NATIONAL COUNCIL ON ARCHIVES

PUBLIC SERVICES QUALITY GROUP

STANDARD FOR ACCESS TO ARCHIVES

ACTION PLAN TEMPLATE

Provision for access should be reviewed on a regular basis. This implementation table is intended to enable archive services to check each element of the standard against current policies, procedures and practices. It can form the basis of a recorded audit or an action plan to ensure the office complies, or remains in compliance with the Standard for Access.

Archive Service:






Date of review:

	No
	Standard element
	Audit method
	Current policies and procedures
	Date of policy etc. 
	Action and implementation date

	1. ACCESS AIMS AND OBJECTIVES
	
	    

	1.1
	It is clear who the archive service is intended to serve
	Check that documentation exists, has appropriate content and has recent approval of the responsible body.
	
	
	

	1.2
	It is clear what the archive service is intending to achieve in providing access to its collections
	Check that document exists, has appropriate content and has approval of the responsible body. Verify consultation process has been comprehensive, has been documented and that the results are reflected in the final document. Check that objectives (including that relating to user satisfaction) are measurable. Check with sample of stakeholders. 


	
	
	

	2. EQUITY
	
	

	2.1
	The archive service is aiming to satisfy users throughout its community
	Check awareness of relevant legislation. Documentary evidence of policies and of review. Evidence of benchmarking and adoption of best practice in terms of equality of opportunity and dealing with diversity. Evidence of analysis of the Community and of service take-up, with appropriate action plans and implementation. 


	
	
	

	2.2
	The archive service does not discriminate against any member of its community
	Check for obvious/unconscious discrimination. Check archive service documentation on this issue. 


	
	
	

	3. COMMUNICATIONS AND OPENNESS
	
	

	3.1
	The archive service has open two-way communication with its community.
	Check existence, currency, variety of user communications are in appropriate formats, or that alternative forms are provided to meet the requirements of people with disabilities.. Check evidence of communication to wider community. Check evidence of recent inward communication from users and wider community. 


	
	
	

	3.2
	The Archive service’s access service policies are available for scrutiny and comment
	Check information on the access policy under which archive service operates. Check communication to stakeholders. 


	
	
	

	4. RESPONSIVENESS
	
	

	4.1
	The archive service responds effectively to comments and complaints from users
	Check existence of policy and procedure. Check publication/promotion of process. Check take-up and sample comments/complaints. 


	
	
	

	4.2
	The archive service regularly reviews Stakeholders’ assessments of its performance and makes improvements where possible
	Check documentation of consultative processes. Check with sample of stakeholders. Registration with PSQG and CIPFA to participate in user surveys.
	
	
	

	4.3
	The policies of the archive service reflect the views and interests of its stakeholders
	Evidence of identification of stakeholder groups - staff, users, potential users, funders, local community, other archive services and information providers etc. Evidence of engagement with stakeholders and understanding of their requirements e.g. minutes of meetings. Evidence of action. 


	
	
	

	5. EFFECTIVENESS AND EFFICIENCY
	
	

	5.1
	The archive service is managed so as to provide best value for its stakeholders
	Evidence from annual reports and accounts, business plans, evidence of benchmarking and trend measurement. 


	
	
	

	5.2
	The archive service innovates to deliver better services and achieve best value. It actively manages risk when doing so
	Seek examples of innovation since the previous audit. Check evidence of environmental awareness and external contacts. Check evidence of stakeholder communication for examples of innovation from suggestions. Check risk management documentation associated with innovation projects. Check comments/complaints associated with innovation. 


	
	
	

	5.3
	The archive service regularly reviews the effectiveness of its actions in achieving its aims and makes improvements where possible
	Check documentation of aims, plans, performance measures, targets, reviews. Check collection systems for data related to targets and measures. Seek signs of change in response to evidence of review. 


	
	
	

	6. SERVICE MANAGEMENT
	
	

	6.1
	It is clear who is responsible for the service and how they can be contacted
	Check interfaces for clear communication of who is responsible. 


	
	
	

	7. STAFF PARTICIPATION AND RESPONSIBILITIES
	
	

	7.1
	Everyone at the archive service is involved in delivery the right service to users
	Check that documentation exists and has appropriate content. Check with sample of staff and managers. 


	
	
	

	7.2
	The staff are guided by a clear set of standards
	Check complaints records and other user feedback. Check understanding of standards with a sample of staff. 


	
	
	

	7.3
	All staff providing services are individually identifiable
	Check that means of identification are in use. Check complaints records. 


	
	
	

	7.4
	The service is provided by staff who have been fully trained for their jobs or who are supervised trainees
	Check expertise levels/training records of staff on duty. Check measures of achieving objectives. Check alignment of community needs/wants with staff expertise
	
	
	

	7.5
	Most service delivery problems are resolved by staff at the interfaces
	Check complaints records and other user feedback. Check with a sample of staff. 


	
	
	

	8. USER RESPONSIBILITIES
	
	

	8.1
	Users are aware of their responsibilities in helping to ensure the preservation of archival material
	Existence of statements explaining user responsibilities. Interviews with staff and sample users to establish levels of understanding. 


	
	
	

	8.2
	Users treat staff courteously and respect conditions regarding the use and acknowledgement of information from the archive service
	Evidence of existence of guidelines
	
	
	

	8.3
	Users show respect for other users
	Existence of policies. Evidence of special provision made to meet user needs and thereby reduce the likelihood of conflict. Feedback on noise levels and study environment in reading rooms.
	
	
	

	9. SERVICE INFORMATION
	
	

	9.1
	The archive service is known by the community its exists to serve
	Existence of material to publicise and promote the archive service and its holdings to a diverse community. Evidence of evaluation of publicity methods and reorientation of promotion, where necessary, in the light of feedback and findings. Audience development and business plans. Targets to bring in groups under-represented among existing users. 


	
	
	

	9.2
	Anyone with a potential interest in the archive can easily find out about it
	Evidence of existence of handlists and means of access to it in a variety of forms (including remote access). Assessment of availability and quality of catalogues. Checks to ensure that the information is regularly updated. Feedback on the usefulness of general descriptions of holdings. User validation of advice and information from staff. 


	
	
	

	9.3
	Users understand their rights of access to the services of the archive service
	Evidence of information in publicity materials. Feedback on user-friendliness and accuracy of published information. 


	
	
	

	10. ACCESS TO SERVICES
	
	

	10.1
	Information on the practical arrangements for access to the service is made available to users
	Documented information. Evidence of user satisfaction with advance information and improvement resulting from customer feedback 


	
	
	

	10.2
	Users are easily able to find the archive service
	Customer feedback on signposting and access instructions. 


	
	
	

	10.3
	Services are available at the times when the community requires them
	Evidence of opening hours being managed to meet aims. Evidence of consultation with target user groups in determining suitable opening hours. 


	
	
	

	11. ACCESS TO CONTENT
	
	

	11.1
	Users are able to find specific records and items of interest in the archive
	Testing of finding aids by trial queries. Evidence of user consultation. Customer feedback on the level of detail and accuracy of finding aids. 


	
	
	

	11.2
	There is  reasonable access for anyone to consult finding aids
	User feedback on the finding aids. Information on proportions of catalogued and unlisted material, and evidence of steps taken to open up collections in response to priorities drawing on the views of users 


	
	
	

	11.3
	Users shall have choices in the means of access to content. 
	Evidence of assessment of user requirements and community needs in the development of services. Availability of choices. Minutes of internal meetings recording discussions and decisions on access issues. 


	
	
	

	11.4
	Restrictions on access to content are clearly communicated to users
	Existence of policy statements and evidence of compliance with statutory requirements and best practice. Clear marking on finding aids. 


	
	
	

	11.5
	Users are able to obtain copies of relevant materials or are given clear reasons where restrictions are imposed.
	Existence of published policy etc. Evidence of user satisfaction with copying quality and delivery times 


	
	
	

	11.6
	The community benefits from the content in ways other than direct access
	Evidence of activities undertaken in response to community needs 


	
	
	

	11.7
	When enquiries cannot be answered at the archive service, staff do their best to refer them accurately to an appropriate source
	 Feedback from users on referrals. Existence of sources to facilitate referrals and evidence of staff training in enquiry handling techniques. 


	
	
	

	12. SERVICES FOR NEW RESEARCHERS
	
	

	12.1
	Service design allows new researchers (remote or on-site) to make full use of the archive service and with the minimum of delay.
	Evidence of service process design to facilitate self induction and self service. Assessment of signage and guidance material. Feedback from new researchers and the evidence of improvements based on their suggestions. 


	
	
	

	13. ON-SITE SERVICE DELIVERY
	
	

	13.1
	Researchers are able to get access to services
	Feedback on access formalities and registration systems
	
	
	

	13.2
	Researchers are accommodated appropriately when they visit the archive service
	 Evidence of monitoring of use to adjust capacity to meet fluctuations of demand for particular facilities and services. Evidence of views on quality of facilities, especially comparisons with other archive services. 


	
	
	

	13.3
	The environment for consulting documents is appropriate to the nature of the material
	Evidence of user views on the appropriateness of equipment and environment for document consultation.
	
	
	

	13.4
	Service processes and standards are clearly explained and readily intelligible to the user
	Existence of processes for required transactions. Evidence of user views on processes and standards. 


	
	
	

	14. REMOTE SERVICE DELIVERY
	
	

	14.1
	Users can find out about content without visiting
	Evidence of consultation with the community on the standard. Proof of changing arising from consultation and feedback. Availability of statistical information on the level of use of forms of remote access 


	
	
	

	14.2
	Remote access services are being maintained and developed to open up the content to a wider range of users
	Evidence of positive involvement in opportunities to develop remote access services. User feedback
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