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Quality in Social Services — need for a paradigm shift?
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» Regulation of health and social services
» Social services
* Quality approach



Modernisation of the social sector




Paradigm shift in health and social services
From public programming regulation to markedsed regulation

U

wMainstreaming / partnerships wOutcome measurement
winclusion / maximise potential wCost effectiveness / efficiency

wEmpowerment of service users winformed choice for clients
wService usecenteredness wCompetition

T

Paradigm shift in disability field:
From medical model to social model
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Market development and quality

duct
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SOLUTIONS THAT OFFER
A BETTER SERVICE TO CITIZENS

Role ofPuWlic Administration
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- Closed
Fixed funding.

Standard criteria
“ No autonomy for providers.

Private & public institutions.
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Protected Public
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Funding based on needs.

Flexible rules.

’/ Autonomy for providers.

Public institutions.

Open

i

Funding by publitenders

Vouchersfor clients.

Competition.

Private institutions.

ProtectedPrivae 7
of b
Funding on institutional basis.
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General rules. P
Not-for-profit organisations. \
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Market characteristics

Closed Market

Protected Public
Market

Protected Private
Market

Open Market

Quality Input factors Evaluation on processes | Certification and formal Competition, accreditation
assurance (professionals, buildings, | and on results. recognition of quality of services, certification of
etc.) and the rules set by | Service providers must quality, external audits
the central authority. have more freedom.
Quality External control and Self-evaluation, formal Self-evaluation, formal and | To distinguish the service
approach formal inspections. and qualitative qualitative inspections, peer | provider in the open
Focus on meeting the inspections and peer review, certification, internal | rehabilitation market.
standard criteria. review. and external audits.
Respect for rules and The emphasis is placed
procedures. on processes and results.
The public Checks whether rules Internal and external Encourage certification or An accreditation system to

administratio
n

and procedures are
respected.

qualitative evaluation,
and evaluation of the
results.

for external audits on a
voluntary basis to enhance
their quality management.

set an entry level for
institutions competing in the
market

Service users need a

certification system to be
protected in their choice

7th Quality C o n f e r Bowards ReSponsible PullicR Y A y A & 3i4Ndctdber213 Vilnius Lithuania




- Qualitysystems irSociakervices

Uni\(ersaQuaIityapprdaches |

Managementof Quality

Busines$xcellence

EFOM | Quality improvement
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Efficiency
Transparency
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Organizational
development
Innovation
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. Sector “IIF’ .
@@LJCJSS Service quality

Human Rights Principles

ity approaches

Meeting needs
Results and benefits W{ G} { SK2f RSNJ U
Efficiency <
Structures
Processes
Results
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THE PARADIGM OF MANAGING
QUALITY

Effective use of resources
Meeting customer demands
Roles and responsibilities
Standardised outcomes
Standardisation
Assuring delivery
Process control

“

RN |
EFQM N EFQM B
Committed to excellence Recognised for excellence
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