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Introductions
Paul Jones, Quality Monitoring Officer
Karen Sahlsberg, Quality Monitoring Officer

Norfolk County Council’s Integrated Quality Service (IQS)
qaprovidersassd@norfolk.gov.uk

Housekeeping
Fire alarm is not planned
You are free to move around as needed during the 45-minute session
There is no set break, feel free to leave for the toilet as needed

Be respectful of one another
Safe place for discussion
Maintain confidentiality – feedback will be anonymised

mailto:qaprovidersassd@norfolk.gov.uk
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Outline of Workshop
• What does Quality Assurance cover?
• 3 workshop questions, discussed in groups
• Feedback on the individual questions

Optional (if time allows):
• Example quality assurance templates
• Q&A



What sort of things does 
quality assurance include? 
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Systematic 
monitoring, 

evaluation, & 
improvement 

of services
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Complaints
Safeguarding
Medication errors
Medication
Falls
Accidents, incidents and near misses
Daily walkarounds
Audits
Visit records
Trend analysis

Visit punctuality and duration
Continuity of care
Missed visits
Business continuity events
Care plan reviews
Training
Supervisions
CQC
PAMMS
Lessons learned



Workshop discussion

In terms of QA systems, recording and analysis:

1. Where are you now and what are your goals?

2. What support do you need to make improvements?

3. What would be the impact of making these improvements?

Please be prepared to feedback to the group!
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Some ideas…
Basic process:

Monitor the issue
• E.g. complaints log, complaints record, 

investigation records

Outcome & Feedback
• E.g. investigation outcome, letter to complainant

Learning from individual incidents
• E.g. Root cause analysis, lessons learned report

Investigating and learning from trends
• E.g. quarterly review, issues, times, what are the 

patterns? Reasons? Actions

Revisit to show progress.
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Trend analysis:

Have individual issues been 
managed effectively?

What can we learn from them?

________

Plan time for QA and stick to it!
• Be aware of issues, no 

surprises at inspections
• Not a paperwork exercise, 

drives genuine 
improvement



PAMMS Guidance
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• Question-by-question guidance

• Searchable by topic

• Sources of evidence

• What “Good” may look like

• Supporting information
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Thank You
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