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1. Funded Organisation Performance Monitoring Framework 2015 

The Funded Organisation Performance Monitoring Framework (the Framework) refreshes the Monitoring 
Framework for health, housing and community sectors (2005) by enhancing the tools and processes that 
Department staff use 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 clients receive quality care and services that 
meet appropriate standards and community expectations.  
The Framework provides departmental staff with greater clarity and direction in monitoring activities. It 
introduces a more transparent and consistent approach for staff undertaking Service Agreement 
accountability and monitoring processes. Staff across the Department will be using a common set of 
tools to assess an organisation’s performance, ensuring all funded organisations across the state will be 
engaged in a consistent manner and assessed on defined risk areas. These tools and processes will be 
available to organisations. 

2. Background 

Since the introduction of the Monitoring Framework (2005), changes in legislation and community 
expectations have required greater accountability from funded services. 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. The updated Framework has also been informed by various Victorian Ombudsman and 
Auditor-General reports, parliamentary inquiries, and internal reviews which have recommended 
improvements to how the Department monitors.  
These enhancements have been introduced to ensure that the Department’s monitoring remains 
effective in promoting service quality and sustainability. 

3. Components of the Framework 

The Framework consists of three components using specific monitoring tools and processes to assess 
organisations’ performance against the Service Agreement requirements. The three components are:  
• Service Agreement Monitoring (formally known as Core Monitoring) 
• Risk assessment of identified issues  
• Responses to performance issues.  
Service Agreement Monitoring 
The Department is required to monitor organisations receiving funding through a Service Agreement. 
Service Agreement Monitoring is undertaken on an ongoing basis through the collection of information 
and 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. 
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Table 1 lists the key risk areas that are monitored by the Department, related to governance, financial 
management and service delivery. These risk areas were determined through an extensive consultation 
process and are considered central in determining an organisation’s capacity to ensure client safety and 
wellbeing, deliver quality services and drive innovation.  
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 

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 
applies relevant Departmental policies for service delivery at the local level. 

 

Tools 
Service Agreement Monitoring Checklist 
A Service Agreement Monitoring Checklist (the ‘Checklist’) will be 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 Departmental staff to focus their monitoring efforts on the functions of 
governance, service delivery and financial management.   
Where issues are identified, Departmental staff will assess the relative risk level which then informs the 
development of remediating actions with the organisation.   
Residential Services Monitoring Checklist (children and young people) 
A Residential Services Monitoring Checklist was developed and trialled in late 2014. The children, youth 
and families sector was consulted in the development of this specialist checklist. A revised version was 
also used by Divisions during 2015. Specialist checklists will continue to be developed with sector input. 
Desktop Review 
The Desktop Review will continue to be used. It provides an annual assessment of whole of organisation 
performance information collected throughout the year.  
Risk Assessment Guidelines  
Where there are performance issues identified through Service Agreement Monitoring, Departmental 
staff will use the risk assessment guidelines to assess the severity of the issue. Performance issues are 
categorised as minor, moderate, major or critical.  The severity rating reflects the risk of an issue if it is 
not resolved.  
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The risk assessment guidelines are used to guide monitoring staff and an organisation to determine the 
follow up actions that are needed to remediate and manage the issue.  They are applied to any issue 
that may impact the safety and wellbeing of clients and staff or quality and sustainability of the service.   
The guidelines ensure a consistent approach by monitoring staff in the assessment of performance risks 
and support a transparent approach in how the Department will work with organisations to mitigate and 
remediate issues.   
Response to Performance Issues 
Where a performance issue has been identified through Service Agreement Monitoring, departmental 
staff and organisations will work through how the issue can be managed and remediated.   
There continues to be two different actions that are applied in response to performance issues 
dependent on the severity: 

• 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 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.  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 an investigation.  This will help inform whether remedial actions can be undertaken 
to address the breach or if the Department needs to take other actions to ensure the safety and 
wellbeing of service users and provision of quality services.   

4. Sector Feedback 

Sector feedback has informed the following changes to the Framework: 
• The need for greater consistency in monitoring performance across the Department’s divisions 

and regions.  This is achieved through the use of standard monitoring tools, software and staff 
training. 

• Greater sharing of information at the organisation level to support service planning and quality 
improvement. The new Service Agreement Monitoring Checklist facilitates information sharing 
and supports discussion between Departmental staff and funded organisations about service 
planning, quality improvement and information sharing.  The Desktop Review also provides 
opportunities for the Department to provide information to the funded organisation and to foster 
collaborative resolution of performance issues. 

• Reduced administrative burden upon organisation.  The Framework has sought to reduce 
duplicate requests for information from funded organisations by enabling Department staff to 
share information. For example, for a local residential service for children, if evidence has been 
recorded about how an organisation is effectively delivering the service, the likelihood of 
repetitive requests of information is significantly reduced. 

• The Framework is designed to facilitate collaboration between the Department and funded 
organisations in responding to service risk. Departmental staff are required to engage funded 
organisations on performance issues and key risk areas and to discuss and agree appropriate 
remediating actions.  
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• That performance monitoring tools and processes are collecting relevant and useful information 
for the Department and are supporting funded organisations to deliver on the requirements of the 
Service Agreement.  In 2017, the Department will engage an external consultant to review the 
Framework. Input from funded organisations will be sought regarding opportunities for enhancing 
Framework tools and processes.  

• Data collected will allow the Department to record and understand organisations’ achievements 
and the benefits delivered to clients. The Department will have access to information regarding 
the overall performance of an organisation. The risk assessment guidelines will help 
Departmental staff to focus on the links between compliance under the Service Agreement and 
service user safety and wellbeing. 

5. 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. 
 


