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Postgraduate Certificate in Health and Social Care Commissioning

Quality Assurance and Performance Management in
Health and Social Care Commissioning

Quality Assurance (QA) and Performance Management (PM) are crucial aspects of health and social care
commissioning. In this explanation, we will discuss key terms and vocabulary related to QA and PM in the
context of postgraduate certificate in health and social care commissioning.

Quality Assurance:

Quality Assurance (QA) is a process of ensuring that products and services meet specified requirements and
standards. In health and social care commissioning, QA involves implementing a system of policies,
procedures, and checks to ensure that the services provided meet the required quality standards.

Key terms and vocabulary related to QA include:

1. Quality standards: These are specific criteria that services must meet to ensure that they are of high
quality. Quality standards may include clinical effectiveness, patient safety, patient experience, and use of
resources.
2. Audit: An audit is a systematic review of a service or process to assess whether it meets quality standards.
Audits may be clinical, financial, or operational.
3. Accreditation: Accreditation is a formal recognition that a service meets specified quality standards.
Accreditation may be granted by a professional body or a regulatory agency.
4. Benchmarking: Benchmarking is the process of comparing a service's performance against that of other
similar services. Benchmarking can help identify areas for improvement and best practices.
5. Continuous quality improvement: Continuous quality improvement is an ongoing process of identifying
and addressing areas for improvement in a service. It involves regularly reviewing data, setting targets, and
implementing changes to improve quality.

Performance Management:

Performance Management (PM) is the process of monitoring and improving the performance of services
and individuals in health and social care commissioning. PM involves setting targets, measuring
performance, and taking action to improve performance.

Key terms and vocabulary related to PM include:

1. Key performance indicators (KPIs): KPIs are specific measures used to assess the performance of a service
or individual. KPIs may include waiting times, patient satisfaction, and clinical outcomes.
2. Performance monitoring: Performance monitoring is the process of regularly collecting and analyzing
data on KPIs to assess performance. Performance monitoring can help identify areas for improvement and
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track progress over time.
3. Performance targets: Performance targets are specific goals that services or individuals are expected to
achieve. Targets may be set by commissioners, regulators, or professional bodies.
4. Performance improvement plans: Performance improvement plans are formal plans that outline the
actions that will be taken to improve performance. Improvement plans may be developed in response to
poor performance or as part of a continuous quality improvement process.
5. Performance appraisal: Performance appraisal is the process of evaluating an individual's performance
against agreed-upon targets. Performance appraisals may be used to identify areas for development, set
performance targets, and inform decisions about promotion or pay.

Challenges in QA and PM:

Despite the importance of QA and PM in health and social care commissioning, there are several challenges
that commissioners may face. These challenges include:

1. Data quality: Poor quality data can make it difficult to accurately assess performance and identify areas
for improvement.
2. Complexity: Health and social care services can be complex, making it challenging to identify relevant
KPIs and set meaningful targets.
3. Resistance to change: Individuals and organizations may resist changes aimed at improving performance,
making it challenging to implement improvement plans.
4. Limited resources: Commissioners may have limited resources to invest in QA and PM, making it
challenging to collect and analyze data or implement improvement plans.

Examples in Practice:

QA and PM are used in a variety of settings in health and social care commissioning. For example:

1. A commissioner may use QA to ensure that a mental health service meets quality standards for patient
safety and clinical effectiveness. This may involve implementing a system of audits, accreditation, and
benchmarking to monitor and improve quality.
2. A commissioner may use PM to monitor the performance of a community-based rehabilitation service
against KPIs such as waiting times and patient satisfaction. This may involve collecting and analyzing data,
setting performance targets, and developing performance improvement plans.
3. A commissioner may use QA and PM together to ensure that a service meets quality standards and
improves performance over time. For example, a commissioner may use QA to ensure that a service meets
quality standards for patient safety and clinical effectiveness, and then use PM to monitor and improve
performance against KPIs such as waiting times and patient satisfaction.

Conclusion:

Quality Assurance and Performance Management are essential components of health and social care
commissioning. Understanding key terms and vocabulary related to QA and PM can help commissioners
ensure that services meet quality standards and improve performance over time. Despite the challenges, QA
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and PM can help commissioners improve outcomes for patients and service users.

Quality Assurance (QA) and Performance Management (PM) are crucial aspects of health and social care
commissioning. These concepts ensure that the services provided meet the required standards and achieve
the desired outcomes for individuals and communities. In this response, we will explore some of the key
terms and vocabulary associated with QA and PM in health and social care commissioning.

Quality Assurance (QA): A systematic process of ensuring that services meet expected standards and
continuously improve over time. QA involves monitoring, reviewing, and evaluating services to identify
areas for improvement and implementing changes to enhance the quality of care.

Performance Management (PM): A process of monitoring and managing the performance of services
against predetermined targets and outcomes. PM involves setting clear expectations, measuring
performance, and taking action to improve outcomes.

Clinical Governance: A framework for ensuring that healthcare organizations are accountable for the quality
and safety of the services they provide. Clinical governance involves a range of activities, including quality
improvement, risk management, and clinical audit.

Quality Improvement (QI): A continuous process of identifying and implementing changes to improve the
quality of care. QI involves using data to identify areas for improvement, testing changes, and measuring
the impact of those changes on outcomes.

Performance Indicators: Measures used to assess the performance of services against predetermined targets
and outcomes. Performance indicators may include clinical outcomes, patient experience, and efficiency
metrics.

Clinical Audit: A process of reviewing the quality of care against established standards and taking action to
improve the quality of care where necessary. Clinical audit involves collecting and analyzing data,
comparing performance against standards, and implementing changes to improve care.

Risk Management: A process of identifying, assessing, and managing risks to ensure the safety and quality
of care. Risk management involves identifying potential risks, assessing the likelihood and impact of those
risks, and implementing measures to mitigate or eliminate those risks.

Patient Experience: The perceptions and experiences of individuals receiving healthcare services. Patient
experience is an important indicator of the quality of care and can be used to identify areas for
improvement.

Outcome Measures: Measures used to assess the impact of healthcare services on the health and wellbeing
of individuals and populations. Outcome measures may include clinical outcomes, patient experience, and
social outcomes.

Service User: An individual receiving healthcare or social care services. Service users may include patients,
clients, residents, and families.
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Stakeholder: Any individual or organization with an interest in the provision of healthcare or social care
services. Stakeholders may include service users, healthcare professionals, commissioners, and providers.

Contract Management: The process of managing contracts between commissioners and providers to ensure
that services are delivered in accordance with agreed-upon specifications and outcomes. Contract
management involves monitoring performance, resolving disputes, and ensuring that contracts are
reviewed and updated regularly.

Performance Framework: A framework used to assess the performance of healthcare or social care services
against predetermined targets and outcomes. Performance frameworks may include a range of
performance indicators, outcome measures, and service standards.

Continuous Improvement: A philosophy of always seeking to improve the quality of care, even when
services are meeting expected standards. Continuous improvement involves a commitment to ongoing
learning, innovation, and improvement.

Evidence-Based Practice: The use of research evidence to inform healthcare decision-making and practice.
Evidence-based practice involves integrating research evidence with clinical expertise, patient preferences,
and contextual factors to provide the best possible care.

Compliance: The extent to which services are meeting expected standards and regulations. Compliance is an
important aspect of QA and PM, as it ensures that services are safe, effective, and responsive to the needs
of service users.

Accreditation: A process of assessing the quality of healthcare or social care services against established
standards. Accreditation involves a comprehensive review of services, including clinical practice, governance,
and management.

Service Specification: A document that outlines the expected standards and outcomes for a particular
healthcare or social care service. Service specifications may include details about the scope of services, the
target population, and the expected outcomes.

Service Level Agreement (SLA): An agreement between commissioners and providers that outlines the
expected level of service, the responsibilities of each party, and the consequences of failing to meet those
expectations. SLAs are an important tool for ensuring that services are delivered in accordance with agreed-
upon specifications and outcomes.

Key Performance Questions (KPQs): Questions used to assess the performance of healthcare or social care
services against predetermined targets and outcomes. KPQs may include questions about clinical outcomes,
patient experience, and efficiency metrics.

Quality Accounts: Reports published by healthcare organizations that detail their performance against
predetermined quality indicators. Quality accounts are an important tool for promoting transparency and
accountability in healthcare.
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Patient Safety: The prevention of harm to individuals receiving healthcare services. Patient safety is a key
aspect of QA and PM, as it ensures that services are safe, effective, and responsive to the needs of service
users.

Serious Incident: An event that results in harm to an individual receiving healthcare services. Serious
incidents may include medication errors, falls, and never events (events that should never occur in
healthcare settings).

Root Cause Analysis: A process of identifying the underlying causes of an incident or problem. Root cause
analysis involves collecting and analyzing data, identifying patterns and trends, and implementing changes
to prevent similar incidents from occurring in the future.

Culture of Quality: An organizational culture that values quality, safety, and continuous improvement. A
culture of quality is essential for ensuring that healthcare and social care services are safe, effective, and
responsive to the needs of service users.

Data-Driven Decision-Making: The use of data to inform decision-making and improve the quality of care.
Data-driven decision-making involves collecting, analyzing, and interpreting data to identify trends,
patterns, and areas for improvement.

Patient-Centered Care: An approach to healthcare that places the needs and preferences of the patient at
the center of care. Patient-centered care involves engaging patients in decision-making, respecting their
values and preferences, and providing care that is responsive to their needs.

Quality Markers: Indicators used to assess the quality of healthcare or social care services. Quality markers
may include clinical outcomes, patient experience, and efficiency metrics.

Service User Feedback: Feedback provided by individuals receiving healthcare or social care services. Service
user feedback is an important source of information for assessing the quality of care and identifying areas
for improvement.

Service User Involvement: The involvement of individuals receiving healthcare or social care services in the
planning, delivery, and evaluation of services. Service user involvement is an important aspect of patient-
centered care and can help to ensure that services are responsive to the needs and preferences of service
users.

Integrated Care: An approach to healthcare that involves coordinating care across different settings and
providers to ensure that individuals receive seamless, person-centered care. Integrated care is an important
aspect of QA and PM, as it can help to improve outcomes, reduce costs, and enhance the patient
experience.

Care Pathway: A sequence of care activities and interventions that individuals receive over the course of an
illness or condition. Care pathways are an important tool for ensuring that care is coordinated, evidence-
based, and responsive to the needs of service users.
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Clinical Effectiveness: The extent to which healthcare interventions are effective in improving health
outcomes. Clinical effectiveness is a key aspect of QA and PM, as it ensures that services are based on the
best available evidence and are focused on improving outcomes for service users.

Patient-Reported Outcomes (PROs): Measures of the impact of healthcare services on the health and
wellbeing of individuals, as reported by the patients themselves. PROs are an important indicator of the
effectiveness of healthcare services and can help to ensure that care is focused on the needs and
preferences of service users.

Patient-Reported Experience Measures (PREMs): Measures of the experience of individuals receiving
healthcare services, as reported by the patients themselves. PREMs are an important indicator of the quality
of care and can help to identify areas for improvement.

Clinical Guidelines: Evidence-based recommendations for the management of
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