
Controls assurance is the vehicle that enables each organisation to demonstrate that its systems and

processes for assuring quality management are both efficient and effective. (Mc Sherry & Pearce

2007) Documented processes, be they in the form of policies, procedures, protocols or guidelines,

are the basis for all controls assurance. Central to this is the need for corporate control, and local

ownership, of these documented processes.

‘The need for process control and defined processes is as important for accreditation bodies as it is

for direct care providers’ explains Dr Lena Low, Acting CEO, Australian Council on Healthcare

Standards (ACHS). The ACHS is Australia’s leading health care assessment and accreditation provider,

an independent, not-for-profit organisation dedicated to improving quality in health care. The ACHS

offers accreditation services, standards development, clinical indicators, consultancy, customised

reporting and education services. 

‘Having examined our Quality Management System (QMS) we found it to be lacking in process control,

and, with an impending survey by the International Society on Quality in Healthcare’s (ISQua)

International Accreditation Programme and a strategic objective to improve our QMS we needed

significant expertise to help us with this.  The ACHS was aware of the QMS development work that

Health Care Informed (HCI) were doing with ISQua, direct care providers and other healthcare

regulators.  We engaged with HCI to improve process control in ACHS and to see how it can be used

to aid in the governance of the organisation.’

‘Our main issue was that we were unable to demonstrate formal process control: when should policy

and procedures be developed? how should they be developed? who should approve them? how are

they to be distributed? what happens if they need to be changed? Staff were confused as to the

development of policies and procedures, ownership and sign off.’  
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‘Q-Pulse, quality management software, was the framework HCI used for the improvement of the

QMS and to aid process control. The initial stage of the project involved process mapping of key

processes relating to document control, which HCI expertly facilitated.  The process mapping gave us

real insight into how our processes could be improved. We used the information gathered from the

process mapping to define how Q-Pulse could be customised to meet our needs.  Following

customisation, education and training sessions were provided to staff which was tailored to meet

their varying needs and responsibilities.’  

‘Like most organisations, we generate massive amounts of paperwork which needs to be controlled,

so implementing a system that allows you to electronically manage the document control process

from drafting, approval, distribution and change requests is hugely beneficial to us.’  

‘One of great benefits of having HCI review our QMS was that they spent time defining key governance

and document control processes in the organisation, and looked at how these processes could be best

implemented.  This ensures that we are confident that our processes have been reviewed by healthcare

quality and safety specialists so that they are reflective of best practice and they work for our

organisation.’  

‘Q-Pulse has reduced the amount of laborious work involved in document control and we are confident

that this will aid us in our compliance with ISQua’s international accreditation programme and help

our organisation operate more effectively.  Lena concludes: one of the great benefits of the system

for ACHS is that our management and staff have access to a centralised information hub that supports

better governance of the organisation.  We have also reengineered our process, have control over

them and have communicated them to the whole organisation in a controlled way.’
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