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[bookmark: _Toc525203705]Introduction
[bookmark: _Toc525203706]Background to the Quality Framework: Supporting Persons with Disabilities to achieve Personal Outcomes
The HSE is undertaking a major reform of services for persons with a disability entitled Transforming Lives. At the heart of this reform is to support persons with a disability to live a life of their own choosing in the community, and to make services genuinely person-centred. The approach is a move from organisation-led services to community and individualised supports, which focus on the achievement of meaningful personal outcomes. 
Focusing on Personal Outcomes
The focus on outcomes is an essential part of the recommended service delivery framework under Transforming Lives. Following research and consultation by the National Disability Authority, including literature on outcome measurement and experiences from other jurisdictions,[footnoteRef:1] the Department of Health and the HSE approved nine outcome domains for Irish disability services for adults.  [1:  Further detail is set out in the NDA paper on Outcomes for Disability Services – http://nda.ie/Publications/Disability-Supports/NDA-paper-on-outcomes-for-disability-services.html] 

The outcome domains reflect widely recognised aspects of quality of life, that is, they cover aspects of life that are important to all people, which include having valued roles, meaningful activities,[footnoteRef:2] and connections with family, friends and community. The quality of life outcome domains align with the United Nations Convention on the Rights of Persons with Disabilities (UNCRPD), the HIQA Standards for Residential Services and the HSE Interim Standards for New Directions.  [2:  Meaningful activities are the activities desired and chosen by all people. They include purposeful and meaningful work; skills development; educational activities and community inclusion activities. For an individual person, meaningful activities should directly link to his/her vision, goals, and desired outcomes.  ] 



The nine quality of life outcome domains are as follows: 
The persons who use disability services:
1. Are living in their own home in the community
2. Are exercising choice and control in their everyday lives
3. Are participating in social and civic life
4. Have meaningful personal relationships
5. Have opportunities for personal development and fulfilment of aspirations
6. Have a job or other valued social roles
7. Are enjoying a good quality of life and well-being
8. Are achieving best possible health
9. Are safe, secure and free from abuse
Personal Outcomes and Person-centred Planning 
Person-centred planning is a process that supports and enables a person to make informed choices about how they want to live their life, now and in the future. It supports the person to identify their dreams, wishes and goals, and what is required to make those possible. Person-centred planning requires the supports available to be responsive to the person and focus on the outcomes they want to achieve.
The purpose of using an outcomes framework is to focus disability services on person-centred planning and individualised supports, so that persons with disabilities can make progress towards attaining their individual goals. An outcomes-based approach means that an organisation focuses on the individual goals that a person has in the various outcome domains and provides the supports and opportunities needed so that the person achieves what is important to him/her.
The HSE has developed a ‘National Framework for person-centred planning in Services for Persons with a Disability’, to inform and guide the implementation of person-centred planning across services for persons with a disability in Ireland. This framework notes that in person-centred planning, the nine quality of life outcome domains may be a useful reference point to support a person to set their goals, and to understand how working towards these goals may lead to positive outcomes. It also notes that person-centred organisational culture, structures and processes strongly influence the quality of the person-centred planning process and the achievement of personal outcomes.
Individualised Supports to attain Personal Outcomes
Consultations with persons with disabilities confirmed that they considered the nine outcome domains the important ones in order to have a good life. They also highlighted their need to access the supports necessary for them to attain their goals in these outcome domains. This is in keeping with both research and practice, which increasingly stress the importance of appropriate individualised supports to attain personal outcomes. 
[bookmark: _Toc525203707]The Research Evidence underpinning this quality framework
The National Disability Authority carried out a review of the literature on developing disability services, focusing on disability-system and service-level research and on the predictors of outcomes for persons with disabilities. The literature review included searches across available databases, Google searches and searches of government websites. The National Disability Authority also communicated with informants in Ireland and internationally on developments in disability services.  The report on the research informing this quality framework is published separately.
The learning from this research on developing disability services including efforts to improve quality, transform services, measure outcomes, and identify the predictors of outcomes, informed the development of a Draft Quality Framework to support disability service providers to focus services and supports on achieving meaningful personal outcomes. 
Following consultations on the Draft Quality Framework in May 2018, with service providers and persons who use services and supports, Working Group 4 revised and finalised the Quality Framework: Supporting Persons with Disabilities to achieve Personal Outcomes.
[bookmark: _Toc525203708]Why has this quality framework been developed?
The interplay between individualised services and supports and the achievement of personal outcomes is extremely important and is the focus of this quality framework. It was developed to identify the elements of services and supports that facilitate the achievement of outcomes by adults with disabilities. For example, these elements include person-centred planning, at the individual level, and leadership that promotes a culture of person-centredness, at the organisational level. In this quality framework, the elements of services and supports that facilitate the attainment of personal outcomes are called outcome predictors.
[bookmark: _Toc525203709]Outcomes Measurement in Disability Services
The purpose of outcome measurement determines what kind of indicators are suitable to assess. Therefore, it is crucial to be clear about the purpose of outcome measurement from the outset. Outcomes can be measured at different levels, including:
the individual level, to support person-centred planning, and track a person’s progress towards achieving their individual goals
the service level, to support continuous quality improvement, for example by aggregating individual outcomes at the service level and evaluating the presence and quality of supports that predict outcomes (outcome predictors)
the national level, to evaluate service performance, by collecting data on objective and subjective indicators related to quality of life
The outcome predictors identified in this quality framework should support service providers to focus on continuous quality improvement, by establishing person-centred and personal outcomes approaches, and evaluating the presence and quality of supports that predict personal outcomes. 
Review of quality assurance systems
The quality framework should enable service providers and the HSE to ensure that the quality systems employed within disability services focus on the achievement of outcomes for the persons who use those services. To support this, the National Disability Authority carried out a review of five quality assurance systems currently in use in Ireland[footnoteRef:3]. The review looks at the extent to which each quality assurance system addresses the outcome predictors in this quality framework. This review will be published separately. [3:  The five quality assurance systems reviewed were Commission on Accreditation of Rehabilitation Facilities (CARF), The Council on Quality and Leadership (CQL), European Foundation for Quality Management (EFQM), European Quality in Social Services (EQUASS), and Practical Quality Assurance System for Small Organisations (PQASSO).] 

[bookmark: _Toc525203710]What is the scope of this quality framework?
This Quality Framework is relevant for all services for adults with a disability, including day, residential, home and community services. It aims to support disability service providers to focus services and supports on achieving meaningful personal outcomes. The outcome predictors identified in this quality framework should inform and guide continuous quality improvement, aimed at providing outcomes-focussed services and supports.
It is acknowledged that while some persons with disabilities use services and supports daily, others may only engage with services and supports for a few hours a week or on an intermittent basis. As a result, every outcome predictor may not be relevant to every person who uses services and supports and may not apply to every service provider. 
[bookmark: _Toc525203711]A person-centred approach when using this quality framework
When using this quality framework, organisations should take a person-centred approach. For example, access to transport is an outcome predictor in the quality framework, as it enables access to education, training, work, and social and civic activities. However, depending on a person’s needs and wishes, the type of support to access transport might range from information and advice on buying an accessible vehicle, to accessing supports to use public transport independently, to having access to an adapted accessible means of transport. 
It is recognised that a person’s family, friends, community groups, education providers and government agencies, have an important role to play in supporting individuals to meet their goals and achieve a good quality of life. Engaging and working in partnership with these parties is also part of a person-centred approach and is an outcome predictor in this quality framework.
The quality framework is aligned with the United Nations Convention on the Rights of Persons with Disabilities, HIQA Standards for Residential Services, HSE Interim Standards for New Directions and the HSE National Framework for Person-Centred Planning.


[bookmark: _Toc525203712]The Values and Principles underpinning this Quality Framework 
This quality framework identifies a range of outcome predictors, which are the elements of services and supports that facilitate the achievement of personal outcomes by adults with disabilities. 
The outcome predictors are dependent on services translating values and principles into practice at the individual, organisational and systems level. 
The values and human rights principles underpinning the quality of life outcome domains, the achievement of personal outcomes and this quality framework are as follows:
Respect for the inherent dignity of the person
Person-centeredness
Equality; inherent equality of all regardless of difference, non-discrimination[footnoteRef:4], respect for difference, equal rights, equality of opportunity, equality of men and women [4:  The goal of the non-discrimination principle in the UNCRPD is to ensure that all existing rights are equally effective for persons with disabilities. Comparative law throughout the world adds the obligation of ‘reasonable accommodation’ in the context of disability.  Most comparative law deems failure to achieve reasonable accommodation as discrimination. Quinn, G (2007) The UNCRPD https://www.ihrec.ie/download/doc/gquinn.doc] 

Individual autonomy/self-determination – this demands that the person is at the centre of all decisions affecting him/her and that everyone takes seriously the person’s right to make all his/her own decisions. It involves putting in place mechanisms that support autonomy and empowerment 
Inclusion and participation in society, active citizenship
Solidarity, which requires society to sustain the freedom of each person with appropriate social supports
Safety, freedom from abuse
Accessibility[footnoteRef:5] [5:  The UNCRPD defines accessibility as a general principle in Article 3 and a stand-alone right in Article 9. Dimensions of accessibility include physical accessibility, information and communication accessibility, institutional accessibility and economic accessibility.] 

Outcome-oriented services and supports
Accountability
Clear leadership and management
Planning and using resources effectively
Partnership working
Quality
[bookmark: _Toc525203713]Values-based practice is central to attaining Outcomes 
The values and principles set out above are central to attaining outcomes, and organisations must put them into practice, in order to provide person-centred services, that support persons with disabilities to achieve personal outcomes. Operationalising values and principles as practical criteria for decision-making and behaviour means that staff must learn to incorporate them into their attitudes and behaviour, including the way they provide services and supports.
There are different ways of approaching values-based practice and each organisation must work out how they will approach and attain it. Recommended approaches for developing values-based practice include the following:[footnoteRef:6]  [6:  Ministry of Health New Zealand (2011) Values-based Practice https://www.tepou.co.nz/uploads/files/resource-assets/Position-Paper-Values-based-practice.pdf] 

Person-centred perspective: the first source of information in any situation is the perspective of the person concerned
Good communication skills, such as active listening skills and the ability to explore values through discussion are crucial, in order to come to a balanced view
Values-based decisions: an understanding that all decisions should rest on values as well as facts
Partnership approach: values-based practice is a partnership where the persons supported and those providing services and supports work together to make decisions.
Attention to language: awareness of values can be developed through careful attention to the use of language in context 
[bookmark: _Toc525203714]The Structure and Content of this Quality Framework 
The elements of services and supports that facilitate the achievement of personal outcomes are arranged in two parts in this quality framework – those that apply at the individual level and those that apply at the organisational level. 
[bookmark: _Toc525203715]Outcome Predictors at the Individual Level
Outcome Predictors are the elements of services and supports, which enable persons with disabilities to attain goals that are important to them. At the individual level, the outcome predictors are set out under four Themes. Under each of these Themes, the quality framework describes a range of outcome predictors. The four Themes are:
Individualised and Effective Service and Supports
Safe Services and Supports
Health
Development
The outcome predictors at the individual level are written from the person’s point of view, as the focus of these predictors is on the individual.
Many of the outcome predictors at the individual level refer to having access to supports and opportunities, ‘in line with my needs and wishes’. This is to reflect that the persons who use services and supports are diverse, and that services and supports should be person-centred and individualised.
[bookmark: _Toc525203716]Outcome Predictors at the Organisational Level
Outcome predictors at the organisational level are set out under four themes. Under these themes, the quality framework outlines what is required at the organisational and systems level to enable persons with disabilities to attain goals that are important to them. The four themes are: 
Strategic and Practice-based Leadership
Governance, Management and Use of Resources
Responsive Workforce 
Outcome Measurement
The outcome predictors at the organisational level are written from the organisation’s point of view, as the focus of these predictors is on the organisation.
Figure 1 below illustrates how this quality framework is structured.
Figure 1: Structure of the Quality Framework: Supporting Persons with Disabilities to achieve Personal Outcomes
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[bookmark: _Toc514237785][bookmark: _Toc525203717]Summary of the Outcome Predictors
[bookmark: _Toc525203718]Themes One to Four – Outcome Predictors at the Individual Level
[bookmark: _Toc514237786][bookmark: _Toc525203719]Theme 1, Individualised and Effective Services and Supports
1. I am treated with dignity and respect.
2. My rights are respected and I have opportunities and supports to understand and exercise my rights and responsibilities, in line with my needs and wishes.
3. My privacy is promoted and respected.
4. I have access to information that is accessible to me, in line with my needs and wishes.
5. I have access to supports and opportunities to advocate for myself, in line with my needs and wishes.
6. My autonomy is respected, and I have access to supports and opportunities to make informed decisions and choices, in line with my needs and wishes.[footnoteRef:7] [7:  The people who support me with making informed decisions and choices are mindful of the provisions of the Assisted Decision Making (Capacity) Act, 2015.] 

7. I have access to support and opportunities to maintain and develop meaningful relationships with my family, in line with my needs and wishes.
8. I have access to support and opportunities to maintain and develop meaningful relationships and social networks, in line with my needs and wishes.
9. I have access to person-centred, individualised and flexible services and supports that respond to my needs, wishes and goals.
10. Through the person-centred planning process, I am supported to achieve goals that are important to me, in line with my needs and wishes.
11. I have access to transport, in line with my needs and wishes.
12. I have access to aids and appliances, assistive technology and information and communications technology, in line with my needs and wishes.
13. I have access to physically accessible services and supports.
14. I have access to advocacy services, including an independent advocate of my choice, in line with my needs and wishes. 
15. I have access to person-centred home and community-based supports that promote my autonomy and self-determination and my participation in community activities, in line with my needs and wishes.
16. I have meaningful choice over where to live, and who to live with, in line with my needs and wishes. This includes access to small, community-based living arrangements or living on my own.
17. I am supported by people who know me well, and understand how I communicate.
18. I have access to Active Support[footnoteRef:8], in line with my needs and wishes. [8:  Active Support is a person-focussed intervention that aims to improve a person’s quality of life by increasing opportunities to participate in all types of activities of daily life with appropriate supports. ] 


[bookmark: _Toc514237787][bookmark: _Toc525203720]Theme 2, Safe Services and Supports
19. I am protected from abuse.  
20. My environment is secure, safe and predictable, in line with my needs and wishes. 
21. I enjoy consistency in the services and supports that I use, in line with my needs and wishes.  

[bookmark: _Toc514237788][bookmark: _Toc525203721]Theme 3, Health
22. I have access to information and support to maintain and improve my health, in line with my needs and wishes.
23. I have access to supports and opportunities to make informed decisions and choices about my health and well-being and to manage any long-term conditions that I have, in line with my needs and wishes. 
24. I have access to support to become emotionally resilient and to have a strong sense of my identity and well-being, in line with my needs and wishes.

[bookmark: _Toc514237789][bookmark: _Toc525203722]Theme 4, Development
25. I have access to opportunities and supports for education, training and employment, in line with my need and wishes. 
26. I have access to local community facilities, in line with my needs and wishes.
27. I have access to opportunities and supports to maintain and develop valued social roles in the community, in line with my needs and wishes. 
28. I have access to supports and opportunities to maximise my independence, in line with my needs and wishes.
[bookmark: _Toc525203723]Themes Five to Eight – Outcome Predictors at the Organisational Level
[bookmark: _Toc525203724]Theme 5, Strategic and Practice-based Leadership 
29. Our organisation benefits from strategic leadership that ensures the development of a culture of person-centredness in our organisation and the development of outcomes-focussed services and supports.
30. Our organisation benefits from strategic leadership that understands the principles of change management and promotes continuous quality improvement.
31. Our organisation promotes and supports practice-based leadership.

[bookmark: _Toc525203725]Theme 6, Governance, Management and Use of Resources
32. Our organisation implements values-based policies, which are policies based on the values and principles of person-centred, outcomes-focussed services and supports. 
33. Our organisation establishes the best possible processes for making and implementing decisions.
34. Our organisation identifies community-based resources that can support the achievement of personal outcomes and engages with community and other agencies around improving and promoting access for persons with disabilities.
35. Our organisation aligns services and supports and resource allocation with desired personal outcomes. 
36. Our organisation recognises that involving persons with disabilities and their families and advocates is key to achieving the organisation’s priorities of delivering person-centred and outcomes-focussed services and supports.
37. Our organisation has management monitoring processes, including quality improvement, to evaluate the quality and culture of services and supports. 


[bookmark: _Toc525203726]Theme 7, Responsive Workforce
38. Our organisation has effective human resource management systems that support our culture and values, and effective person-centred practices.
39. Our organisation has effective workforce recruitment practices and ensures sufficient and sustainable staffing at all times, including the appropriate skill mix.
40. Our organisation has a robust system of staff development. 

[bookmark: _Toc525203727]Theme 8, Outcome Measurement 
41. Our organisation uses outcome measurement at the individual and organisational levels to continually deliver and improve outcomes-focussed services and supports.
42. Our organisation dedicates time to develop outcome measurement tools that are meaningful and measure the outcomes that are important to the persons who use our services and supports.


[bookmark: _Toc514164895][bookmark: _Toc525203728]Guidance on how to implement each Outcome Predictor
The outcome predictors in this quality framework are the elements of services and supports that facilitate the achievement of outcomes by adults with disabilities. This section gives some examples on what these services and supports look like in practice. 
[bookmark: _Toc525203729]Themes One to Four – Guidance on Outcome Predictors at the Individual Level
[bookmark: _Toc525203730]Theme 1, Individualised and Effective Services and Supports
1. I am treated with dignity and respect.
The people who support me show me warmth, empathy and consideration in all interactions.
The people who support me take the time needed to develop a respectful and empathic relationship with me. 
The people who support me respect my personal communication style at all times and maintain a collaborative communication that is reciprocal and responsive.
The people who support me respect my autonomy and independence, including the freedom to make my own daily and longer-term choices.
The people who support me treat me as an adult.
I have supports and opportunities to try new things and take risks. 
2. My rights are respected and I have opportunities and supports to understand and exercise my rights and responsibilities, in line with my needs and wishes.
The people that support me respect all my rights at all times and show this by, for example:
Recognising that me, my family and significant others are unique, with values and beliefs, abilities, strengths and capacities and take this into account in their relationships with me.
Supporting me to make decisions and choices in line with my needs and wishes.
Empowering me to develop my potential by supporting me to access opportunities for learning and development in line with my wishes.
Supporting me to participate in community activities and events and become an active member of my community, in line with my needs and wishes. 
3. My privacy is promoted and respected.
The people who support me respect my privacy and confidentiality. This means, for example, that those who support me: 
Never disclose my personal information to a third party without my informed consent.
Ensure that documents containing my personal information are filed appropriately and never leave them in areas where they can be seen by other people.
Never discuss information about me in informal settings with people outside the organisation, such as their friends or family.
Always ask my permission before entering my personal space and before accessing my possessions and documents.
Ensure that I have privacy for meeting my friends and family and for having private conversations.
Respect my privacy in relation to my relationships.
Never open my mail, without my permission. 
Respect my right not to answer personal questions. 
4. I have access to information that is accessible to me, in line with my needs and wishes.
I have access to the information I need to make informed plans and choices, in a format that is accessible to me.
I have access to support to understand the information I receive, in line with my needs and wishes. 
5. I have access to supports and opportunities to advocate for myself, in line with my needs and wishes.
The people who support me listen carefully to me.
The people who support me understand that advocating for myself helps me to have control over my life.
I am supported to communicate and assert my needs, interests and rights, in line with my needs and wishes.
The people who support me use a Total Communication approach, in line with my needs and wishes. (This approach values and uses all forms of communication so that everyone can communicate and express themselves).
I am supported to make complaints, in line with my needs and wishes.
The people who support me suggest involvement in peer and group advocacy and/or participation in representative structures, if it is of interest to me.
6. My autonomy is respected, and I have access to supports and opportunities to make informed decisions and choices, in line with my needs and wishes.
I make decisions about my every-day life, and my long-term goals.
The people who support me help me to access the information I need to make informed decisions, and to understand the effect of each available choice.
I have access to ICT and other communication supports, in line with my needs and wishes.
I am supported to advocate for myself, in line with my needs and wishes.
I am supported to access an independent advocate, in line with my needs and wishes.
I am supported to make decisions about the level of risk I wish to take, develop skills to manage risks, and take responsibility for them, in line with my needs and wishes. 
The people who support me with making decisions and choices are mindful of the provisions of the Assisted Decision Making (Capacity) Act, 2015.
7. I have access to support and opportunities to maintain and develop meaningful relationships with my family, in line with my needs and wishes.
I am supported to connect with my family, in line with my needs and wishes.
There is good communication between my family and other people who support me, in line with my needs and wishes
I am supported to have access to respite breaks, in line with my needs and wishes

8. I have access to support and opportunities to maintain and develop meaningful relationships and social networks, in line with my needs and wishes.
I am supported to develop and maintain a full range of social relationships, including friendships and relationships, in line with my needs and wishes.
I am supported to connect with my friends, community and other important people in my life, in line with my needs and wishes.
I have access to support to choose activities in the local community that I want to take part in as a member of the community.
I have access to supports for communication, in line with my needs and wishes. 
9. I have access to person-centred, individualised and flexible services and supports that respond to my needs, wishes and goals.
I take an active part in the design and delivery of the individualised services and supports that I use. 
The people that support me listen to me carefully and use the information they gather to develop and improve my individualised services and supports. 
The people that support me work with me in flexible ways to provide support tailored to meet my needs and to help me attain my short-and long-term goals.
The people that support me adapt my services and supports when my needs and wishes change.
I am supported with transitions in my life, in line with my needs and wishes.
The people that support me work collaboratively to provide person-centred individualised and flexible services and supports.
10. Through the person-centred planning process, I am supported to achieve goals that are important to me, in line with my needs and wishes.
I lead the person-centred planning process, in line with my needs and wishes.
I decide on the goals that are important to me, and my person-centred plan includes the individualised services and supports I need to achieve my goals, in line with my needs and wishes.
Person-centred planning supports me to achieve the goals that are important to me.
I can choose to have my family involved in my person-centred planning process, in line with my needs and wishes
I take part in all reviews of my person-centred plan.
I can choose not to develop a person-centred plan, if I don’t want to.
11. I have access to transport, in line with my needs and wishes.
I am supported to access transport, in line with my needs and abilities.
The people who support me recognise that transport is important for having a good quality of life.
12. I have access to aids and appliances, assistive technology and ICT, in line with my needs and wishes.
I am supported to access the aids and appliances, assistive technology and ICT that I need for example, to maintain and develop my health and independence, to make information accessible, to support communication, and to develop and maintain relationships. 
13. I have access to physically accessible services and supports.
The people who support me understand that access to buildings and places is necessary for having a good quality of life.
The people who support me promote Universal Design in the community.
I am supported to make complaints about the accessibility of services and supports, in line with my needs and wishes.
14. I have access to advocacy services, including an independent advocate of my choice, in line with my needs and wishes. 
The people who support me ensure that I have access to appropriate independent advocacy services and/or an advocate of my choice.
15. I have access to person-centred home and community-based supports that promote my autonomy and self-determination and my participation in community activities, in line with my needs and wishes.
I have access to the supports I need to live a life of my choosing, for example personal care and support, personal assistance, rehabilitative assistance, support for self-care and support for independent living, in line with my needs and wishes.
I have access to supported living[footnoteRef:9] arrangements, in line with my needs and wishes.  [9:  Supported living separates the provision of housing and support and can deliver individually tailored support for community living. Service delivery is not dependent on a relationship with a particular service provider. There is a focus on natural supports and less formal support by paid staff. The purpose of supported living is to enable people to live ordinary lives and to shift power to the individual when it comes to making decisions about how to live, work, and participate in the local community.] 

16. I have meaningful choice over where to live, and who to live with, in line with my needs and wishes[footnoteRef:10]. This includes access to small, community-based living arrangements or living on my own. [10:  Article 19 of the UNCRPD requires that all persons with disabilities be able to choose where and with whom to live, on an equal basis with others.] 

I am supported to explore my preferences around home, including where and with whom I want to live, and whether I want to live on my own.
I can access a range of small[footnoteRef:11] community-based living arrangements, with meaningful choice over where to live, and with whom.  [11:  Research shows clear trends in increased choice, satisfaction, and personal outcome achievement and support-related quality of life outcomes for people with disability living in homes/residential settings of smaller size. People who lived in a home of their own, with their families, in shared living situations, or in provider supported alternatives with one or two roommates consistently scored higher in individual outcome achievement than people living in moderate (four to six individuals) and large (15 or more residents) residential programs/facilities. https://www.ncd.gov/rawmedia_repository/HCBS%20Report_FINAL.pdf. At the same time, research shows that there are disparities in outcomes across smaller, community-based settings and that relatively few people with intellectual disabilities have significant choice and control over where to live and whom to live with.] 

17. I am supported by people who know me well and understand how I communicate.
I am involved in choosing the people who support me, in line with my needs and wishes.
I have warm and trusting relationships with the people who support me.
The people who support me respect my wishes.
The people who support me are trained in the methods of communication that best match my needs, for example assistive technologies, Lámh or Irish Sign Language. 
18. I have access to Active Support[footnoteRef:12], in line with my needs and wishes. [12:  Active Support is a person-focussed intervention that aims to improve a person’s quality of life by increasing opportunities to participate in all types of activities of daily life, with appropriate supports. ] 

The people who support me use Active Support, in line with my needs and wishes, to enable me to meaningfully engage with activities and relationships. 

[bookmark: _Toc525203731]Theme 2, Safe Services and Supports
19. I am protected from abuse.  
I know who I can talk to if I have any concerns or worries about abuse.
The people who support me listen carefully to any concerns of abuse that I have, support me and address my concerns fairly and in a timely manner. 
I am supported to develop the knowledge, self-awareness, understanding and skills needed for self-care and protection, including intimate relationships and sexuality and self-advocacy, in line with my needs and wishes. 
The people who support me are trained to know how to protect me from abuse. 
20. My environment is secure, safe and predictable, in line with my needs and wishes. 
The people who support me help me to predict, understand and control their environment, in line with my needs and wishes.
I have access to services and supports that promote positive behaviour and emotional well-being, in line with my needs and wishes.[footnoteRef:13] [13:  Services and supports that promote positive behaviour are based on a comprehensive understanding of the needs and characteristics of the person (e.g. cognitive abilities, communication skills, life story, health, motivation) and a detailed understanding of the contexts (people, environment, times, activities) in which behaviours arise. Approaches include, ideas for improving the person’s quality of life, adapting environments to create a greater fit with the needs and characteristics of the person, and teaching skills for relaxation, effective communication and problem solving.] 

21. I enjoy consistency in the services and supports that I use, in line with my needs and wishes.
The people who support me know me well.
I have warm and trusting relationships with the people who support me.

[bookmark: _Toc525203732]Theme 3, Health
22. I have access to information and support to maintain and improve my health, in line with my needs and wishes.
I am supported to access information and facilities to help me to stay healthy, in line with my needs and wishes, for example in relation to diet, exercise and engaging with facilities in my community. 
I have support to use health services, such as screening programmes, GP and dental services, in line with my needs and wishes.
I am supported to exercise and keep fit, in line with my needs and wishes. 

23. I have access to supports and opportunities to make informed decisions and choices about my health and well-being and to manage any long-term conditions that I have, in line with my needs and wishes. 
I am supported to make decisions about my health and well-being, in line with my needs and wishes. 
I have access to equipment and aids and appliances that will help me to stay healthy.
If I take medication, I am supported to take it safely and properly, in line with my needs and wishes.
I am supported to access mainstream and specialist health and social care services, in line with my needs and wishes.
24. I have access to support to become emotionally resilient and to have a strong sense of my identity and well-being, in line with my needs and wishes
The people who support me support my mental well-being, in line with my needs and wishes. 
The people who support me reinforce my self-esteem and dignity and make me feel valued.

[bookmark: _Toc525203733]Theme 4, Development
25. I have access to opportunities and supports for education, training and employment, in line with my need and wishes. 
I explore my goals around education, training and employment as part of the person-centred planning process, in line with my needs and wishes.
I am supported to access information about education, training and employment, in line with my needs and wishes.
I am supported to achieve my goals in relation to education, training and employment, in line with my needs and wishes, for example by having a job coach, by doing work experience, and by having support to access and maintain employment. 
The people who support me challenge any negative assumptions about my capabilities to engage in education and training, to volunteer and to work.
26. I have access to local community facilities, in line with my needs and wishes.
I am supported to use amenities in the community, in line with my needs and wishes.
I am supported to join local groups in the community, and to develop relationships with naturally occurring social networks in line with my needs and wishes.
I am supported to have a good social life, in line with my needs and wishes.
27. I have access to opportunities and supports to maintain and develop valued social roles in the community, in line with my needs and wishes. 
I am supported to participate in and contribute to my community, in line with my needs and wishes.
As part of the person-centred planning process, I am supported to hold valued social roles of my choosing, such as that of family member, friend, employee, neighbour, volunteer, club member, work colleague, in line with my needs and wishes.
28. I have access to supports and opportunities to maximise my independence, in line with my needs and wishes.
I have opportunities and support to maintain and develop my independence, in line with my needs and wishes.
I am supported to identify and develop the life-skills for daily living that I need to maximise my independence, in line with my needs and wishes, for example decision making, money management and housekeeping.
The people who support me do things with me, rather than for me, in line with my needs and wishes.


[bookmark: _Toc525203734]Themes Five to Eight – Guidance on Outcome Predictors at the Organisational Level
[bookmark: _Toc525203735]Theme 5, Strategic and Practice-based leadership 
29. Our organisation benefits from strategic leadership that ensures the development of a culture of person-centredness in our organisation and the development of outcomes-focussed services and supports.
Leaders in our organisation create an environment that supports a values-led culture of person-centredness and accountability.
In order to ensure that a person-centred, outcomes-focussed culture takes root, leaders in our organisation personally engage with implementing the vision, values and objectives for that culture.
Leaders in our organisation are committed to developing and maintaining outcomes-focussed services and supports. They maintain a focus in the organisation on delivering individualised services and supports in order that persons with disabilities attain their goals.
Leaders in our organisation involve people with disabilities and their families in service design and evaluation in an ongoing way.
Leaders in our organisation pay attention to the values and attitudes of staff. They work to ensure that staff translate values and principles into practice at all levels, so that values inform decisions and behaviour.   
Leaders in our organisation promote creativity and the use of reflective practice in order to deliver person-centred and outcomes-focussed services and supports.
Leaders in our organisation establish strategic relationships with other public sector agencies that address fields relevant to the Disability Services Sector in order to develop broader and shared sector perspectives, and more coordinated, multi-organisational responses to important issues. 
Leaders in our organisation promote and support the development of community resources.
30.  Our organisation benefits from strategic leadership that understands the principles of change management and promotes continuous quality improvement. 
Leaders in our organisation respect and uphold the rights of persons with disabilities, and the underpinning values and principles. They work and lead with persons with disabilities to effect necessary changes in services and supports. 
Leaders in our organisation listen to, empower, and recognise the knowledge and leadership of staff.
Leaders in our organisation encourage and support everyone in the organisation to understand continuous quality improvement and take on delivering it. To achieve this, they challenge embedded assumptions and innovate new responses by establishing safe spaces where staff can work out new approaches and new ways of doing things, and the implications of these new ways of working.
Leaders in our organisation encourage and support staff to describe and deliver the vision, values and objectives of the organisation in practice, in writing and verbally.
Leaders in our organisation use informal channels and modes of engagement to develop a culture of person-centredness, knowing that these are effective and efficient approaches to cultural change.  To this end, leaders actively engage with staff in informal spaces and channels to cultivate positive and productive working relationships and to promote distributed leadership throughout the organisation. 
31. Our organisation promotes and supports practice-based leadership.
Practice leaders are the first line supervisors of direct support staff[footnoteRef:14]. In our organisation, practice leaders:  [14:  Practice leadership is particularly important in ensuring that people with severe and profound disabilities, and those who have unresolved challenges, are supported to participate in meaningful activities and develop social relationships.] 

Focus on each person’s quality of life, and how well support staff focus on and support this.
Allocate and organise staff support to the persons supported, based on how and when they want it.
Provide on-the-job coaching and mentoring of staff, which involves a hands-on approach and spending time with support staff so that feedback and modelling of practice can occur.
Promote the development of communication skills, including accessible communication and a Total Communication approach.
Promote independence and self-determination.
Regularly review the quality of support through 1:1 supervision with staff.
Engage in ‘real life’ problem-solving with other staff, through teamwork, in order to deliver the most appropriate individualised services and supports.
Embed approaches that promote positive behaviour across the organisation, building relationships, encouraging staff creativity, and facilitating collective inputs and energies.
Review the overall quality of support and find ways to improve this through regular staff team meetings.
[bookmark: _Toc514237791][bookmark: _Toc525203736]Theme 6, Governance, Management and Use of Resources
32. Our organisation implements values-based policies, which are policies based on the values and principles of person-centred, outcomes-focussed services and supports. 
We clearly document the vision, mission statement, values and principles for person-centred, outcomes-focussed services and supports and quality improvement. 
We develop written value-based policies, procedures, frameworks and operational plans that reflect the desired attitudes, values and practices so that everyone working in the organisation understands what is appropriate behaviour and practice. These documents outline the approach to:
· Person-centred planning.
Promoting and supporting individual interests and preferences in a range of areas.
Promoting a valued role for persons with disabilities in the community.
Working with families and friends in delivering services and supports.
Liaising and collaborating with community agencies and promoting connections at organisational and individual levels.
Positive Risk Taking, to ensure individuals have risk assessed and planned opportunities to enhance independence and gain new experiences as individuals and with others.
Encouraging feedback and feedback mechanisms as part of organisational planning and service provision.
The range of information and format types provided to individuals, families, and friends from commencement through to leaving a service.
Managing complaints and resolving disputes including timeframes.
Enabling access to advocacy services.
We train staff on implementing policies and assess the competency of staff members to do so.
We incorporate the values and principles set out in our policies into the way that we provide services and supports.
We understand the policies and procedures that are required under legislation and good practice, and the policies and procedures which reflect the values and principles for person-centred and outcomes-focussed services and continuous quality improvement.
33. Our organisation establishes the best possible processes for making and implementing decisions. 
We develop and implement a vision and the underpinning values and define, document and monitor the organisation’s quality management systems.
We have a strategic plan that addresses the development of services and supports, quality management including quality improvement, and a staff development plan.
We ensure that members of the governing body, for example the Board of Directors, possess and maintain the knowledge, skills and experience required to fulfil their roles.
We establish accountable and transparent governance arrangements that ensure compliance with relevant legislation, regulations and contractual arrangements.
34. Our organisation identifies community-based resources that can support the achievement of personal outcomes and engages with community and other agencies around improving and promoting access for persons with disabilities.
We work at identifying potential resources and activities in particular communities.
We work at creating an increased understanding by the community of the competencies and contributions that individuals with disabilities can offer to the community.
We source social opportunities that are accessible for the individual and promote and maximise the interaction that individuals have with people in the community and various community activities to help individuals build networks and relationships and to facilitate their social inclusion.
We emphasise the use of community and natural supports rather than creating reliance on paid staff.


35. Our organisation aligns services and supports and resource allocation with desired personal outcomes. 
We assess support needs and allocate resources for individualised supports and for implementing, recording and measuring outcomes and evaluating person-centred planning.
36. Our organisation recognises that involving persons with disabilities and their families and advocates is key to achieving the organisation’s priorities of delivering person-centred and outcomes-focussed services and supports.
We establish processes for the participation of persons using services and other relevant stakeholders in the organisation’s governance and management processes.
We involve persons with disabilities and their families in all processes, such as service planning, development, monitoring and evaluation and staff recruitment.
We gather feedback from the persons we support and from their families, advocates and other relevant stakeholders and we act on this information. We plan how best to gather the opinions and suggestions of individuals who do not use words to communicate.
We welcome feedback that will help us to improve services and supports.
37. Our organisation has management monitoring processes, including quality improvement, to evaluate the quality and culture of services and supports. 
We have quality assurance and quality improvement strategies that create a learning environment for all staff. 
We are committed to developing and maintaining a culture of learning, practice and openness.
We monitor and respond to compliments and complaints and use them to support quality assurance and improvement.
We have fair, accessible and accountable feedback, complaints and appeals processes.
We effectively communicate feedback, complaints and appeals processes to the persons using services and other relevant stakeholders.
We demonstrate that feedback, complaints and appeals processes lead to improvements within the service and communicate the outcomes to relevant stakeholders.
We inform and enable the persons using services and other relevant stakeholders to access external avenues for feedback, complaints or appeals and assist people so that they understand how they access them. 
We collect a range of data including data on complaints, risk assessments and community inclusion, participation in social and leisure activities and paid employment, and use it to inform quality improvement.
[bookmark: _Toc514237792][bookmark: _Toc508273987][bookmark: _Toc525203737]Theme 7, Responsive Workforce
38. Our organisation has effective human resource management systems that support our culture and values and effective person-centred practices.
We have effective human resource management systems that support people working in the organisation[footnoteRef:15] with teamwork, good communication, interpersonal skills and appropriate knowledge and skills. [15:  People working in the organisation includes paid staff, volunteers and other non-paid staff] 

We have human resource management systems that are consistent with regulatory requirements, industrial relations legislation, health and safety legislation, this quality framework, and relevant agreements or awards.
We periodically undertake quality monitoring which includes an evaluation of the knowledge, skills and attitudes of people working in the organisation.
We carry out a strategic staffing review at least annually.
We provide ongoing support, supervision, feedback and fair disciplinary processes for people working in the organisation.
We ensure that people working in the organisation have access to fair and effective systems for dealing with grievances and disputes.
We provide people working in the organisation with induction, training and development opportunities relevant to their roles. 
39.  Our organisation has effective workforce recruitment practices and ensures sufficient and sustainable staffing at all times, including the appropriate skill mix.
We recruit staff with appropriate values and attitudes.
We have transparent and accountable recruitment and selection processes that ensure people working in the organisation possess the knowledge, skills and experience required to fulfil their roles.
We manage recruitment and staff retention to ensure sufficient and sustainable numbers and skill mix of staff, to meet the needs of the persons we support. 
We ensure that everyone working in the organisation knows that they share the responsibility for upholding the vision and values of the organisation and for developing the necessary skills.
40.  Our organisation has a robust system of staff development. 
Our job descriptions include the values and skills we want staff to have or develop. We use these descriptions when designing staff training. 
To ensure appropriately trained staff we undertake the following:
Induction training.
Ongoing education and training in relation to matters affecting the rights of persons with a disability, including the implementation of the UNCRPD.
Training on the provision of individualised supports and opportunities and on how to support persons to engage in activities that foster participation and the formation and nurturing of relationships.
Training in a Total Communication approach, to maximise expressive and receptive communication whenever needed.
Training in approaches that promote positive behaviour, whenever needed. 
Mentoring and support: we make available formal and informal professional supervision and support to staff so that staff are in touch with their own needs, and initiate and avail of formal and informal supervision and support and other self-care strategies.
We recognise good work in various ways including the following:[footnoteRef:16] [16:  Taken from Laragy,C., Ramcharan, P., Fisher, KR. McCraw, K., Williams, R (2013) Making it work; A workforce guide for disability service providers: https://www.sprc.unsw.edu.au/media/SPRCFile/RMIT_Workforce_Guide_Making_it_work_FINAL_FINAL_12613.pdf] 

Providing positive feedback and appreciation for work well done.
Acknowledging good performance in our periodic newsletters.
Awarding on merit with special training, or attendance at conferences.
We support staff in the development of career pathways including the following:[footnoteRef:17] [17:  Taken from Laragy,C., Ramcharan, P., Fisher, KR. McCraw, K., Williams, R (2013) Making it work; A workforce guide for disability service providers: https://www.sprc.unsw.edu.au/media/SPRCFile/RMIT_Workforce_Guide_Making_it_work_FINAL_FINAL_12613.pdf] 

Using an individual approach to training so that every person has an individual plan about goals, preferences and what they are interested in so that they can create some kind of career pathway. 
Promoting workers to positions as team leaders and coordinators when they demonstrate they are capable, organised, and good at time management, communication and are a supportive team member.
Encouraging and assisting workers to gain recognition of prior learning to enhance their qualifications.
Encouraging and assisting workers to gain a variety of work experience and have periods of increased responsibility including supervision and mentoring, project work, and planning with people.
Encouraging and assisting workers to gain or upgrade their qualifications and provide study leave opportunities when appropriate. 

[bookmark: _Toc508273989][bookmark: _Toc514237793][bookmark: _Toc525203738]Theme 8, Outcome Measurement 
41. Our organisation uses outcome measurement at the individual and organisational levels to continually deliver and improve outcomes-focussed services and supports
We provide training in outcomes measurement and have outcome measurement leaders within our services.
We work with every person supported to monitor and review progress towards their desired goals, as part of the process of person-centred planning.
As well as monitoring individual outcomes, we design assessment procedures to evaluate the effectiveness of our services and supports and to support quality improvement.
We collect data on outcomes at the service level and use it to improve the quality of services and supports. 
42.  Our organisation dedicates time to develop outcome measurement tools that are meaningful and measure the outcomes that are important to the persons who use our services and supports.
We establish an infrastructure that supports data-driven decision-making and allows for the collection, analysis and reporting of meaningful, timely and useful data from various perspectives.
We use the data collected for multiple purposes. To this end, we collect data in a manner which allows its’ aggregation. For example, personnel involved in measuring outcomes as part of person-centred planning, record them in a way that is accessible at the service level. In this way, we can use the information gathered for planning purposes at the individual level, to assess performance at the agency and whole organisation level and to deliver information on key performance indicators (KPIs) for the organisation.
As well as using key performance indicators (KPIs) to improve organisational performance and accountability, and demonstrate the benefit that services and supports bring to individuals, families and communities, we use them to allocate resources. 
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[bookmark: _Toc525203739]Appendix 1: Linking Outcome Predictors at the Individual Level with the Nine Outcome Domains for Disability Services
Tables 1 to 4 below link the outcome predictors at the individual level, (that is, Themes One to Four of this quality framework) with the nine quality of life outcome domains for disability services in Ireland. 
The tables are based on the research and consultation carried out to inform the development of this quality framework, as referred to in the introduction, ‘The Research Evidence underpinning this Quality Framework’. In the tables, a dot denotes where the research and consultation identified that a particular outcome predictor contributes to the achievement of outcomes under a particular quality of life outcome domain. It is logical that some of the outcome predictors may have an impact on a range of different outcome domains. However, the tables report only those specified in the research and consultation. 
	

	



Table 1: Outcome predictors in Theme 1, Individualised and Effective Services and Supports, mapped against the nine outcome domains for disability services in Ireland
	[bookmark: _Hlk210397468]Number
	Outcome Predictor
	1. Living in my own home in the community
	2. Exercising choice and control in my everyday life
	3. Participating in social and civic life
	4. Meaningful personal relationships
	5. Opportunities for personal development and fulfilment of aspirations
	6. Having a job or other valued social roles
	7. Enjoying a good quality of life and well-being
	8. Achieving best possible health
	9. Safe, secure and free from abuse

	1
	I am treated with dignity and respect.
	•
	•
	•
	•
	•
	•
	•
	
	•

	2
	My rights are respected and I have opportunities and supports to understand and exercise my rights and responsibilities, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	
	•

	3
	My privacy is promoted and respected
	•
	•
	•
	•
	•
	•
	•
	
	•

	4
	I have access to information that is accessible to me, in line with my needs and wishes.
	
	•
	•
	
	•
	•
	
	•
	•

	5
	I have access to supports and opportunities to advocate for myself, in line with my needs and wishes
	
	•
	
	
	•
	
	•
	
	•

	6
	My autonomy is respected, and I have access to supports and opportunities to make informed decisions and choices, in line with my needs and wishes. 
	•
	•
	•
	•
	•
	•
	•
	•
	•

	7
	I have access to support and opportunities to maintain and develop meaningful relationships with my family, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	•
	•

	8
	I have access to support and opportunities to maintain and develop meaningful relationships and social networks, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	•
	•

	9
	I have access to person-centred, individualised and flexible services and supports that respond to my needs, wishes and goals.
	•
	•
	•
	
	•
	•
	•
	
	•

	10
	Through the person-centred planning process, I am supported to achieve goals that are important to me, in line with my needs and wishes
	•
	•
	•
	•
	•
	•
	•
	•
	•

	11
	I have access to transport, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	•
	

	12
	I have access to aids and appliances, assistive technology and information and communications technology, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	
	•

	13
	I have access to physically accessible services and supports
	
	
	•
	
	
	
	•
	•
	

	14
	I have access to advocacy services, including an independent advocate of my choice, in line with my needs and wishes.
	•
	•
	
	
	•
	•
	
	
	•

	15
	I have access to person-centred home and community-based supports that promote my autonomy and self-determination and my participation in community activities, in line with my needs and wishes.
	•
	•
	
	
	•
	•
	•
	•
	

	16
	I have meaningful choice over where to live, and who to live with, in line with my needs and wishes. This includes access to small, community-based living arrangements or living on my own.
	•
	•
	•
	•
	•
	
	•
	
	•

	17
	I am supported by people who know me well, and understand how I communicate.
	•
	•
	
	
	•
	
	•
	
	•

	18
	I have access to Active Support, in line with my needs and wishes.
	
	
	
	•
	•
	
	•
	
	





Table 2 Outcome predictors in Theme 2, Safe Services and Supports, mapped against the nine outcome domains for disability services in Ireland 
	[bookmark: _Hlk210397603]Number
	Outcome Predictor
	1. Living in my own home in the community
	2. Exercising choice and control in my everyday life
	3. Participating in social and civic life
	4. Meaningful personal relationships
	5. Opportunities for personal development and fulfilment of aspirations
	6. Having a job or other valued social roles
	7. Enjoying a good quality of life and well-being
	8. Achieving best possible health
	9. Safe, secure and free from abuse

	19
	I am protected from abuse.
	
	
	
	•
	
	
	•
	
	•

	20
	My environment is secure, safe and predictable, in line with my needs and wishes.
	
	•
	•
	
	
	
	•
	
	•

	21
	I enjoy consistency in the services and supports that I use, in line with my needs and wishes.
	
	
	
	
	
	
	
	
	•








Table 3 Outcome predictors in Theme 3, Health, mapped against the nine outcome domains for disability services in Ireland
	[bookmark: _Hlk210397748]Number
	Outcome predictor
	1. Living in my own home in the community
	2. Exercising choice and control in my everyday life
	3. Participating in social and civic life
	4. Meaningful personal relationships
	5. Opportunities for personal development and fulfilment of aspirations
	6. Having a job or other valued social roles
	7. Enjoying a good quality of life and well-being
	8. Achieving best possible health
	9. Safe, secure and free from abuse

	22
	I have access to information and support to maintain and improve my health, in line with my needs and wishes.
	
	
	
	
	•
	
	•
	•
	

	23
	I have access to supports and opportunities to make informed decisions and choices about my health and well-being and to manage any long-term conditions that I have, in line with my needs and wishes.
	
	
	
	
	•
	
	•
	•
	

	24
	I have access to support to become emotionally resilient and to have a strong sense of my identity and well-being, in line with my needs and wishes.
	
	
	
	
	
	
	•
	•
	



Table 4 Outcome predictors in Theme 4, Development, mapped against the nine outcome domains for disability services in Ireland
	Number
	Outcome Predictor
	1. Living in my own home in the community
	2. Exercising choice and control in my everyday life
	3. Participating in social and civic life
	4. Meaningful personal relationships
	5. Opportunities for personal development and fulfilment of aspirations
	6. Having a job or other valued social roles
	7. Enjoying a good quality of life and well-being
	8. Achieving best possible health
	9. Safe, secure and free from abuse

	25
	I have access to opportunities and supports for education, training and employment, in line with my need and wishes. 
	
	•
	•
	•
	•
	•
	•
	
	

	26
	I have access to local community facilities, in line with my needs and wishes.
	•
	•
	•
	•
	
	•
	•
	•
	

	27
	I have access to opportunities and supports to maintain and develop valued social roles in the community, in line with my needs and wishes.
	•
	•
	•
	•
	•
	•
	•
	
	•

	28
	I have access to supports and opportunities to maximise my independence, in line with my needs and wishes.
	•
	
	•
	
	•
	•
	•
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