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What voluntary and community organisations need to know about...

Introduction

Quality assurance

The voluntary and community 
sector (VCS) is complex and 
diverse and it is important 
that each organisation should 
choose the approach to quality 
assurance that best suits its 
needs. 

Voluntary and community 
organisations (VCOs) must 
be able to show that they 
are working to appropriate 
standards and will want to 
demonstrate the quality and 
consistency of the services 
they provide. Service users are 
entitled to expect good quality 
services. 

Some organisations may 
need to work to specific 
service-related standards 
(e.g. supported housing). This 
information sheet concerns 
generic organisational quality 
assurance systems.

Why invest in quality? 
(see over).

Which system to choose?

The most common quality assurance systems are described below. 
There is a cost attached to most of them. Check the web addresses 
given for current rates.

PQASSO  (Practical Quality Assurance for Small Organisations)
This is the quality system most commonly used in the VCS and is 
designed specifically for VCOs. PQASSO can either be used as a self 
assessment tool or can be externally assessed for an accredited 
Quality Mark from the Charities Evaluation Services (CES).

PQASSO is easy to use and can be implemented at your own pace. 
The quality mark lasts for three years. 

For more information visit the CES website: www.ces-vol.org.uk

Quality First
Quality First is an ideal first step in quality assurance. It provides a 
framework for looking at the way an organisation works and was 
developed to help small voluntary and community groups without 
paid staff. It is easy to use and can be implemented at your own pace. 
It is also available in other formats through RNIB. 

For more details contact BVSC at www.bvsc.org

Investors in People (IIP)
This scheme concentrates on assessing the way in which an 
organisation manages and supports its staff to achieve organisational 
aims. It provides a flexible framework that can be adapted to meet 
the needs of the organisation. IIP is externally assessed and there are 
mandatory three year reviews once the standard has been awarded. 

For more information visit: www.investorsinpeople.co.uk
For further information
Your local support and development 
agency will be pleased to help.
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Local development & support agencies
www.mvda.info  
www.rcvda.org.uk   
www.srcga.co.uk  
www.teesvalleyrcc.org.ukO
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Why invest in quality? 

A systematic approach to 
quality assurance will:

• enable an organisation 
to focus on its working 
practices

• bring people together 
to identify areas for 
improvement

• improve the satisfaction 
of service users, staff and 
volunteers

• improve effectiveness and 
efficiency

• lead to targets and 
priorities for improvement 
and monitoring of progress 

• demonstrate the quality of 
services to funders.

Which system to choose? contd.

ISO 9001: 2008 
This group of standards aims to help organisations achieve customer 
satisfaction by focusing on how things are done and is externally 
assessed. Although the standard was originally oriented towards the 
manufacturing sector, it has been developed to include organisations 
across all sectors.

Many VCOs consider ISO 9001 because it is widely recognised as the 
standard for organisations contracting to deliver public services.

However, as public sector procurement develops, more local authority 
officers are recognising the value of other quality standards for 
services typically delivered by VCOs. Organisations seeking to contract 
should find out about practice in their local authority and/or service 
area. If in doubt, contact your local development and support agency 
for advice.

To find out more visit: www.iso.org or the British Standards Institute 
website: www.bsigroup.co.uk

Investing in volunteers (IiV)

IiV is the UK quality standard for all organisations that involve 
volunteers in their work. The standard focuses on ensuring that an 
organisation’s volunteer management structure is adhering to good 
practice. It covers four areas of volunteer management:

• volunteer involvement

• recruitment

• selection and support

• retention of volunteers.

IiV is externally assessed and the whole process can be completed 
within six to twelve months. The award is valid for three years.

For further information visit: http://iiv.investinginvolunteers.org.uk

“A systematic approach to identifying 
and responding to the needs of your 
service users so that you can provide 
an appropriate service consistently 
and to agreed standards.” National 
Council for Voluntary Organisations 
(NCVO).

There is a range of ‘off the shelf’ 
systems which have been tried and 
tested, are recognised by funders and 
straightforward to implement.

What is a quality 
assurance system?

Quality assurance 5


