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Fo rew ord  
 
Th is d ocum en t  in f o rm s o rgan isat ions f und ed  und er  t he Service Agreem en t  
ab out  t he Fun d ed  Organ isat ion  Per f o rm ance Mon it o r ing  Fram ew o rk (t he 
Fram ew o rk) f o r  t he healt h , housing and  com m un it y serv ices. 
 
The Fram ew ork con t in ues t o  b u ild  on  t h e p ar t nersh ip  b et w een  t h e 
Dep ar t m en t  o f  Healt h  and  Hum an  Services and  f und ed  o rgan isat ions, ad op t in g 
a shared  resp onsib ilit y  t o  p rovid e services t h at  p rom ot e im p roved  out com es 
f o r  serv ice users.  It  p ro vid es a un if o rm  set  o f  t oo ls an d  p o licies f o r  m on it o r ing 
o f  o rgan isat ions f und ed  t h rough  a Service Agreem en t  as rep resen t ed  b y  t he 
Dep ar t m en t  o f  Healt h  and  Hum an  Services t o  ensure a t r ansp aren t  an d  
consist en t  ap p roach  t o  p er f o rm ance m on it o r ing.  
 
Th is b ooklet  in t ro d uces t he Fram ew ork, id en t if ies w h ich  t yp es o f  o rgan isat ions 
w ill b e invo lved , d et ails t he b ackgroun d  and  d r ivers f o r  it s d evelop m en t , 
id en t if ies it s p r incip les and  ob ject ives, how  it  w ill o p erat e and  w ho  is 
resp onsib le f o r  inst igat ing t he p rocess. It  also  out lines t he key com p o nen t s o f  
t he Fram ew o rk: Service Agreem en t  Mon it o r ing ; Assessm en t  o f  Id en t if ied  Risk; 
and  Resp onses t o  Per f o rm ance Issues.  
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1. Introduction 

The Funded Organisation Performance Monitoring Framework (the Framework) updates the 
Monitoring Framework for health, housing and community sectors (2005) by introducing a set 
of new tools and processes to monitor organisations funded through a Service Agreement 
with the Department of Health and Human Services (the Department). 

The Department is responsible for the development and implementation of the Framework, 
which is a critical part of the quality assurance approach to ensure that service users receive 
quality care and services that meet appropriate standards and community expectations.  

The Fram ew ork ap p lies r isk m an agem en t  p r in cip les t o  m on it o r  serv ice 
sust ainab ilit y, t o  assist  t he d ep ar t m en t  and  f un d ed  o rgan isat ion s in  ear ly 
id en t if icat ion  o f  r isks and  t o  ensure t he ongo ing p rovision  o f  serv ices t o  service 
users. Departmental staff will work collaboratively with funded organisations to ensure timely 
attention to risks related to service delivery, governance, and financial management and  t o  
b uild  o rgan isat ion  cap acit y t o  ad d ress t he req uir em en t s o f  t he Service 
Agreem en t .  
The Fram ew ork p rovid es t he Dep ar t m en t  and  o rgan isat ions w it h  great er  clar it y 
and  d irect ion  in  m on it o r ing  act ivit ies. It  in t ro d uces a m o re t r ansp aren t  and  
consist en t  ap p roach  f o r  d ep ar t m en t al st af f  und er t akin g Service Agreem en t  
accoun t ab ilit y  an d  m o n it o r ing p rocesses. 

2. Scope of the Monitoring Framework 

The Framework applies to organisations funded through a Service Agreement with the 
Department.   

Organisations in scope include non-for-profits, for-profits, universities, local governments, 
public/private hospitals (for their non-acute services) and consortium arrangement.  

The Desktop Review components of the framework do not apply to hospitals, local 
governments, organisations funded under the National Disability Insurance Scheme1, 
universities, TAFEs, schools and some specific DET/community participation activities.   

3. Background 

Since 2005, the Monitoring Framework for health, housing and community sectors has been 
used by staff in the Department with responsibility for undertaking ongoing monitoring of 
funded organisations against the requirements of the Service Agreement. It provides an 
overarching set of policies, guidelines and tools used by the Department to undertake Service 
Agreement monitoring.  
                                                                    
1 Not currently funded by the department.  
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The Framework is a key instrument to demonstrate accountability for effective and efficient 
expenditure of public funding by funded organisations for the benefit of service users. It 
focuses on mitigating risk while managing the reporting burden. 

Since the introduction of the Monitoring Framework, changes in legislation and community 
expectations have required greater accountability of funded services. The Department has 
introduced enhancements to ensure that the Framework remains effective and efficient in 
promoting funded service quality and sustainability. 

The Royal Commission into Child Sexual Abuse in Institutional Settings has highlighted the 
need for the Department to have more effective oversight of funded services in the areas of 
governance, service delivery and financial management. 2 The Framework has also been 
informed by various Victorian Ombudsman and Auditor-General reports, parliamentary 
inquiries, and internal reviews which have recommended changes to the Department’s 
monitoring approach.  

These reviews have emphasised the importance of governance in underpinning an 
organisation’s ability to deliver quality and sustainable services that provides for client and 
staff safety and wellbeing. The Framework has a strong focus on targeting known risks that 
impact an organisation’s ability to address the requirements of the Service Agreement (Table 
1).  

The Framework provides a best practice approach. It provides the Department and 
organisations with greater clarity and direction in monitoring activities and ensures a 
consistent approach to monitoring by central, regional and divisional staff to Service 
Agreement accountability and monitoring processes. 

4. Sector Feedback 

Sector feedback has confirmed the following monitoring features to be incorporated in an 
updated Framework.  These features include:  

• consistency in monitoring and responses to performance issues across the Department’s 
divisions and regions 

• the sharing of monitoring information at the organisational level to support service planning 
and capability  

• reduced administrative burden upon organisations, inclusive of a reduction of duplicate 
requests for information  

• enhanced collaboration between the Department and organisations in management of  
performance issues 

                                                                    
2 The Royal Commission into Child Abuse in Institutional Settings has produced a series of Case Reports (2014-15) 
that has identified the need for human service operators to have robust processes covering victim support, 
recruitment, support processes for staff to respond to allegations, adhering to policies and procedures and good 
governance. 

‘Working with Children Checks’, Royal Commission into Child Abuse in Institutional Settings, 2015, Page 65. 
https://www.childabuseroyalcommission.gov.au/getattachment/db91b479-ff88-46dc-a1bd-8425ea5a0944/Working-
with-Children-Checks-Report 

‘Roundtable into Preventing Child Sexual Abuse in Out of Home Care’ Royal Commission into Child Abuse in 
Institutional Settings, 2015, Page 5 https://www.childabuseroyalcommission.gov.au/ getattachment/51ada016-aef5-
491a-98e7-bb43eee1ffcb/Summary-Report 

 

https://www.childabuseroyalcommission.gov.au/
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• recognition of best practice and achievements by organisations and the benefits delivered 
to service users.  

 
These features have been incorporated in the Framework. 

5. Principles of the Framework 
The Framework is based on the following principles: 

• it promotes sustainable outcomes for clients and service users 

• it is facilitated through positive working relationships, collaborative and open 
communication, positive feedback and constructive criticism 

• it is designed to be transparent, consistent and applied in an open manner  

• it confirms monitoring expectations and examines performance against Service 
Agreement requirements  

• it ensures effective monitoring to support the Department and organisations in the early 
identification of issues and risks and leads to effective interventions  

• it ensures performance issues are responded to based on evidence 

• it is designed to reduce unnecessary administrative burden on funded organisations and 
the Department. 

6. Objectives of the Framework 
The Framework has the following objectives: 

• ensures that Service Agreement monitoring reflects community expectations about client 
safety and wellbeing 

• promotes greater collaboration between government and funded organisations in the 
identification and management of risk 

• fosters greater understanding in funded organisations of their accountabilities under the 
agreement 

• provides improved transparency, efficiency and consistency in monitoring processes and 
responses to risk and performance issues  

• provides improved access for monitoring staff to funded organisation performance 
information 

• embeds key Departmental policies in monitoring processes and systems 
• prioritises monitoring resources to ensure issues in funded organisations that pose the 

greatest risk are addressed first 
• improves reporting and analysis of funded organisation performance to inform service 

planning, sector capacity building initiatives, staff training and continuous improvement of 
systems and monitoring tools 

• reduces administrative burdens for Department staff and funded organisations. 
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7. Application of the Framework 
The Framework reflects the principles outlined in the Partnership Agreement between the 
Department and the health, housing and community service sectors. The Framework defines 
key monitoring tasks and seeks to facilitate a more consistent dialogue with funded 
organisations and the Department.   

The Framework recognises different and complementary roles and responsibilities of 
organisations and the Department which involve different accountabilities and decision 
making processes. The new tools and processes have been designed to allow for improved 
engagement and sharing of relevant information between the Department and organisations.  

Departmental staff have responsibility for regularly engaging with organisations to monitor 
performance against the requirements of the Service Agreement.  This will be done through 
the collection and recording of relevant information that demonstrates organisation 
achievements and outcomes in supporting the needs of service users. 

This monitoring aims to support the early identification of risk to service delivery and to 
facilitate early remediation.   

As is current practice, the Department will work with funded organisations to identify the 
underlying causes for performance issues and determine the actions to remediate risks and 
issues arising.   

When there are serious allegations or evidence that an organisation has breached the 
Service Agreement, the Department may instigate a process to assess the impacts on the 
safety and wellbeing of staff/service users and the sustainability of services. The Department 
may conduct a review focusing on the performance of the organisation, which is conducted in 
accordance with the requirements of the Service Agreement, with the findings informing a 
plan of follow up actions.  

The Department assigns staff to work with organisations, at the organisation, Agreement and 
Service Plan levels. For organisations funded by multiple regions/divisions, the Department 
has provided tools to enable increased co-ordination between relevant departmental staff 
regarding monitoring activities to reduce multiple requests for the same information.  

Relevant staff from the Department of Health and Human Services and Department of 
Education and Training will have access to monitoring information in real-time to ensure that 
they can establish a comprehensive picture of an organisation’s performance issues and 
overall achievements. The sharing of this data between the two departments will also 
streamline requests for information from organisations which they jointly fund.  

8. Components of the Framework 
The Framework consists of three components involving the use of specific monitoring tools 
and processes to assess organisations performance against the Service Agreement 
requirements. The three components are:  

• Service Agreement Monitoring 
• Assessment of Identified Risk 
• Responses to Performance Issues.  
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8.1 Service Agreement Monitoring 
The Department is required to monitor organisations receiving funding through a Service 
Agreement. Monitoring is undertaken on an ongoing basis through the collection of 
information and through the regular engagement between departmental staff and 
organisations.  This engagement can include scheduled discussions, informal meetings, 
electronic communication and the submission of reports and other information. 

Table 1 lists the key risk areas that are monitored by the Department related to governance, 
financial management and service delivery. These risk areas have been determined as a 
result of recommendations made by various inquiries and reviews. 3  The focus of monitoring 
these risks areas is central in determining the organisation’s capacity to deliver quality and 
safe services and to drive innovation.  

Table 1. Service Agreement Monitoring Key Risk Areas 

Service Delivery Financial Management  Governance 

Performance measures and 
reporting 

Safety screening 

Incident management and 
reporting 

Complaints handling 

Quality standards and 
accreditation 

Quality of service delivery 

Fire risk management 

Timeliness of financial 
reporting 

Financial viability 

Board and management 
capabilities and 
responsibilities 

Strategic Planning 

Risk Management 

Legal Status 

Monitoring is focused on an assessment of the organisation’s performance in addressing the 
requirements of the Service Agreement and the tracking and documenting of an 
organisation’s outcomes and achievements.  

The Framework requires that monitoring occurs at the:  

• Organisation and Service Agreement level to ensure that any trends in service delivery 
performance are identified and that broader governance/management/service delivery 
issues are adequately addressed.  

• Service plan level to ensure an organisation meets the requirements of each funded 
activity and relevant department policies, in particular for service delivery, at the local 
level. 

Service Agreement monitoring is supported by the following tools used by Department staff:    
 

                                                                    
3 The internal inquiries and reviews that have informed the development of the key risk areas include: Royal 
Commission into Child Abuse in Institutional Settings, 2013-2015; Protecting Victoria’s Vulnerable Children Inquiry,  
2012; Victorian Auditor-General’s Report, Audit into Residential Care Services for Children, 2014; Victorian 
Parliamentary Inquiry Betrayal of Trust Report 2013; Victorian Ombudsman Inquiry into the Management of Disability 
Providers, 2014; and Commission for Children and Young People, Report into the Adequacy of Residential Care 
Services, 2015. 
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Service Agreement Monitoring Checklist 

A Service Agreement Monitoring Checklist (the ‘Checklist’) is used by departmental staff 
throughout the year to ensure discussions with organisations address the requirements of the 
Service Agreement, with a particular focus on the Key Risk Areas.  

The Checklist enables organisations and the Department to prioritise their monitoring effort in 
regard to the functions of governance, service delivery and financial management.   

The Checklist provides greater consistency and clarity for how staff work with funded 
organisations and what information is required to demonstrate performance and achievement.  
It will ensure that requests for information are focused on activities that are central to an 
organisation’s performance and relevant to the requirements of the Service Agreement.  

Where issues are identified from the application of the Checklist, departmental staff will 
assess the relative risk level by applying the Risk Assessment Tool, which then informs the 
development of remediating actions with the organisation.   

Desktop Review  

The Desktop Review is an annual assessment of whole of organisation performance 
information collected throughout the year. The performance data is collated by departmental 
monitoring staff and is assessed to identify any risks or trends that may be impacting the 
quality or sustainability of services.   

For the majority of organisations, the Desktop Review result will confirm that they are 
addressing the requirements of the Service Agreement and Service Agreement monitoring 
will continue for these organisations.  For a small number of organisations, the Desktop 
Review may identify issues that require further action or a Service Review. The outcome of a 
Desktop Review will be shared with the funded organisation.   

Attestation 

Funded organisations under the Service Agreement are required to attest/certify on an annual 
basis that they are compliant with set Service Agreement requirements related to: 

• Financial Management - that the organisation has used funding as outlined in the Service 
Agreement and the operation is financially viable and has managed its finances in line with 
any relevant legislation.  

• Risk Management - that risk management processes are in place to manage risks in 
accordance with the Australian/New Zealand Risk Management Standard. 

By attesting, organisations are making a commitment to the department that they have in 
place appropriate systems to comply with relevant Service Agreement requirements.  

TAFEs and Health Services are not required to make the risk attestation as under legislation 
they are required to publish this attestation in their Annual report. 

 

8.2    Assessment of identified risk 
Where there are performance issues identified through Service Agreement monitoring, 
departmental staff will apply a Risk Assessment Tool to assign a severity risk rating. 
Performance issues are assessed against the different risk ratings of minor, moderate, major 
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or critical risk. The severity rating reflects the risk threshold if the issue is not resolved and 
remains unattended.  

The Risk Assessment Tool is used to guide monitoring staff and an organisation to determine 
the follow up actions that are needed to remediate and manage the issue.  It is applied to all 
funded organisations that have been identified as having an issue that may impact the safety 
and wellbeing of service users and staff or quality and sustainability of the service.   

The Risk Assessment Tool provides a consistent approach by monitoring staff in the 
assessment of performance risks and supports a transparent approach in how the department 
will work with organisations to mitigate and remediate issues and problems.   

 

8.3 Response to Performance Issues 
Where performance issues have been identified through Service Agreement monitoring 
departmental staff and organisations will work through how it can be managed and 
remediated.   

Monitoring staff will respond to performance issues with remedial actions or a service review.  

Remedial actions 

Remedial actions are designed to support an organisation to resolve issues that have been 
identified through Service Agreement monitoring.   

Generally monitoring staff will engage organisations in the development of actions, confirming 
relevant responsibilities and timeframes for delivery. Depending on the nature of the issue, 
there may be the need for more than one action to be undertaken. Remedial actions are 
focused on the organisation addressing the requirements of the Service Agreement.  

Where there are more significant issues a Service Review would be undertaken. 

Service Review 

The Service Review  w ill on ly b e cond uct ed  w it h  o rgan isat ions w here Service 
Agreem en t  m on it o r in g  has id en t if ied  a h igh  level o f  r isk o r  issues o f  concern . 

The Service Review provides an opportunity for the department and the organisation to meet, 
jointly to raise issues and determine an action plan. The intent is for both the Department and 
the organisation to jointly develop solutions to key issues and problems.   

Arrangements for a Service Review will be confirmed in writing and would be conducted in 
accordance with the terms and conditions of the Service Agreement. It can involve staff from 
the Department and the organisation or the engagement of an independent consultant.  It is 
likely to produce remedial actions to be followed up during the year.  

When there are serious allegations or evidence that an organisation has significantly 
breached the Service Agreement, the Department may engage a third party to conduct the 
Service Review.   This will help inform whether remedial actions can be undertaken to 
address the breach or if the department needs to appraise the matter further to ensure the 
safety and wellbeing of service users and provision of quality services.   
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9. Monitoring roles and responsibilities 
Both the Department and organisations have joint responsibility to identify and track service 
delivery achievements/ outcomes, but also to detect issues and problems that may impact 
client welfare, service quality and sustainability. Diagram 1 outlines the relative monitoring 
responsibilities of the department and organisations in relation to the Framework’s three 
components.    

The Department is responsible for Service Agreement monitoring and application of the Risk 
Assessment Tool. In accordance with the requirements of the Service Agreement, 
organisations participate in the provision of data for the Desktop Review, the Service 
Agreement Monitoring Checklist and through informal engagements.   

When a Service Review is conducted it involves the participation of both the department and 
the organisation. The Department is responsible for leading the development of remedial 
actions, in consultation with the organisation. Organisations are to work to deliver on the 
actions as per agreed timeframes. 

10. Benefits to funded organisations 

The framework defines key monitoring tasks and seeks to facilitate a more consistent 
dialogue with funded organisations and departmental staff. The benefits to organisations are: 

• greater consistency in how the department monitors performance and addresses service 
issues when they arise 

• refreshed Service Agreement monitoring to reflect community expectations about client 
safety and wellbeing 

• collaborative approach to service delivery 
• quality improvement to funded organisations’ processes and delivery of services 
• reduction in administrative burden upon organisations, inclusive of a reduction of duplicate 

requests of information  
• greater recognition of achievements by organisations (recorded in Live Monitoring)  
• support sharing of data at an organisational level to inform service planning and sector 

capacity building. 
 

11. Where do I find out more? 

Contact your departmental contact allocated to monitoring and management of your 
organisation’s service agreement.  



 

 

 

Service Agreement: 
Defines the organisation’s 
and department’s 
obligations, objectives, 
rights and responsibilities. 
Includes:   
• Terms and conditions 

defining  terms and 
conditions of the 
service agreement 

• Schedule 1 lists 
applicable 
departmental policies 
related to the delivery 
of services. 

• Schedule 2 includes 
funding and payment 
schedule; data 
collection requirements 
(for performance 
reporting);  

• Schedule 3 is optional 
to record other specific 
issues and concerns  

 

 

Participate in Service 
Review 

• Provide relevant data/input 
• Assess and review documents 

when requested 
• Review findings/ 

recommendations and provide 
feedback  

• Work on remedial actions with the 
Department  

Funded organisation  
 

 
Ongoing monitoring  

 (Applies to all organisations)  
• Continuing participation in Service Agreement 

monitoring activities over the year (DTR, 
Checklist, provide data as requested) 

• Report service delivery 
achievements/outcomes 

• Notify Department of potential risks (not yet 
realised) and preventative activities   

• Support service planning activities 

 
Response to Performance Issues 
(Applies to organisations with recorded 

issues/risks) 
• Work collaboratively with department to 

develop actions to address issues 
• Deliver on actions within agreed 

timeframe 
• Notify department if actions are delayed 

or if risk has worsened  
 

 

Response to 
Performance Issues 

• Staff confirm 
organisations issues  

• Remedial actions 
developed in collaboration 
with organisations, 
defining accountabilities 
and key delivery dates  

Service Agreement 
Monitoring 

• Ongoing monitoring involving 
regular engagement with 
organisations 

• Monitoring of critical and 
specific service/program 
requirements  

• Annual assessment (Desktop 
Review DTR) 

Assessment of Identified 
Risk 

• Staff to assess any problems 
identified and allocate a risk 
rating 

• Guides staff in their 
engagement with funded 
organisations and to identify 
remedial actions and Reviews 

Department 

 

Diagram 1: Monitoring roles and responsibilities 

 Service Review   
• Service Reviews/ 

Investigations triggered 
by significant 
issues/risks impacting 
client welfare, service 
quality and 
sustainability 
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