Service Streams as the Certification
Scope

A Structural Approach to Quality Certification in Support Services

Introduction

The Certification Scope Problem

Support services delivered by large providers are produced through hundreds or
thousands of individual service relationships. Direct support workers assist individuals
receiving support across many service environments, including workplaces, homes,
residential programs, day services, schools, and community settings. Within each of
these relationships, occupational work is performed and service results are produced.

If certification were applied to every individual service relationship, the number of
certificates required within a single provider could quickly become impractical. At the
same time, certification applied only at the organizational level risks becoming
disconnected from the real service interactions through which support is actually
delivered.

This creates a structural question for service certification systems: what exactly should
a certificate represent when services are delivered through large networks of
workers, individuals receiving support, and service environments?

Within the AMSI framework, this question leads to the concept of service streams as
the appropriate certification scope. Service streams represent the organized delivery of
services within defined occupational domains, produced through many worker—client
twins across individuals receiving support and service contexts. Certification therefore
evaluates the quality of these service streams while using worker—client relationships as
the evidence base for evaluation.




Why Traditional Certification
Approaches Do Not Work

When certification is considered for support services, two intuitive approaches often
appear.

The first approach is to certify individual workers.
The second approach is to certify the service provider organization as a whole.

Both approaches appear reasonable at first glance. However, in large support service
systems each approach encounters structural limitations.

Worker-Level Certification

Certifying individual workers focuses primarily on worker qualifications, training, or
professional competence. While worker competence is essential for service quality,
services themselves are not produced by workers alone.

Service results emerge from the interaction between a worker, the individual receiving
support, and the service environment in which work occurs. A worker assisting an
individual with disabilities at a café job site, for example, operates in a different
environment from a worker supporting individuals in residential programs or home-
based services.

Even when workers perform similar occupational roles, service outcomes depend on
many contextual factors, including the needs of the individual receiving support,
environmental conditions, and organizational systems that coordinate service delivery.

For this reason, worker-level certification alone cannot represent the quality of services
delivered within large support systems.

Provider-Level Certification

A second approach is to certify the service provider organization as a whole.

This model is common in many regulatory or accreditation systems, where
organizations are evaluated based on governance structures, administrative processes,
and organizational policies.

While such evaluations may provide useful information about organizational capacity,
they do not necessarily reflect the quality of services experienced by individuals
receiving support.



Large support providers often operate through multiple occupational domains and
service environments. A single organizational certificate may therefore obscure
important variation in service quality across different service areas.

Provider-level certification alone may therefore become too broad to meaningfully
represent the quality of specific services delivered within the organization.

The Structural Gap

Between these two approaches lies a structural gap.

Worker-level certification focuses on individuals but cannot capture the operational
systems that shape service delivery.

Provider-level certification focuses on organizations but may remain too distant from the
service interactions where support is actually delivered.

To bridge this gap, certification must operate at a level that reflects how services are
organized and delivered in practice.

Within the AMSI framework, this level is defined as the service stream.

Service Streams

A service stream represents the organized and continuous delivery of support services
within a defined occupational domain.

Service streams are produced through many worker—client twins operating across
individuals receiving support, service environments, and operational contexts.

Examples of service streams may include:

+ supported employment services delivered through VR job coaches

* personal care services delivered through Personal Care Aides (SOC 31-1122)

* residential support services delivered in group homes or supported living environments
« community participation support services.

Within each service stream, multiple workers perform occupational work for multiple
individuals receiving support across different service contexts.



These relationships collectively form the operational structure through which services
are delivered.

Worker—Client Twins as Evidence Units

Although certification applies to the service stream, the quality of services must still be
observed within real service interactions.

Within the AMSI framework, the smallest operational unit of service delivery is

the worker—client twin: a relationship in which a worker performs occupational work for
a specific individual receiving support within a defined service context.

Worker—client twins therefore serve as evidence units within the certification process.
Evaluators may examine representative worker—client relationships to observe service
delivery, review documentation, and assess whether service results align with the
applicable quality indicators and outcome criteria.

In this way:

- worker—client twins provide the evidence, while
- service streams receive the certification.

Alignment with the AMSI Standards
Architecture

Service stream certification aligns with the broader AMSI standards framework.
Within this framework:
SOC-defined occupations identify the types of work performed by workers.

Service Core Standards define the quality expectations for occupational work within
support services, including quality factors, indicators, and outcome criteria.

Context Guides explain how these standards apply across different service
environments such as workplaces, homes, residential programs, schools, and
community settings.



Appendices provide guidance related to disability-specific considerations, including
functional limitations, safety considerations, and communication needs.

Certification evaluates whether the service stream, as delivered through real service
interactions, meets the requirements established within this standards structure.

Implications for Service Certification

Defining service streams as the certification scope allows certification systems to
remain both operationally meaningful and practically scalable.

Certification becomes anchored in real service delivery while avoiding the impracticality
of certifying thousands of individual service relationships.

At the same time, certification remains closely connected to the experiences of
individuals receiving support, because evaluation is grounded in evidence drawn from
worker—client interactions.

This approach allows certification systems to reflect the true structure of support
services in large providers, where services are delivered through networks of
workers, individuals receiving support, and service environments.

Conclusion

Large support service systems operate through distributed networks of occupational
work.

Within these systems, individual worker—client relationships represent the points where
service work occurs and service results are produced. However, the scale and
complexity of modern support providers make it impractical to certify each of these
relationships individually.

At the same time, certification applied only at the organizational level may become too
distant from the operational realities of service delivery.

The concept of service streams provides a practical and structurally coherent solution.



Service streams represent the organized delivery of services within defined
occupational domains. Certification therefore applies to service streams, while worker—
client twins provide the evidence base through which service quality is evaluated.

Through this approach, certification systems can remain both operationally grounded
and scalable, reflecting the real structure of support services in contemporary service
organizations.
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