






1. Review the standards for Chapter 3 of the Agency 
Accreditation process. 

Understand thoroughly the suggested evidence of 
compliance for CAPRA accreditation.

Identify your agency's potential weaknesses in this 
CAPRA standard.



https://www.nrpa.org/certification/accreditation/CAPRA/


3.1 - Organizational Structure 

Standard: The agency shall establish a staff organizational structure that reflects its methods of operation, its relationship 
to the community, and the relationships among the different organization components. 

Suggested Evidence of Compliance: Provide a chart showing the agency’s organizational structure, interrelationships among 
organizational components, and the function of each component. Organizational components are the major subdivisions of 
the organization, e.g. departments and divisions. Indicate how this information is made available to staff and the public.





3.2 - Administrative Offices 

Standard: The agency administrative offices shall be accessible to the public and staff. There shall be administrative, 
meeting and storage space, and equipment adequate to perform the agency's functions and responsibilities. 

Suggested Evidence of Compliance: Provide documentation that describes the types of office space and administrative 
equipment used by the agency and how access is provided to the staff and the public.







3.2.1 - Support Services

Standard: Sufficient and appropriate equipment, technology, clerical and administrative staff shall be provided to enable 
the professional staff to perform their appropriate functions. 

Suggested Evidence of Compliance: Describe the equipment, technology, and services used to support professional staff.





3.3 - Internal Communication 

Standard: A communication system shall be established to ensure the accurate and timely transfer of internal information 
among staff. 

Suggested Evidence of Compliance: Provide a communication matrix illustrating how internal communications are managed by 
the agency.  





3.4 - Public Information Policy and Procedure

Standard: The agency shall have approved policies that govern what information shall be released, when it should be 
released, and by whom it should be released and that demonstrate the agency’s commitment to inform the community 
and news media of events involving the agency. 

Suggested Evidence of Compliance:  Provide the written statement of policy and procedure, indicating approval by the proper 
authority.





3.4.1 - Public Information and Community Relations Responsibility

Standard: A specific position in the agency shall be designated to direct the public information and community relations 
functions. The position serves as a point of control for information dissemination to the community and the media. The 
intent of the standard is to establish the authority and responsibility for developing and coordinating the agency's 
community relations function in an identifiable position.  

Suggested Evidence of Compliance: Provide the position description that reflects responsibilities for public information and 
community relations functions.





3.4.2 - Community Relations Plan

Standard: The agency shall have an established community relations plan that identifies and addresses community needs 
for all segments of its service population, which is evaluated periodically for effectiveness. 

Suggested Evidence of Compliance: Provide the community relations plan and latest evaluation. The community relations plan 
shall address the following: 

• Community relations policies for the agency;

• Process and procedure for establishing contact with community organizations and other community groups;   

• Training needs for staff and community. 

The community relations plan and marketing plan is often included in a single document.





3.4.3 - Marketing Plan

Standard: The agency shall have an established marketing plan, based on market research that is evaluated periodically for 
effectiveness. The fundamental principle of marketing is to gain an understanding of customer needs, wants, concerns and 
behaviors. The marketing plan addresses the appropriate mix of communications tools to promote agency programs, 
facilities, events and services and to provide accurate, timely and useful information to the various segments of the target 
audience. 

Suggested Evidence of Compliance: Provide the plan and latest evaluation.   The plan shall include: 

• Marketing objectives;
• Situation assessment, to include:

• Examination of demographic trends
• Economic climate 

• Market coverage by alternative providers;
• Segmentation, targeting, and positioning;
• Marketing mix; 

• Marketing methods
• Evaluation criteria and methods. 
• Research is important to support segmentation, 

targeting, and positioning. Common evaluation 
methods include surveys, focus groups, 
customer comment cards, and mystery 
shopping.





3.4.3.1 - Marketing Responsibility

Standard: A specific position shall be designated to direct the marketing function. Marketing functions shall be the 
responsibility of a permanent position of the agency that works closely with all agency units in developing, coordinating, 
and implementing the agency marketing plan.  

Suggested Evidence of Compliance: Provide the position description that includes responsibility for marketing. 





3.5 - Utilization of Technology

Standard: Technology shall be used to enable the agency to operate more efficiently and effectively. The agency should 
research and apply such resources progressively. 

Suggested Evidence of Compliance: Provide examples of progressive adoption, upgrade, installation, and/or use of technology. 
Examples could include but are not limited to communications and security systems, energy and records management 
systems, data management and sharing systems, lighting and irrigation systems, work orders and work assignment 
applications, financial systems, and class registration systems. 





3.5.1 - Management Information Systems 

Standard: The Agency shall have management information systems that can produce reliable statistical and data 
summaries of agency activities, such as daily, monthly, and annual reports for use in management decision-making. The 
reports shall provide comparative data and statistics.

Suggested Evidence of Compliance: Provide examples of recent statistical and data summaries and describe their use in 
management decision-making.  





3.6 - Records Management Policy and Procedures

Standard: The agency shall have established policy and procedures for control, maintenance, and retention of records that 
are periodically reviewed.  Records management policies and procedures address retention, disposal, access, disclosure 
and distribution of documents, including freedom of information requests, and they must be consistent with legal 
requirements. 

Suggested Evidence of Compliance: Provide records management policy and procedures and a copy of the most recent 
review.





3.6.1 - Records Disaster Mitigation and Recovery Plan and Procedures

Standard: There shall be an established records disaster mitigation and recovery plan and procedures that are periodically 
reviewed for protecting records, storing them and recovering critical information after a disaster. 

Suggested Evidence of Compliance: Provide the records disaster mitigation and recovery plan and procedures and a copy of 
the most recent review.






