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Cross reference study between the Swedish 
Management system for systematic quality 
work (SOSFS 2011:9) and the requirements of 
the European Quality in Social Service 
certification programmes (EQUASS 2012) 

 

This document descr ibes the results and detai l s of  cross reference study based 

on the content detai l s of  the Swedish Management system for systematic 

quali ty work (SOSFS 2011:9) (Publ ish: 2012-08-21) compared with the content 

detai ls of  the cert i f ication programmes of the European Qual i ty in Socia l  

Serv ices (EQUASS). The elements and detai ls of  reference f ramework, SOSFS 

2011:9,  are put into the lef t  column. In the r ight column relevant information 

f rom the EQUASS cert i f icat ion programmes are provided with simi lar content. 

The reference made to the EQUASS cert i f icat ion programmes is  made on the 

level of  the cr iter ia and some detailed specif ication is g iven on the level  of  

indicators of  the Assurance system. The EQUASS cr i ter ia are re levant for both 

EQUASS cert i f ication programmes: the Assurance level and Excellence level.  In 

al l  cases the under lying indicators of  the assurance program are addit ional 

relevant information for compliance. 

 

Information about the SOSFS 2011:9 

The Board’s administ rat ive prov is ions and genera l advice are published in 

SOSFS. The prov is ions are binding regulat ions. The general  advice includes 

recommendations on how a provis ion can or should be appl ied and do not 

exclude other  ways of  achieving the object ives set out in the provis ion.  

 

Scope of application 

These prov is ions shal l  be appl ied in work with systematic and cont inuous 

development and quali ty assurance in activ i t ies under:  

•  Sect ion 31 of the Health and Medical  Services Act (1982:763),  

•  Sect ion 16 of the Dental  Serv ices Act (1985:125),  

•  Sect ion 6 of  the Act (1993:387) concerning  Support and Serv ices for  

Persons with Certain  Functional Impairments( LSS) , and 

•  Chapter 3 Sect ion 3 third paragraph of the Social Serv ices Act 

(2001:453).  

 

The prov is ions shall  also be appl ied in systematic pat ient safety work that care 

providers shal l  carry out under Chapter 3 of  the Patient Safety Act (2010:659).  

 



 

3 
 

Some definitions: 

A provider of  social  serv ices refers to 

Socia l serv ices’  social  board or s imilar munic ipal  board, in the case of such 

social  services that the municipal i ty i s responsib le for ,  

•  the National Board of  Inst i tut ional Care, when an author ity  carr ies out 

social  services, and 

•  other legal ent ity or indiv idual entrepreneur who carr ies out social 

serv ice activ i t ies covered by the provis ion in Chapter 3 Sect ion 3 thi rd 

paragraph of the Social Serv ices Act (2001:453).  In such activ i t ies are 

included those carr ied out under the Act (1990:52)  

 
Specif ic  Provis ions on the Care of Young Persons or under those who operate 

under Act concerning Support and Serv ices for Persons with Certain Funct ional 

Impairments (LSS)  refers to:  

•  Municipal boards, in respect of  such act iv it ies under the legis lat ion on 

support  and serv ice to persons with certain funct ional impairments for  

which a municipal ity  or  county counci l  is  responsible, and 

•  Other legal person or indiv idual entrepreneur who operates under 

legislat ion concerning LLS 

  



 

4 
 

Responsibility for and the use of a 
management system 

Swed ish  Management  sys tem for  
systemat ic qual i ty  work (SOSFS 
2011:9  

EQUASS cr i te r ia  

Sect io
n  1  
 

A  care prov ider  o r  the 
prov ider  o f  socia l  
se rv ices  or  ac t i v i t ies  
under  LLS  shal l  be 
respons ib le for  a 
management sys tem  fo r  
such act i v i t ie s .  The 
management  sys tem 
shal l  be used  to 
sys temat ical l y  and 
cont inuous ly  develop 
and assure  the qual i ty 
of  act iv i t ies  car r ied  out .  

EQUASS cr i te r ia  wh ich may be considered as  
e lement  of  a  Management  sys tem are:  

Nr .  1 .  The socia l  se rv ice prov ider  def ines  
documents  and imp lements  i t s  v i s ion  and 
miss ion va lues on serv ice prov is ion.  

Nr .  2 .  The socia l  serv ice  prov ider  def ines ,  
documents ,  and implements  i t s  qual i ty  
pol icy  by determin ing long term qual i ty  
goals,  and i t s  commitment  to  cont inuous 
improvement .  

Nr .  5 .  The socia l  se rv ice  prov ider  management  
es tab l i shes  and documents  an annua l  
p lanning and rev iew process .  

Nr .  7 .  The soc ia l  se rv ice prov ider  has a sta f f  
recru i tment  and re tent ion pol icy  that  
promotes the se lect ion  o f  qual i f ied 
personne l  based on  requ i red knowledge,  
sk i l l s  and competences.  

Nr .  
23 .  

The socia l  serv ice  prov ider  def ines ,  
documents ,  moni tor s  and eva luates a set  
o f  pr incip les ,  va lues  and procedures that 
govern behaviour  in  se rv ice  del ivery  
conta in ing aspects  o f  conf ident ia l i t y ,  
accuracy,  p r i vacy and integr i t y .  

Nr .  
25 .  

The soc ia l  se rv ice prov ider  def ines  the 
ro les and respons ib i l i t ie s,  author i t ies  and 
the inter re lat ion o f  a l l  personnel  who 
manage,  des ign,  del i ve r ,  suppor t  and 
evaluate the serv ice  p rov i s ion to person 
served.  

Nr .  
42 .  

The socia l  serv ice  prov ider  ident i f ies i t s  
bus iness resu l ts  a nd prov ides fo rmal 
per iod ic  and independent  rev iew and 
procedures  to  achieve the targeted 
resu l t s .  
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Swed ish  Management  sys tem for  
systemat ic qual i ty  work (SOSFS 
2011:9  
EQUASS cr i ter ia  

EQUASS cr i te r ia  

Sect io
n  2  
 

A  care prov ider  o r  the 
prov ider  o f  socia l  
se rv ices  or  ac t i v i t ies  
under  LLS  shal l ,  w i th  the 
suppor t  o f  the 
management  sys tem, 
plan,  manage,  moni tor ,  
fol low up,  evaluate,  
and improve  such 
act i v i t ies .  

EQUASS cr i ter ia  ask to  p lan,  manage,  moni tor  
and evalua te and improvement  socia l  serv ice 
act i v i t ies  are:  

Nr .  5  The socia l  serv ice  prov ider  ident i f ies i t s  
bus iness resu l ts  a nd prov ides fo rmal 
per iod ic  and independent  rev iew and 
procedures  to  achieve the targeted 
resu l t s .   

Nr .  
35  

The socia l  serv ice  prov ider  documents  
the p lanning of  se rv ices  based on the 
ident i f icat ion of  ind iv idual  need s and 
expectat ions  o f  persons  served in  an 
Ind iv idual  P lan.  

Nr .  
36  

The soc ia l  serv ice  p rov ider  ident i f ies ,  
documents ,  and main ta ins  the  key  
serv ice de l ivery  processes to  the per sons 
se rved in  l ine w i th  i t s  v i s ion ,  miss ion 
statement  and qual i ty  pol icy.  
 

Nr .  
37  

The socia l  serv ice  prov ider  rev iews i t s  
del ive ry p rocess  a nd main ta ins  cont ro l  
over  the  del ive ry of  the  serv ice .  
 

Sect io
n  3  
 

A  care  prov ider  or  
prov ider  o f  socia l  
se rv ices  or  ac t i v i t ies  
under  LLS  shal l  speci f y  
how the tasks  that  are 
inc luded in  the work to 
be af fected through 
sys temat ic  and 
cont inuous 

development  and 
qual i ty  assurance  w i l l  
be ass igned w i th in the 
overa l l  act i v i t ies .  

EQUASS cr i te r ia  which  ask  for  speci f icat ion o f  
task and respons ib i l i t ies o f  management  and 
sta f f  are :  

Nr .  
25  

The soc ia l  se rv ice p rov ider  def ines  the 
ro les and respons ib i l i t ie s,  author i t ies  and 
the inter re lat ion o f  a l l  personnel  who 
manage,  des ign,  del i ve r ,  suppor t  and 
evaluate the serv ice  p rov i s ion to person 
served.  

Nr .  
12  

The socia l  se rv ice prov ider  appl ies  
requ i rements  for  comp etence in  the 
ident i f ied ro les  and funct ions o f  s ta f f  and 
evaluates  them on annual  bas i s .  
 
Ind icato r  23:  The competence 
requ i rements  for  s ta f f  has been 
ident i f ied,  spec i f ied ,  documented and 
evaluated on an annual  bas is  
Ind icato r  24 :  The per formance of  s ta f f  
members ,  who are d i rect l y  invo lved in  
the prov is ion o f  se rv ices  to  the  persons 
se rved,  i s  rev iewed per iod ica l l y .  
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Basic structure of the management system 

Swedish Management system for 
systematic qual i ty work (SOSFS 
2011:9 

EQUASS cr iter ia 

Sect io
n  1 

A  care  prov ider  or  
p rov ider  o f  soc ia l  
serv ices  or  a ct i v i t ie s 
under  LLS shal l  adapt 
the management 
system to the type and 
scope  o f  i t s  act i v i t ies .  
 
Genera l  advice:  
S tandards,  technical  
spec i f icat ions  and 
models  o f  qua l i ty  and 
operat ion development  
can prov ide suppor t  
when a management  
system i s  being bu i l t  up .  

EQUASS cr i te r ia  which c la im spec i f ic  adaptat ion 
of  the management  sys tem are:  

Nr .  7  The socia l  serv ice p rov ider  demonst rates  
organ isat ion’ s  success  in  sat i s f y ing the 
needs and expectat ions o f  the  socie ty.  
 
Ind icato r  14:  The socia l  se rv ice prov id er  
can show tangib le resu l t s  in  meet ing 
needs and expectat ions o f  the  socie ty.  

Nr .  8  The socia l  serv ice p rov ider  demonst rates  
organ isat ion’ s  socia l  re spons ib i l i ty  
through act i v i t ies  cont r ibut ing to  the 
socie ty .  
 
Ind icato r  15:  The socia l  se rv ice prov ider  
i s  invo lved in  communi ty -based 
act i v i t ies .  
Ind icato r  16:  The socia l  se rv ice prov id er  
can show ev idence o f  i t s  added va lue to 
the societ y.  

Nr .  15 The soc ia l  se rv ice  prov ider  assures  the 
r ights o f  persons se rved ou t l ined in  a 
Char te r  o f  R ights  that  i s  based on the EU 
Char te r  o f  Funda mental  R ights ,  the 
European Convent ion for  the P rotect ion 
of  Human R ight s  and Fundamenta l  
Freedoms o f  the  Counci l  o f  Europe  and 
other  in te rnat ional  human r ights  
convent ions ,  espec ia l ly  those e laborated 
under  the  Un i ted Na t ions.  

Nr .  18 The soc ia l  serv ice p rov ider  respects  the 
fundamenta l  r igh t  to  se l f -determinat ion 
of  the person served.  They f reely  
determine thei r  po l i t ica l  s tatus and f ree ly  
pursue thei r  economic,  soc ia l  and 
cul tura l  development .  

Nr .  19 The socia l  serv ice  p rov ider  faci l i ta tes the 
person served in  choos ing and having 
access  to  advocates  and/or  suppor t ing 
persons.  

Nr .  28 The soc ia l  serv ice prov ider  includes 
persons served as  act ive  par t ic ipa nts  in  
p lanning and have set  up appra i sa l  
made up  of  on -going of  an on-going 
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Swedish Management system for 
systematic qual i ty work (SOSFS 
2011:9 

EQUASS cr iter ia 

st ructured d ia logue process in  the 
management  of  the serv ice,  i nclud ing 
the def in i t ion  of  the  needs,  the  def in i t ion 
of  the serv ices ,  as  we l l  as of  the 
evaluat ion  of  qual i ty .  

Nr .  29 The soc ia l  serv ice  p rov ider  ins t i tu tes  an 
annual  eva luat ion  o f  par t ic ipat ion  o f  
persons se rved both  on ind iv idual  and/or  
group bas is .  
 
Ind icato r  57:  The measures ,  act i v i t ies  
and pol icy  fo r  par t ic ipat ion  have been 
agreed w i th  the  persons served or  
representat i ves o f  persons se rved.  
Ind icato r  58:  The socia l  se rv ice prov id er  
rev iews the measures ,  act i v i t ies  and 
pol icy  for  par t ic ipat ion  of  persons  se rved 
or  representat i ves  of  persons se rved on 
an annual  basi s .  

Nr .  31 The soc ia l  se rv ice prov ider  operates  
spec i f ic  mechanisms for  es tab l i sh ing an 
empower ing env i ronment .  
 
Ind icato r  61 :  The socia l  se rv ice prov id er  
has ident i f ied measures  fo r  creat ing an 
empower ing env i ronment  in  the 
organ isat ion.  
Ind icato r  62:  The socia l  se rv ice prov id er  
t ra ins s ta f f  to  fac i l i ta te the empowerment  
of  persons served.  

Nr .  40 
 
 

The soc ia l  se rv ice prov ider  operates  
se rv ices  f rom a hol i s t ic  approach ba sed 
on the needs and expectat ions of  the 
person served w i th  the a im of  improving 
the qual i t y  o f  l i f e  for  the person served.  

Nr .  46 The soc ia l  se rv ice prov ider  prov ides 
access ib le and eas i ly  unders tandable 
records on outcome,  inc luding persona l  
percept ion and ach ievements  
 
Ind icato r  91:  The repor t  on records and 
outcomes i s  communicated to 
stakeholders  in  understandab le fo rm and 
language.  

Sect io
n  2  

P rocesses  and 
procedures   
A  care  prov ider  or  

EQUASS cr i ter ia  which  a sk  for  iden t i f icat ion ,  
descr ip t ion and es tab l i sh ing processes  of  key 
act iv i t ies  are :  
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Swedish Management system for 
systematic qual i ty work (SOSFS 
2011:9 

EQUASS cr iter ia 

p rov ider  o f  soc ia l  
serv ices  or  a ct i v i t ie s 
under  LLS shal l  ident i fy ,  

descr ibe and establ ish 
the processes  in  the 
act iv i t ies  that  are 
necessary  to assure  the 
qual i ty  o f  such 
act iv i t ies.  

Nr .   5  The socia l  serv ice  p rov ider  management  
es tab l i shes  and documents  an annua l  
p lanning  and rev iew process .  

Nr .  18 The soc ia l  se rv ice prov ider  respects the  
fundamenta l  r igh t  to  se l f -determinat ion 
of  the  person served.  They f reely  
determine thei r  pol i t ica l  s tatus  and 
f reely pursue the i r  economic,  socia l  and 
cul tura l  d evelop ment .  
 
Ind icato r  36:  The socia l  se rv ice prov ide r  
evaluates  i t s  per fo rmance on respect ing 
the r ight  to  se l f -determinat ion  w i th  the 
persons served on a nnual  basi s .  

Nr .  29 The soc ia l  se rv ice prov ider  ins t i tu tes  an 
annual  evaluat ion  of  par t ic ipat ion  o f  
persons served both on ind iv idua l  
and/or  group bas is .  
 
Ind icato r  58:  The socia l  se rv ice prov ide r  
rev iews the measures ,  act i v i t ies  and 
pol icy  fo r  par t ic ipat ion of  persons  
se rved o r  representat ives  o f  persons  
se rved on an annua l  bas is .  

Nr .  31 The socia l  serv ice  prov ider  operates  
spec i f ic  mechanisms fo r  es tab l i sh ing a n 
empower ing env i ronment .  
 
Ind icato r  62:  The socia l  se rv ice prov ide r  
t ra ins  s ta f f  to  faci l i ta te  the 
empowerment  of  persons served.  

Nr .  38  The socia l  se rv ice  prov ider  ident i f ies ,  
documents ,  and  mainta ins  the key 
serv ice del i ve ry p rocesses  to  the  
persons served in  l ine w i th  i t s  v i s ion ,  
miss ion  s tatement  and qual i ty  po l icy.  

Nr .  37 The socia l  serv ice  prov ider  rev iews th i s  
del i ve ry process and mainta ins  cont ro l  
over  the  del ive ry o f  the  serv ice .  

Nr .  48 The socia l  serv ice  prov ider  has a 
standard  procedure for  cont inuous  
improvement  on the bas is  o f  an 
improvement  cyc le.  

Nr .  34 The socia l  serv ice  prov ider  operates  
ind iv idual  processes  that  are  dr iven by  
the need s o f  the  persons se rved.  
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Swedish Management system for 
systematic qual i ty work (SOSFS 
2011:9 

EQUASS cr iter ia 

Sect io
n  3  
 

Under  sect ion  2 ,  a  care 
p rov ider  o r  prov ider  o f  
soc ia l  se rv ices  or  
act iv i t ies under  LLS  shal l  
in  each process  
1 .  ident i fy  the act i v i t ies 
involved ,  and 

2 .  determine the order  
of  such act iv i t i es .  

EQUASS cr i ter ia  which ask  fo r  ident i f icat ion of  
act iv i t ies   are :  

Nr .  35:  The soc ia l  se rv ice p rov ider  documents  
the p lann ing o f  se rv ices based  on the 
ident i f icat ion  of  ind iv idual  needs and 
expectat ions o f  persons se rved in  a n 
Ind iv idual  P lan .  
 

Nr .  35  
 

The soc ia l  se rv ice p rov ider  documents  
the p lann ing o f  se rv ices based  on the 
ident i f icat ion  of  ind iv idual  needs and 
expectat ions o f  persons se rved in  a n 
Ind iv idual  P lan .  
 
Ind icato r  69 :  The Ind iv idual  P la n 
conta ins  the  des i red  s i tuat ion of  the  
person being served,  overa l l  goals ,  
spec i f ic  measurable object ives ,  
methods /  techn iques /  in te rvent ions  t o 
be used,  s ta f f  invo lved and 
respons ib i l i t ies  for  imp lementa t ion .  

Sect io
n  4  
 

A  care  prov ider  or  
p rov ider  o f  soc ia l  
serv ices  or  a ct i v i t ie s 
under  LLS  shal l  create 
and establ ish the 
p rocesses  that  are 
necessary  to assure  the 
qual i ty  o f  such 
act iv i t ies.  
 
The procedures  shal l  
descr ibe  a speci f ic  
approach to  how 
act iv i t ies  wi l l  be 
per formed,  as  wel l  as 
speci fy ing how the 
respons ib i l i ty  for  thei r  
per formance is 
a l located  w i th in  the 
o rganisa t ion .  

EQUASS cr i ter ia  wh ich set  out  requ i rements to  
assure  how act iv i t ies  w i l l  be per formed as wel l  
as  speci fy ing how the respons ib i l i t y  for  the i r  
per formance i s  a l located w i th in the  organ isat ion  
i s  expressed in :  

Nr .  40 The socia l  serv ice  prov ider  operates  
se rv ices  f rom a ho l i s t ic  approach based 
on the needs and expectat ions  o f  the  
person served w i th  the  a im of  improv ing 
the qual i t y  o f  l i f e  for  the person served.  
 
Ind icator  79:  The socia l  se rv ice prov ide r  
ensures that  qual i ty  o f  l i fe  i s  spec i f ic  to  
and def ined for  each person and/or 
fami ly  rece iv ing serv ices .  

Nr .  41  The socia l  serv ice  p rov ider  ident i f ies  the  
needed competences,  sk i l l s  and supp or t  
for  s ta f f  to  enhance the qua l i t y  o f  l i fe  fo r  
person served.  
 
Ind icato r  82:  The socia l  se rv ice prov ide r  
spec i f ies  the  sk i l l s  and competencies for  
s ta f f  to  enhance qual i t y  o f  l i fe  o f  
persons served.  

Nr .  33 The soc ia l  serv ice  prov ider  o f fers  
programmes cons is tent  w i th  the  
ident i f ied needs of  i t s  cus tomers  and 
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Swedish Management system for 
systematic qual i ty work (SOSFS 
2011:9 

EQUASS cr iter ia 

object ives  for  the p rogramme.  

Nr .  34 The socia l  serv ice  prov ider  operates  
ind iv idual  processes  that  are  dr iven by  
the need s o f  the  persons se rved.  

Nr .  35 The soc ia l  se rv ice p rov ider  documents  
the p lann ing o f  se rv ices based  on the 
ident i f icat ion  of  ind iv idual  needs and 
expectat ions o f  persons se rved in  a n 
Ind iv idual  P lan .  
 
Ind icato r  70 :  The Ind iv idual  P la n 
conta ins :  the desi red s i tuat ion  of  the  
person being served,  overa l l  goals ,  
spec i f ic  measurable object ives ,  
methods /  techn iques /  in te rvent ions  t o 
be used,  s ta f f  invo lved and 
respons ib i l i t ies  for  imp lementa t ion  

Sect io
n  5  
 

Cooperat ion  between 
soc ia l  serv ices and  LLS.  
Those who prov ide 
soc ia l  se rv ices  or  
act iv i t ies under  LLS  shal l  
ident i f y  the processes  
as in  Sect ion  2  in  which 
cooperat ion i s  requ i red 
to  assure  the qual i ty  o f  
mea sures  prov ided in 
the act i v i t ies .   
 
I t  must  be c lear  f rom 
the processes  and 
procedures  how 
cooperat ion  w i l l  ca r r ied 
out  in  the i r  act i v i t ies .   
F rom the processes  and 
procedures  i t  must  a lso 
be ensured that  
cooperat ion i s  made 
poss ib le w i th  o ther  
act iv i t ies  in  soc ia l  
serv ices  or  under  LLS 
and w i th  care  prov ider s,  
publ ic author i t ies,  
assoc iat ions  and o ther  
o rganisa t ions.  

EQUASS cr i ter ia  which set  out  requi rements  for  
cooperat ion  i s  expressed in :  

Nr .  26 The socia l  serv ice  p rov ider  works  in  
par tnersh ip w i th  other  organisat ions  in  
the p rov is ion o f  serv ices.  
 
Ind icator  51:  The socia l  se rv ice prov ide r  
has par tner sh ips  w i th  socia l  par tners  i n  
the de l ivery of  serv ices for  the  persons 
se rved,  funding  agencies in  the de l ive ry  
of  se rv ices  fo r  the  persons served and 
organ isat ions of  persons se rved in  the  
del i ve ry of  se rv ices  fo r  the  persons 
se rved ( i f  appl icable)  
Ind icator  52:  The socia l  se rv ice prov ide r  
evaluates  the added value of  i t s  
par tnersh ips  on regu lar  basi s .  

Nr .  28 The socia l  serv ice  p rov ider  works  in  
par tnersh ip w i th  persons se rved,  
purchasers  and o ther  s takeholder s i n  
the deve lopment  of  se rv ices .  
 
Ind icator  53:  In  deve lopment  of  se rv ices ,  
the soc ia l  se rv ice p rov ider  invo lves  
person served and thei r  represen tat ives ,  
purchasers  and funders .  
Ind icator  54:  The socia l  se rv ice prov ide r  
invo lves  re levant  exte rnal  s takeholder s  
in  assessment  of  needs.  
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Sect io
n  6  
 

Heal th  care  and 
medical  se rv ices  
The care p rov ider  shal l  

ident i f y  the processes  
as def ined in  Sect ion 2 
where cooperat ion is  
needed to prevent  
pat ients f rom suf fe r ing 

f rom any care injury .  I t  
mus t  be c lear  f rom the 
processes  and 
procedures  how 
cooperat ion  wi l l  
car r ied ou t  in  thei r  
act iv i t ies.  From the 
p rocesses  and 
procedures  i t  must  a lso 
be ensured that  
cooperat ion i s  made 
poss ib le  w i th  other  care 
p rov iders  and w i th 
act iv i t ies  in  soc ia l  
serv ices  or  under  LLS 
and w i th  publ ic 
author i t ies .  

EQUASS cr i te r ia  which assures cooperat ion  
between socia l  hea l th  care  serv ice  prov iders a re  
expressed in :  

Nr .   26 The socia l  serv ice  p rov ider  works  in  
par tnersh ip w i th  other  organisat ions  in  
the p rov is ion o f  serv ices.  
 
Ind icator  51 :  The socia l  serv ice prov ider  
has par tner sh ips  w i th  socia l  par tners  i n  
the de l ivery of  serv ices for  the  persons 
se rved 
Ind icator  52:  The socia l  se rv ice prov ide r  
evaluates  the added value of  i t s  
par tnersh ips  on regu lar  basi s .  
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Sect io
n  1  
 

The care p rov ider  or  
the prov ider  o f  socia l  
serv ices  o r  act i v i t ies  
under  LLS sha l l  
cont inuously  assess  
whether there i s  a  r i sk  
that  events  cou ld  
occur  that  cou ld  
involve def iciencies in  
the qual i ty  o f  act iv i t ies .  
 
For  each such event ,  
the care prov ider  or  
p rov ider  o f  socia l  
serv ices  o r  act i v i t ies  
under  LLS  shal l  
1 .  es t imate  the 
p robabi l i ty  that  the 
event  w i l l  occur ,  and 
2 .  Assess  the negat ive 

consequences  that  
could resu l t  f rom the 
event .  

EQUASS cr i ter ia  which assures  r i sk  analys i s  and 
appropr iate  act ions  to  p revent  and respond are 
expressed in :  

Nr .  10  The soc ia l  serv ice prov ider  operates  in  
compl iance w i th  mandatory nat iona l  
leg is lat ion,  prov id ing appropr ia te 
work ing condi t ions,  adequate  and 
agreed s taf f  leve l  and s taf f  rat io ,  and 
appropr iate reward ing for  s ta f f  and 
vo lunteers.   
 
Ind icator  20 :  The soc ia l  serv ice prov ider  
evaluates  the  work ing condi t ions  o f :  
management ,  s ta f f  and vo lunteer s  ( i f  
appl icable) .  

Nr .  22  The socia l  se rv ice  prov ider  prov ides  
serv ices  in  a safe  sys tem of  work ing 
w i th in a safe  env i ronment  to  ensure the 
phys ica l  secur i t y  o f  persons  se rved,  
thei r  fami l ies  and caretakers .  
 
Ind icator  43 .  The soc ia l  serv ice prov ider  
has documented a heal th  and safety  
p lan for  each of  i t s  serv ice locat ions  
and procedures  to  ensure a  saf e 
envi ronment  and phys ica l  secur i t y  o f  
persons served  
 
Ind icator  44 .  The soc ia l  serv ice prov ider  
ident i f ies  measures  fo r  ensur ing heal th 
and safety  for  each o f  i t s  serv ice 
locat ions  and  improvements  for  
ensur ing  heal th  and safety  on annua l  
basi s .  

Sect io
n  2 

Sel f -moni tor ing 
A care p rov ider  or  
p rov ider  o f  socia l  
serv ices  o r  act i v i t ies  
under  LLS   shal l  carry 
out  sel f -moni tor ing  
 
Se l f -moni to r ing shal l  be  
car r ied ou t  as  o f ten 
and as much as i s  
requi red for  the care  

EQUASS cr i te r ia  which assures  se l f -moni to r ing a re 
expressed in :  

Nr .  37  The socia l  se rv ice prov ider  rev iews the 
de l ivery  p rocess  and mainta ins  cont ro l  
over  the del ivery  of  the serv ice .   
 
Ind icator  73 :  The soc ia l  serv ice prov ider  
moni tor s  the per formance o f  the key  
serv ice  del ive ry processes  on regula r  
basi s  and rev iews the per formance o f  
the key serv ice  del i very  processes on a 
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p rov ider  o r  the prov ider  
o f  socia l  serv ices  or  
act iv i t ies  under  LLS  to  
be ab le to  assure  the 
qual i ty  o f  the  act iv i t ies .  
 
Genera l  adv ice  
Sel f -moni to r ing may 
include compar isons of  
the resu l ts  o f  the  
act iv i t ies w i th  data 
f rom the nat ional  and 
reg ional  qual i ty  
reg is ter ,  as  in  Chapter  
7  o f  the Act  on  Pat ient  
Data (2008 :355) ,  
compar i son of  the  
resu l t s  o f  the  act i v i t ies  
w i th  data f rom open 
compar i sons,  as  we l l  
w i th  the  resu l t s  o f  o ther  
act iv i t ies compar ison of  
the cur rent  resu l t s  o f  
the act i v i t ies  w i th  
ear l ie r  resu l ts ,  ta rget  
g roup surveys ,  rev iews  
o f  journa ls ,  f i les  and 
o ther  documentat ion,  
examinat ion  of  whether  
there are  approaches  
and at t i tudes among 
the sta f f  could  lead to 
def ic ienc ies  in  the  
qual i ty  o f  the act i v i t ies ,  
analys is  o f  data f rom 
pat ients’  counci l s ,  and 
col lect ion  of  v iewpo ints  
f rom audi to rs and 
s takeholders.  

regula r  bas is  
 
Ind icator  74 :  The soc ia l  serv ice prov ider  
car r ies  out  in te rnal  audi ts  on the 
de l ivery  of  key serv ice  del ivery  
processes  and  repor ts  on  the outcomes 
of  key serv ice de l ive ry  processes  

Sect io
n  3 

Invest igat ion of  
deviat ions  Complaints  
and v iewpoints .  
A care p rov ider  or  
p rov ider  o f  socia l  
serv ices  o r  act i v i t ies  
under  LLS shal l  receive 
and invest igate 

EQUASS cr i ter ia  which assures  the  invest igat ion 
of  compla int s  and v iewpo int  on qua l i ty  a re 
expressed in :  

Nr .  3  Persons  served,  fami l y  members and 
serv ice  user  organisat ions  are  ab le to  
g ive  feedback on thei r  ind iv idua l  and 
col lect ive exper ience of  programmes 
and serv ices.  
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complaints and 
v iewpoints  on the 
qual i ty  o f  the i r  
act iv i t ies f rom 
1 .  care and nurs ing  
recip ients  and the i r  
c lose fami ly ,  
2 .  personne l ,  
3 .  care prov ider s ,  
4 .  prov iders o f  socia l  
serv ices ,  
5 .  those who car r y  out  
act iv i t ies under  LLS ,  
author i t ies ,  and 
assoc iat ions ,  o ther  
o rganisa t ions and 
interested par t ies .  

Nr .  17  The soc ia l  serv ice prov ider  has 
access ib le compla int  management  
sys tem tha t  reg is ters  feedback on 
per formance f rom persons se rved, 
purchasers and  o ther  re levant  
s takeho lders.  
 
Ind icator  33 :  The soc ia l  serv ice prov ider  
has a documented compla int  
management  system that  assures  
appropr iate and object ive 
invest igat ion.  
Ind icator  34 :  The soc ia l  serv ice prov ider  
shows t ransparency o f  resu l t s  in  the 
compla in t  management  sys tem.  

Nr .  45  The soc ia l  se rv ice  prov ider  evaluates  
the ind i v idual  and co l lec t ive 
sat is fact ion  of  persons served and other  
s takeho lders by inte rna l  and/or  ex terna l  
evaluat ion .  
 
Ind icator  89 :  The soc ia l  serv ice prov ider  
measures  the sat i s fact ion  of :  i t s  per sons 
served,  i t s  purcha sers and i t s  funding 
bodies .  
Ind icator  90 :  The serv ice  prov ider  
assures appropr ia te  and object ive 
measurement  of  sat i s fact ion  of  i t s  
s takeho lders.  

Sect io
n  4  

P rovi s ions  on repor t ing 
obl igat ion 
1 .  for  heal th  and 
medical  care personne l  
a re in  Chapter  6  
Sect ion 4  o f  the Act  on 
Pat ient  Safety  
(2010 :659) ,  
2 .  fo r  those who car ry  
out  funct ions  in  the  
soc ia l  serv ices  o r  the 
Nat ional  Board  of  
I ns t i tut ional  Care  a re 
found in  Chapter  14 
Sect ion 3 of  the  Socia l  
Serv ices  Act  
(2001 :453) ,  and 
3 .  For  those who car ry  
out  funct ions  in  

EQUASS cr i ter ia  which assures  the  repor t ing 
ob l igat ion are  expressed in :  

Nr .  46  The socia l  se rv ice  prov ider  prov ides  
access ib le and eas i l y  unders tandable 
records on outcome,  including  persona l  
percept ion  and ach ievements  
 
Ind icator  91 :  The repor t  on records and 
outcomes i s  commun icated to 
s takeho lders  in  unders tandable  form 
and language.  

Nr .  48  The socia l  serv ice  prov ider  act ive ly  
d i sseminates  o rgan isa t ion  per formance 
among i t s  s ta f f ,  person served and 
exte rnal  s takeholde rs .  
 
Ind icator  95 :  The soc ia l  serv ice prov ider  
repor ts  i t s  per fo rmance to  purchaser s ,  
funding bodies ,  s ta f f  and persons 
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act iv i t ies under  the 
leg is la t ion  concern ing 
LLS   i s  found in  Sect ion  
24 b  of  LLS.  

served 
 
Ind icator  96 :  The soc ia l  serv ice prov ider  
repor ts  i t s  resu l t s  on an annual  bas is ,  
personal  percept ions  on an annua l  
basi s  and achievements  on  an annua l  
basi s .  

Nr .  17  The soc ia l  serv ice prov ider  has 
access ib le compla int  management  
sys tem tha t  reg is ters  feedback on 
per formance f rom persons se rved, 
purchasers and  o ther  re levant  
s takeho lders.  
 
Ind icator  34  :  The soc ia l  serv ice 
prov ider  shows t ransparency of  resu l t s  
in  the  compla int  management  sys tem.  

Sect io
n  5 

Provi s ions  on the 
obl igat ion 
1 .  for  care  p rov ider s  to  
inves t igate  events  in   
act iv i t ies wh ich  have 
caused or  could  cause 
care in jur ies  i s  found in  
Chapter  3  Sect ion 3 of  
the Act  on Pat ient  
Safe ty (2010 :659) ,  
2 .  for  the prov ider  o f  
soc ia l  serv ices  to  
immediate ly  document ,  
inves t igate  and cor rect  
o r  remove poor  
cond i t ions  o r  a  
substant ia l  r i sk  o f  poor  
cond i t ions are  in  
Chapter  14 Sect ion 6  of  
the Soc ia l  Serv ices  Act  
(2001 :453) ,  and 
3 .  For  the  prov ide r  o f  
act iv i t ies  under  LLS  to  
immediate ly  document ,  
inves t igate  and cor rect  
o r  remove poor  
cond i t ions  o r  a  
substant ia l  r i sk  o f  poor  
cond i t ions are  in  
Chapter  24e in  LLS  .  

EQUASS cr i ter ia  which assures  the  invest igat ion 
of  events  which have caused or  could cause 
care  in ju r ies  are  expressed in :  

Nr .  22  The socia l  se rv ice  prov ider  prov ides  
serv ices  in  a safe  sys tem of  work ing 
w i th in a safe  env i ronment  to  ensure the 
phys ica l  secur i t y  o f  persons  se rved,  
thei r  fami l ies  and caretakers .  
 
Ind icator  43 .  The soc ia l  serv ice prov ider  
has documented a heal th  and safety  
p lan for  each of  i t s  serv ice locat ions  
and procedures  to  ensure a  saf e 
envi ronment  and phys ica l  secur i t y  o f  
persons served  
 
Ind icator  44 .  The soc ia l  se rv ice prov ider  
ident i f ies  measures  fo r  ensur ing heal th 
and safety  for  each o f  i t s  serv ice 
locat ions  and  improvements  for  
ensur ing  heal th  and safety  on annua l  
basi s .  

Sect io Summary and analys is  EQUASS cr i ter ia  which  assures  the repor t ing and 
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n  6  Received reports ,  
complaints and 
v iewpoints  are to be 
compi led  and 
analysed  so that  care  
p rov iders  or  p rov iders  
o f  socia l  serv ices  or  
act iv i t ies under  LLS can 
see pat te rns  or  t rends  
that  ind icate  
def ic ienc ies  in  the  
qual i ty  o f  such 
serv ices .  
Improvement  measures  
in  act iv i t ies  

analys is  o f  compla ints  and v iewpoin ts a re 
expressed in :  

Nr .  17  The soc ia l  serv ice prov ider  has 
access ib le compla int  management  
sys tem tha t  reg is ters  feedback on 
per formance f rom persons se rved, 
purchasers and  o ther  re levant  
s takeho lders.  
 
Ind icator  34  :  The soc ia l  serv ice 
prov ider  shows t ransparency of  resu l t s  
in  the  compla int  management  sys tem.  

Nr .   44 The soc ia l  se rv ice p rov ider  evaluates  i t s  
business  resu l ts  in  order  to  d etermine 
best  va lue fo r  purchaser s  and funders 
( ‘best  va lue ’  can a lso be expressed in  
re lat ion to the increased qual i ty  o f  l i f e 
o f fered  to the person being served).  
 

Nr .  45  The soc ia l  se rv ice  prov ider  evaluates  
the ind i v idual  and co l lec t ive 
sat is fact ion  of  persons served and other  
s takeho lders by inte rna l  and/or  ex terna l  
evaluat ion .  

Sect io
n  7  
 

Improvement  measures  
in  act iv i t ies  
On the bas is  o f  the  
resu l t s  o f  those 
act iv i t ies  l i s ted  in  
sec t ions 1  to  6 ,  
measures necessary 
for  ensur ing the qual i ty 
of  operat ions  shal l  be  
taken.  

EQUASS cr i te r ia  which assures improvement  
measures  in  act i v i t ies  are expressed in :  

Nr .  49  The soc ia l  serv ice  p rov ider  ident i f ies  
per formance ind icators  for  measur ing 
the resu l ts  o f  the  improvement  act ions .  
 
Ind icator  97 :  The soc ia l  serv ice prov ider  
estab l i shes per fo rmance ind icato rs for  
measur ing the resu l t s  o f  a l l  
improvement  pro jects .  
 
Ind icator  98 :  The soc ia l  serv ice prov ider  
def ines object ives  for  a l l  improvement  
pro jects,  and measures  the resu l ts  for  
a l l  improvement  pro jects  

Nr .  48  The soc ia l  se rv ice p rov ider  has  a 
s tandard procedure for  cont inuous 
improvement  on the bas i s  o f  an 
improvement  cycle .  
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Sect io
n  8 

Improvement  of  
p rocesses  and 
procedures  
I f  the  resu l ts  o f  the 
act iv i t ies speci f ied  in  
sec t ions  1  to  6  ind icate  
that  processes and 
procedures  are  not  
adequate  for  
safeguarding the 
qual i ty  o f  act iv i t ies ,  
p rocesses  and 
procedures  must  be 

improved .  

EQUASS cr i te r ia  which assures improvement  
processes and procedures a re expressed in :  

Nr .  37  The soc ia l  serv ice  prov ider  rev iews th i s  
de l ivery  p rocess  and mainta ins  cont ro l  
over  the del ivery  of  the serv ice .  
 
Ind icator  73 :  The soc ia l  serv ice prov ider  
car r ies  out  in te rnal  audi ts  on the 
de l ivery  of  key serv ice  del ivery  
processes  and  repor ts  on  the outcomes 
of  key serv ice de l ive ry  processes.  

Nr .  48  The soc ia l  se rv ice p rov ider  has  a 
s tandard procedure for  cont inuous 
improvement  on the bas i s  o f  an 
improvement  cycle .  
 
Ind icator  95:  The organ isat ion 
implements  a documented qual i t y  
improvement  sys tem, wh ich  i s  
character i sed  b y a cycl ic manner 
(PDCA) meaning:  p lanned act ions  
reaching the object ive,  implement ing 
the act ions ,  measur ing the resu l t s  o f  the 
act ions and implement ing cor rect ive 
act ions.  
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Sect io
n  1  
 

A  care p rov ider  or  the 
p rov ider  o f  socia l  
serv ices  o r  act iv i t ies  
under  LLS  must  ensure  
that  i t s  employees are 
work ing  in accordance 

wi th the processes  and 
procedures  that  are 
included in  the  
management  sys tem.  

EQUASS cr i te r ia  wh ich  assures  that  employees a re  
work ing in  accordance w i th the  processes  and 
procedures  are expressed in :  

Nr .  13 The socia l  serv ice  prov ider  recognises  
the sta f f  as  a resource for  feedback on 
organisat iona l  pe r formance,  serv ice 
deve lopment  and sta f f  development   
 
Ind icator  25 :  The soc ia l  serv ice prov ider  
has a po l icy  and procedure  fo r  act ive 
invo lvement  of  s ta f f  in  the p lanning of  
the serv ice  and the evaluat ion o f  the 
serv ice .  
Ind icator  26 :  The soc ia l  serv ice prov ider  
records s ta f f  invo lvement  and feedback 
f rom s taf f  and ut i l i ses  that  feedback  in  
the s taf f  deve lopment  o f  s t rateg ic  and 
annua l  p lanning.  

Nr .  12 The soc ia l  serv ice prov ider  appl ies  
requi rements  fo r  competence in  the 
ident i f ied ro les and funct ions  of  s ta f f  
and evaluates  them on annua l  bas i s .  
 
Ind icator  24:  The per fo rmance of  s ta f f  
members ,  who are  d i rect l y  invo lved in 
the prov is ion  o f  se rv ices  to  the persons 
served,  i s  rev iewed per iodical l y .  

Sect io
n  2  
 

Accord ing to  Chapter  6  
Sect ion 4  of  the Act  on 
Pat ient  Sa fe ty 
(2010 :659) ,  heal th  and 
medical  personnel  mus t  
cont r ibute  to 
maintaining high 
pat ient  safety .  

EQUASS cr i ter ia  which assures  h igh  sa fety  o f  
persons se rved are expressed in :  

Nr .  10  The soc ia l  serv ice prov ider  operates  in  
compl iance w i th  mandatory nat iona l  
leg is lat ion,  prov id ing appropr ia te 
work ing condi t ions,  adequate  and 
agreed s taf f  leve l  and s taf f  rat io ,  and 
appropr iate reward ing for  s ta f f  and 
vo lunteers.  

Nr .  20 The soc ia l  serv ice  p rov ider  def ines  and 
documents i t s  pol icy  on eth ics  that  
respects  and assures  the  d igni t y o f  the 
persons  served,  p rotects  them f rom 
undue r i sk  and promotes  socia l  ju st i ce  

Nr .  21 The soc ia l  serv ice  prov ider  operates  
mechanisms that  p revent  the phys ica l ,  
menta l  and f inancia l  abuse o f  persons 
served.  
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Nr .  22 The socia l  se rv ice  prov ider  prov ides  
serv ices  in  a safe  sys tem of  work ing 
w i th in a safe  env i ronment  to  ensure the 
phys ica l  secur i t y  o f  persons  se rved,  
thei r  fami l ies  and caretakers .  
 
Ind icator  41 :  The soc ia l  serv ice prov ider  
has documented a heal th  and safety  
p lan fo r  each of  i t s  serv ice locat ions  
and  procedures  to  ensure a saf e 
envi ronment  and phys ica l  secur i t y  o f  
persons served.  
Ind icator  42 :  The soc ia l  serv ice prov ider  
ident i f ies  measures  fo r  ensur ing heal th 
and safe ty for  each of  i t s  serv ice 
locat ions  and improvements for  
ensur ing  heal th  and safety  on annua l  
basi s  

Sect io
n  3  
 

Chapter  14 sect ion  2  of  
the Soc ia l  Serv ices  Act  
(2001 :453)  and Sect ion 
24 (a)  LLS  state tha t  a l l  
par t ies  tha t  car r y  out  

funct ions  wi th in social  
serv ices  o r  act iv i t ies  
under  LLS  are obl iged 
to part ic ipate  in  
qual i ty  work  fo r  thei r  
act iv i t ies.  

EQUASS cr i ter ia  which assures  the ob l igat ion to 
par t ic ipate in  qual i t y  work  are expressed in :  

Nr .  13 The socia l  serv ice  prov ider  recognises  
the sta f f  as  a resource for  feedback on 
organisat iona l  pe r formance,  serv ice 
deve lopment  and sta f f  development   
 
Ind icator  25 :  The soc ia l  serv ice prov ider  
has a po l icy  and procedure  fo r  act ive 
invo lvement  of  s ta f f  in  the p lanning of  
the serv ice  and the evaluat ion o f  the 
serv ice .  
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Sect io
n  1  
 

Work  re la ted to  the 
systemat ic  and 

cont inuous 
development  and 
qual i ty  assurance  of  
act iv i t ies  must  be 
documented .  
 
Genera l  adv ice  
Care p rov iders  
included under  
Chapter  1  Sec t ion 1 
paragraphs 1  and 2 or  
par t ies  that  car ry  out  
soc ia l  serv ices  or  
act iv i t ies  und er  LLS  ,  
should annual l y  draw 
up a coherent  qual i ty  
repor t  w i th  fu l l  
documentat ion,  in  
wh ich  i t  shou ld  be 
s tated 
How the work w i th  
systemat ic and 
cont inuous 
deve lop ment  and 
qual i ty  assurance has  
been car r ied out  dur ing 
the prev ious ca lendar  
year ,  what  measures  
have been taken  to 
assure  the qual i ty  o f  
the act iv i t ies ,  and what  
resu l t s  have been 
achieved.  
The repor t  shou ld have 
such a level  o f  deta i l  
that  i t  i s  poss ib le  to  
assess  how work  w i th  
systemat ic and 
cont inuous 
deve lop ment  and 
qual i ty  assurance has  
been conducted in  

EQUASS cr i te r ia  which a ssures  the documentat ion 
of  the sys temat ic cont inuous  deve lop ment  and 
qual i ty  assurance act iv i t ies  expressed in :  

Nr .  5  The soc ia l  se rv ice prov ider  
management  estab l i shes and 
documents an annua l  p lann ing  and 
rev iew process.  
 
Ind icator  9 :  The process  o f  annua l 
p lanning i s  documented.  

Nr .  9  The socia l  se rv ice prov ider  has a sta f f  
recru i tment  and re tent ion pol icy that 
promotes  the se lect ion of  qual i f ied 
personne l  based on requi red 
knowledge,  sk i l l s  and competences.  
 
Ind icator  17 :  The serv ice  prov ider  has a 
documented s taf f  recru i tment  pol icy  ,  
c r i ter ia  for  s ta f f  recru i tment  
the process fo r  s ta f f  recru i tment  and i t s  
po l icy  for  equal i ty  and non-
d i scr iminat ion.  

Nr .  20  The soc ia l  serv ice  p rov ider  def ines  and 
documents i t s  pol icy  on eth ics  that  
respects  and assures  the  d igni t y o f  the 
persons  served,  p rotects  them f rom 
undue r i sk  and promotes  socia l  ju st i ce  
 
Ind icator  39 :  The soc ia l  serv ice prov ider  
has documented i t s  pol icy on eth ics  
re f lect ing the d ign i ty o f  persons se rved 
and pro tect ing them f rom undue r i sk .  

Nr .  22  The socia l  se rv ice  prov ider  prov ides  
serv ices  in  a safe  sys tem of  work ing 
w i th in a safe  env i ronment  to  ensure the 
phys ica l  secur i t y  o f  persons  se rved,  
thei r  fami l ies  and caretakers .  
 
Ind icator  43 :  The soc ia l  serv ice prov ider  
has documented a heal th  and safety  
p lan fo r  each of  i t s  serv ice locat ions  
and procedures  to  ensure a  saf e 
envi ronment  and phys ica l  secur i t y  o f  
persons served 
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di f ferent  aspects  o f  the  
act iv i t ies,  and that  the  
in format ion needs  of  
exte rnal  s takeho lders  
have been sat i s f ied.  
The repor t  should  be 
made avai lab le  to  
anyone who w ishes to  
read i t .  
 

Nr .  48  The soc ia l  se rv ice p rov ider  has  a 
s tandard procedure for  cont inuous 
improvement  on the bas i s  o f  an 
improvement  cycle .  
 
Ind icator  95:  The organ isat ion 
implements  a documented qual i t y  
improvement  sys tem which i s  
character i sed  b y a cycl ic manner 
(PDCA) meaning:  p lanned act ions  
reaching the object ive,  implement ing 
the act ions ,  measur ing the resu l t s  o f  the 
act ions and implement ing cor rect ive 
act ions  
Ind icator  96:  The resu l ts  o f  qual i t y  
improvement  pro jects  are  documented.  
 

Nr .50   The serv ice  prov ider  in t roduces and 
manages innovat ive  ways of  work ing 
that  have been ident i f ied based on the 
needs o f  s ta keholders .  
 
Ind icator  99 :  The soc ia l  serv ice prov ider  
manages  the innovat ion  pro jects ,  
moni tor s  the innovat ion pro jects  and 
records the resu l ts  o f  the innovat ion  
pro jects  

Sect io
n  2  
 

Accord ing to  Chapter  3  
Sect ion 10  o f  the  Act  
on Pat ient  Safety  
(2010 :659) ,  the  care  
p rov ider  must  annual ly  
d raw up a pat ient  
safe ty repor t  by 1  
March.  
I n  addi t ion to that  
s tated in  Chapte r  3  
Sect ion10  o f  the Ac t  on  
Pat ient  Safety,  the  
pat ient  safety  repor t  
sha l l  conta in  
in format ion on how 
1 .  respons ib i l i ty  under  
Chapter  3  Sect ion 9 of  
the Pat ient  Sa fety  Act  

EQUASS cr i ter ia  which assures  to  repor t  on 
annual  bas is  about  safe ty of  persons 1 are 
expressed in :  

Nr .  22  The socia l  se rv ice  prov ider  prov ides  
serv ices  in  a safe  sys tem of  work ing 
w i th in a safe  env i ronment  to  ensure the 
phys ica l  secur i t y  o f  persons  se rved,  
thei r  fami l ies  and caretakers .  
 
Ind icator  43 .  The soc ia l  serv ice prov ider  
has documented a heal th  and safety  
p lan for  each of  i t s  serv ice locat ions  
and procedures  to  ensure a  saf e 
envi ronment  and phys ica l  secur i t y  o f  
persons served  
 
Ind icator  44 .  The soc ia l  serv ice prov ider  
ident i f ies  measures  fo r  ensur ing heal th 

                                              
1 The EQUASS does not  requ ire  a deta i led repor t ing on the safety  of  the pe rsons served as i t  is  

requ ired in the Swedish nat ional  Act  for  Pat ient  Safety .  
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has been a l located,  
2 .  pat ient  safety  
th rough se l f -mon i to r ing 
in  accordance w i th 
Chapter  5  Sect ion 2  has  
been fo l lowed up and 
evaluated,  
3 .  cooperat ion  under  
Chapter  4  Sect ion 6  has  
been enabled  to 
p revent  pat ients  
suf fer ing f rom care  
in jury  
4 .  r i sks  o f  care in ju r ies  
have been hand led in  
accordance w i th 
Chapter  5 ,  
5 .  repor ts  as  under  
Chapter  6  Sect ion 4 of  
the Pat ient  Sa fety  Act  
have been handled,  
and 
6 .  Compla int s  and 
v iewpoin ts rece ived 
have been handled,  in  
accordance w i th 
Chapter  5  Sec t ion 3 
and which are  of  
impor tance to pat ient  
safe ty.  
 
The pat ient  safety  
repor t  must  a lso  
ind icate how many 
events  were 
inves t igated in  
accordance w i th 
Chapter  3  paragraph 3 
o f  the  Pat ient  Safety  
Act  dur ing the 
p receding  ca lendar  
year  and how many  
care in jur ies  were 
assessed as se r ious .  
 
Sect ion 3  of  the  pat ient  
safe ty repor t  must  have 
such a level  o f  deta i l  

and safety  for  each o f  i t s  serv ice 
locat ions  and  improvements  for  
ensur ing  heal th  and safety  on annua l  
basi s .  

Nr .  35  The socia l  serv ice p rov ider  documents  
the p lann ing of  serv ices based  on the 
ident i f icat ion of  ind iv idua l  needs and 
expectat ions  of  persons served in  an 
Ind iv idual  P lan.  
 
Ind icator  69:  The Ind iv idual  P la n 
conta ins :  the  des i red s i tua t ion  of  the 
person be ing served,  overa l l  goals ,  
spec i f ic  measurab le object ives ,  
methods /  techn iques /  in te rvent ions  to  
be used,  s ta f f  invo lved and 
respons ib i l i t ie s for  implementat ion  

Nr .  17  The soc ia l  serv ice prov ider  has 
access ib le compla int  management  
sys tem tha t  reg is ters  feedback on 
per formance f rom persons se rved, 
purchasers and  o ther  re levant  
s takeho lders.  
 
Ind icator  34 :  The soc ia l  serv ice prov ider  
shows t ransparency o f  resu l t s  in  the 
compla in t  management  sys tem.  

Nr .  45  The soc ia l  se rv ice  prov ider  evaluates  
the ind i v idual  and co l lec t ive 
sat is fact ion  of  persons served and other  
s takeho lders by inte rna l  and/or  ex terna l  
evaluat ion .  
 
Ind icator  90 :  The serv ice  prov ider  
assures appropr ia te  and object ive 
measurement  of  sat i s fact ion  of  i t s  
s takeho lders.  

Nr .  47  The socia l  serv ice  prov ider  act ive ly  
d i sseminates  o rgan isa t ion  per formance 
among i t s  s ta f f ,  person served and 
exte rnal  s takeholde rs .  
 
Ind icator  94 :  The soc ia l  serv ice prov ider  
repor ts  resu l ts  on  an annual  bas is ,  
personal  percept ions  on an annua l  
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1 .  that  i t  i s  poss ib le to  
judge how systemat ic  
pat ient  safety  work  has  
been car r ied out  in  the 
d i f ferent  aspects  o f  
act iv i t ies,  and 
2 .  That  the in format ion  
needs of  ex te rnal  
s takeholders  have been 
sat i s f ied.  

basi s  and achievements  on  an annua l  
basi s .  
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Overview of elements not explicitly addressed 
in the criteria of the Swedish Management 
system for systematic quality work (SOSFS 
2011:9). 

 

The European Quality in Social Services (EQUASS), a quali ty approach 

designed for the social sector, has shown to be f i t  for  var ious social services 

and based on the character ist ics of  these social services.  The EQUASS 

Cert i f ication Programmes have adapted the specif ic character ist ics of  socia l 

serv ices,  the requirements stated in the European Qual ity  Framework for Social  

Serv ice (Social  Protect ion Committee, October 2010).  Due to the fact that 

social services for persons with a disabil i ty are considered as an opportunity for  

indiv iduals to exercise fundamental human r ights, the EQUASS also include the 

core elements of  the United Nations Convention on the Rights of  People with a 

Disabi l i ty (CRPD) in  i ts cert i f icat ion requirements. Below a number of  topics 

which have not been addressed in the cr i ter ia of  the Swedish Management 

System for Systematics Qual i ty work.  (SOSFS 2011:9) The core elements 

addressing the UCRPD are marked with *.  

1.  Governance 
 

EQUASS cr iter ia:   

The social serv ice prov ider def ines documents and implements its vi s ion and 

mission values on service prov is ion.  

The social service prov ider def ines, documents, and implements i ts quali ty 

pol icy by determining long term qual i ty goals,  and i ts commitment to 

cont inuous improvement.  

The social service prov ider  demonstrates organisation’s social responsib i l i ty 

through act ivi t ies contr ibuting to the society.  

2.  Information 
 

EQUASS cr iter ia:   

The social service prov ider  informs al l  s takeholders about the of fered 

programmes and services avai lable.  

3.  Staff 

 
EQUASS cr iter ia:   

The social serv ice prov ider has a staf f - recruitment and -retention policy that  

promotes the select ion of qual i f ied personnel based on required knowledge, 

ski l l s and competences.   
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The social  service provider identif ies the needed competences, ski l l s and 

support  for staf f  to  enhance the qual ity of  l i fe  for person served.  

The social serv ice provider has mechanisms in place to enhance sat isfaction 

and motivat ion of s taf f .  

4.  Rights 
 

EQUASS cr iter ia:  

The social service prov ider assures the r ights of  persons served outl ined in a 

Char ter  of  R ights that is based on the EU Charter  of  Fundamental  R ights, the 

European Convention for the Protect ion of Human Rights and Fundamental 

Freedoms of the Council  of  Europe and other international human r ights 

conventions, especial ly those elaborated under the United Nations.* 

The social  service provider informs the person served about his/her r ights and 

dut ies especial ly to equal treatment on grounds of age,  disabil i ty,  gender, 

race, rel ig ion or bel ief  and sexual or ientation before receiving the services.* 

5.  Ethics 

 
EQUASS cr iter ia 

The social  service provider def ines and documents its pol icy on ethics that 

respects and assures the digni ty of  the persons served, protects them from 

undue r isk and promotes social just ice.  * 

 

6.  Person Centred Planning 

 
EQUASS cr iter ia 

The social  service provider operates ind ividual processes that are dr iven by the 

needs of the persons served.* 

The social service prov ider selects programmes which are based on a needs 

assessment at the locat ion which is most convenient for the person served, 

family and care takers.* 

7.  Continuum of services 

 
EQUASS cr iter ia:   

The social serv ice prov ider  ensures that the person served can access a 

cont inuum of  services that span f rom early in tervention to support  and respond 

to changing requirements over t ime. 

8.  Access to advocate – support person  
 

EQUASS cr iter ia:   

The socia l service provider faci l i tates the person served in choosing and having 

access to advocates and/or support ing persons.* 
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9.  Empowerment of person served  
 

EQUASS cr iter ia:   

The social service prov ider includes persons served as active part icipants in 

planning and have set up appraisal  made up of on-going of an on-going 

st ructured dialogue process in the management of  the service,  including the 

def ini t ion of the needs,  the def in it ion of the services, as well  as of  the 

evaluat ion of qual ity .* 

The social  serv ice provider operates specif ic instruments for  the persons served 

to improve their  personal empowerment and personal s ituation and. that of  

their  community.  *  

The social serv ice prov ider operates specif ic mechanisms for  establ ishing an 

empower ing environment.* 

10.  Ethical code for professionals  
 

EQUASS cr iter ia:  

The social serv ice provider def ines, documents, moni tors and evaluates a set of  

pr inciples, values and procedures that govern behaviour in service del ivery 

containing aspects of  conf ident ial i ty, accuracy,  pr ivacy and integr ity .* 

 

11.  Holistic approach  
 

EQUASS cr iter ia:   

The social serv ice prov ider operates services f rom a hol i st ic approach based 

on the needs and expectations of  the person served with the aim of improving 

the qual ity  of  l i fe for the person served.* 

 

12.  Transparency of results  
 

EQUASS cr iter ia:   

The social service provider reviews the personal  responsib i l i ty of  al l  people 

involved in  the service provision for achieved results.   

The socia l serv ice prov ider act ively disseminates organisation performance 

among i ts staf f ,  person served and external  s takeholders.  

The social serv ice prov ider demonstrates organisation’s success in satisfying 

the needs and expectat ions of  the society.  

The social service prov ider  demonstrates organisation’s social responsib i l i ty 

through act ivi t ies contr ibuting to the society.  

13.  Innovation 
 

EQUASS cr iter ia:   

The service provider  introduces and manages innovat ive ways of  working that 

have been ident if ied based on the needs of stakeholders.  
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