time
ECM describes quality improvement as an ongoing cycle. This includes:

1. Monitor performance
Management and staff monitor:
o service delivery

o compliance

o participant outcomes

o documentation quality

2. Gather feedback
Feedback is collected from:
o participants

o families

o staff

o stakeholders

3. Identify risks and improvements
Improvement opportunities are documented and assessed. These may come from audits, incidents,
complaints, feedback, risk reviews or trend analysis.

4. Implement corrective actions
Improvement plans are developed with:
« responsibilities

o timeframes

e monitoring arrangements

5. Review outcomes

Management reviews effectiveness through:

« audits

o meetings

o data analysis

o participant outcomes

This cycle is designed to help ECM keep improving service quality over time.

Feedback and client voice

ECM’s policy says participant and stakeholder feedback is an essential part of quality improvement.
Feedback may be gathered through:

e surveys

o Survey Monkey questionnaires

« one-on-one consultations



« complaints processes
» team meetings
e participant reviews

According to the policy, feedback is used to:
» improve services

o identify trends

 address concerns

« enhance participant outcomes

« inform organisational planning

Risk, safety and accountability
ECM’s policy says it applies a risk-based approach to quality management.

Risks considered may include:
o participant safety risks

o operational risks

« clinical risks

« information security risks
» workforce risks

« compliance risks

o reputational risks

The policy also states that internal audits may assess:
o service delivery compliance

« documentation standards

+ information management

o privacy and confidentiality

« incident management

o staff competency

o NDIS compliance

o ISO 9001 alignment

o cybersecurity and information security controls

This helps support a safer and more accountable service environment.

Monitoring, auditing and review

The policy says ECM reviews the effectiveness of its Quality Management System through:
« internal audits

» management review meetings

o participant outcome analysis

 risk reviews

o feedback analysis

o compliance monitoring

o corrective action tracking

Formal review activities are identified for January, July and December to support planning, auditing,
compliance and service improvement.




Records and documentation

ECM states that it will maintain records relating to:
o internal audits

» feedback and complaints

o risk assessments

e corrective actions

o staff training

o policy reviews

e meeting minutes

» improvement activities

Records are intended to be securely stored and retained in line with organisational requirements.

Why this matters to clients

A strong quality management system can help clients feel more confident that:
« services are being monitored and reviewed

« feedback can lead to change

« risks and concerns are meant to be identified and managed

« staff are expected to work within clear standards and responsibilities

o the organisation is committed to continuous improvement

In plain language, the policy shows that ECM aims to build quality into everyday practice rather than treating
it as a one-off task.




