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Cross	   reference	   study	   between	   the	   Voluntary	   European	   Quality	  
Framework	   for	   Social	   Services	   (VEQF	   for	   SS)	   and	   the	  requirements	   of	  
the	   European	   Quality	   in	   Social	   Service	   certification	   programs	  
(EQUASS !!"#! ! 	  

By Guus van Beek 

European Qual i ty  in  Socia l  Serv ices (EQUASS) 
c /o  EPR, 15,  Rue de Spa ,  B-1000 Brussels  Belg ium 

	  

This document descr ibes the resul ts  and deta i ls  o f  cross re ference s tudy based on 
the content  deta i ls  o f  the Voluntary  European Qual i ty  Framework for  Socia l  
Serv ices (VEQF for  SS) (Socia l  Protect ion Commit tee,  2010) compared wi th  the 
content  deta i ls  o f  the cer t i f icat ion programs of  the European Qual i ty  in  Socia l  
Serv ices (EQUASS).  The e lements and deta i ls  o f  re ference f ramework,  VEQF for  
SS, are put  in to  the le f t  co lumn. In  the r ight  co lumn re levant  in format ion f rom the 
EQUASS cer t i f icat ion programs are prov ided wi th  s imi lar  content .  The reference 
made to  the EQUASS cer t i f icat ion programs is  made on the leve l  o f  the cr i ter ia .  
The EQUASS cr i ter ia  are re levant  for  both EQUASS cer t i f icat ion programs:  the 
Assurance leve l  and Excel lence leve l .  In  a l l  cases the under ly ing ind icators  o f  the 
assurance program are addi t ional  re levant  in format ion for  compl iance.  
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Avai lable : 	   	  

Access 	   to 	   a 	   wide 	   range 	   o f 	   soc ia l 	   serv ices 	   shou ld 	  
be 	   o f fered 	   so 	   as 	   to 	   prov ide 	   users 	   wi th 	   an 	  
appropr ia te 	   response 	   to 	   the ir 	   needs 	   as 	   we l l 	   as , 	  
when 	   poss ib le , 	   w i th 	   f reedom	   o f 	   cho ice 	   among 	  
serv ices 	   wi th in 	   the 	   community , 	   a t 	   a 	   loca t ion 	  
which 	   i s 	   most 	   benef ic ia l 	   to 	   the 	   users 	   and , 	   where 	  
appropr ia te , 	   to 	   the ir 	   fami l ies . 	  

Avai labi l i ty 	   	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Range 	  o f 	   services : 	   	  
Cr i ter ion 	   4 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
in forms 	   a l l 	   s takeho lders 	   about 	   the 	   o f fered 	  
programmes 	  and 	  serv ices 	  ava i lab le . 	  
	  
Cr i ter ion 	   38 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ensures 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   serv ices 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   respond 	   to 	  
chang ing 	   requ irements 	  over 	   t ime . 	   	  
	  
Response 	   to 	  needs : 	   	  
Cr i ter ion 	   32 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
se lec ts 	   programmes 	   which 	   are 	   based 	   on 	   a 	  
needs 	   assessment 	   a t 	   the 	   locat ion 	   which 	   i s 	  
most 	   convenient 	   for 	   the 	  person 	   served , 	   fami ly 	  
and 	  care 	   takers . 	   	  
	  
Ind ica tor 	   64 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  



 

Page 2 of  56  

!"#$%&'()*+$(" , - '%*.$ '#/&)*
Framework	  for	  SS 	  

European	  Quality 	  in 	  Social 	  Services	  
(EQUASS	  2012) 	  

of fers 	   i t s 	   serv ices 	   a t 	   the 	   most 	   convenient 	  
loca t ion 	   for 	   persons 	   served , 	   fami l ies 	   and 	  
carer ’ s . 	  
	  
Freedom	  of 	  choice : 	   	  
EQUASS 	  Pr inciple 	  o f 	   ‘R ights ’ : 	   	  
Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	   are 	  
commit ted 	   to 	   protec t ing 	   and 	   promot ing 	   he 	  
r ights 	   o f 	   the 	   person 	   served 	   in 	   terms 	   o f 	   equa l 	  
opportun i t ies , 	   equa l 	   t rea tment 	   and 	   f reedom	  
o f 	   cho ice , 	   se l f 	   -‐determinat ion 	   and 	   equa l 	  
par t i c ipat ion . 	   Organ isa t ions 	   prov id ing 	   soc ia l 	  
serv ices 	   are 	   ensur ing 	   in formed 	   consent 	   and 	  
adopt ing 	   non-‐d iscr iminat ion 	   and 	   pos i t ive 	   ac t 	  
ions 	   wi th in 	   the ir 	   own 	   serv ices . 	   Th is 	  
commitment 	   i s 	   apparent 	   in 	   a l l 	   e lements 	   o f 	  
serv ice 	   deve lopment 	   and 	   de l ivery 	   and 	   in 	   the 	  
va lues 	  o f 	   the 	  soc ia l 	   serv ice 	  prov ider . 	   	  
	  
Cr i ter ion 	   18 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
respects 	   the 	   fundamenta l 	   r ight 	   to 	   se l f -‐
determinat ion 	   o f 	   the 	   person 	   served . 	   They 	  
f ree ly 	   determine 	   the ir 	   po l i t i ca l 	   s ta tus 	   and 	  
f ree ly 	   pursue 	   the ir 	   economic , 	   soc ia l 	   and 	  
cu l tura l 	  deve lopment . 	  
	  
Locat ion 	  benef ic ia l 	   to 	  users : 	   	  
EQUASS 	  pr incip le 	  Person 	  centred 	  approach: 	  
Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
operate 	   processes 	   a iming 	   a t 	   the 	   improvement 	  
o f 	   qua l i ty 	   o f 	   l i fe 	   o f 	   persons 	   served 	   that 	   are 	  
dr iven 	   by 	   the 	   needs 	   o f 	   both 	   the 	   persons 	  
served 	   and 	   potent ia l 	   benef ic iar ies . 	   They 	  
respect 	   the 	   ind iv idua l ’ s 	   contr ibut ion 	   by 	  
engag ing 	   them	   in 	   se l f 	   -‐assessment , 	   serv ice -‐
user 	   feedback 	   and 	   eva luat ion 	   and 	   that 	   va lue 	  
persona l 	   as 	   we l l 	   as 	   serv ice 	   goa ls 	   tak ing 	   in to 	  
account 	   the 	   phys ica l 	   and 	   soc ia l 	   env ironment 	  
o f 	   the 	   person 	   served . 	   A l l 	   processes 	   are 	  
sub jec t 	   to 	   regu lar 	   rev iew . 	  
	  
Cr i ter ion 	   32 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
se lec ts 	   programmes 	   which 	   are 	   based 	   on 	   a 	  
needs 	   assessment 	   a t 	   the 	   locat ion 	   which 	   i s 	  
most 	   convenient 	   for 	   the 	  person 	   served , 	   fami ly 	  
and 	  care 	   takers 	  

	  
Accessib le : 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   easy 	   to 	   access 	   by 	   a l l 	  
those 	   who 	   may 	   requ ire 	   them. 	   In format ion 	   and 	  
impart ia l 	   adv ice 	   about 	   the 	   range 	   o f 	   ava i lab le 	  
serv ices 	   and 	   prov iders 	   shou ld 	   be 	   access ib le 	   to 	  
a l l 	   users . 	   Peop le 	   wi th 	   d isab i l i t ies 	   shou ld 	   be 	  

Accessib i l i ty : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Easy 	   to 	  access : 	   	  
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ensured 	   access 	   to 	   the 	   phys ica l 	   env ironment 	   in 	  
which 	   the 	   serv ice 	   prov is ion 	   takes 	   p lace , 	   to 	  
adequate 	   t ransport 	   f rom	   and 	   to 	   the 	   p lace 	   o f 	  
serv ice 	   prov is ion , 	   as 	   we l l 	   as 	   to 	   in format ion 	   and 	  
communicat ion 	   ( inc lud ing 	   in format ion 	   and 	  
communicat ion 	   technolog ies) . 	  

Cr i ter ion 	   17 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
access ib le 	   compla in t 	   management 	   sys tem	   that 	  
reg is ters 	   feedback 	   on 	   per formance 	   f rom	  
persons 	   served , 	   purchasers 	   and 	   o ther 	  
re levant 	   s takeho lders . 	   	  

Cr i ter ion 	   19 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
fac i l i ta tes 	   the 	   person 	   served 	   in 	   choos ing 	   and 	  
hav ing 	   access 	   to 	   advocates 	   and/or 	   support ing 	  
persons . 	  

Cr i ter ion 	   38 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ensures 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   serv ices 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   respond 	   to 	  
chang ing 	   requ irements 	  over 	   t ime . 	  

Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	  

Information 	  and 	  communicat ion: 	  

Cr i ter ion 	  4 : 	  The 	  soc ia l 	   serv ice 	  prov ider 	  
in forms 	  a l l 	   s takeho lders 	  about 	   the 	  o f fered 	  
programmes 	  and 	  serv ices 	  ava i lab le . 	  
	  
Ind ica tor 	  7 : 	   In format ion 	   i s 	  ava i lab le 	  on : 	  

a .  deve lopment 	  o f 	  programmes 	  and 	  
serv ices 	  

b .  processes 	  and 	  procedures 	  
c .  per formance 	  o f 	   the 	  organ isa t ion 	  
d .  upcoming 	  re levant 	  events 	  

opportun i t ies 	   for 	   invo lvement 	  o f 	  persons 	  
served 	   	  
 
Cr i ter ion 	  24 : 	  The 	  soc ia l 	   serv ice 	  prov ider 	  
de f ines , 	  documents , 	  moni tors 	  and 	  eva luates 	  
procedures 	   for 	  assur ing 	  conf ident ia l i ty 	  o f 	  
da ta 	   regard ing 	   the 	  persons 	  served 	  and 	   the 	  
serv ice 	  prov ided 	   to 	   them. 	  
	  
Cr i ter ion 	  39 : 	  The 	  soc ia l 	   serv ice 	  prov ider 	  
deve lops 	  a 	   seamless 	   cont inuum	  o f 	   serv ices 	  
and 	  reduces 	  barr iers 	   in 	  a 	  mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	  
	  
Ind ica tor 	  77 : 	  The 	  organ isa t ion 	   ident i f ies 	  and 	  
reports 	  barr iers : 	  

a .  to 	   the 	  seamless 	  cont inuum	  o f 	  
programmes 	  on 	  annua l 	  bas is 	   	  

b .  on 	  access 	   to 	  programs 	  and 	  serv ices 	  on 	  
annua l 	  bas is 	  
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Cr i ter ion 	   46 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   access ib le 	   and 	   eas i ly 	   unders tandab le 	  
records 	   on 	   outcome , 	   inc lud ing 	   persona l 	  
percept ion 	  and 	  ach ievements 	  
	  
Transport : 	   Re ference 	   i s 	   made 	   on 	   page 	   30 : 	  
“The 	   serv ice 	   invo lves 	   cons ider ing 	   the 	   ent i re 	  
person 	   as 	   a 	   complex 	   sy s tem	   rather 	   than 	  
focus ing 	   on ly 	   on 	   part i cu lar 	   par t s 	   o f 	   the 	   person 	  
or 	   sy s tems . 	   Person 	   served 	   w i l l 	   v i ew 	   outcomes 	  
f rom	   a 	   ho l i s t i c 	   perspec t ive , 	   cover ing 	   -‐ 	   for 	  
in s tance 	   -‐ 	   hous ing , 	   t ransport , 	   employment , 	  
income 	   and 	   bene f i t s , 	   and 	   broader 	   i s sues 	  
around 	   d i scr iminat ion 	   and 	   equa l i ty . ” 	   Cr i ter ion 	  
40 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   operates 	  
serv ices 	   f rom	   a 	   ho l i s t i c 	   approach 	   based 	   on 	  
the 	   needs 	   and 	   expecta t ions 	   o f 	   the 	   person 	  
served 	   wi th 	   the 	   a im 	   o f 	   improv ing 	   the 	   qua l i ty 	  
o f 	   l i fe 	   for 	   the 	  person 	  served 	  

Affordable : 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   prov ided 	   to 	   a l l 	   the 	  
persons 	  who 	  need 	   them	   (un iversa l 	   access) 	   e i ther 	  
f ree 	   o f 	   charge 	   or 	   a t 	   a 	   pr ice 	   which 	   i s 	   a f fordab le 	  
to 	   the 	   ind iv idua l . 	  

	  

EQUASS 	   pr incip le 	   o f 	   Person 	   centred 	  
approach: 	  
Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
operate 	   processes 	   a iming 	   a t 	   the 	   improvement 	  
o f 	   qua l i ty 	   o f 	   l i fe 	   o f 	   persons 	   served 	   that 	   are 	  
dr iven 	   by 	   the 	   needs 	   o f 	   both 	   the 	   persons 	  
served 	   and 	   potent ia l 	   benef ic iar ies . 	   They 	  
respect 	   the 	   ind iv idua l ’ s 	   contr ibut ion 	   by 	  
engag ing 	   them	   in 	   se l f 	   -‐assessment , 	   serv ice -‐
user 	   feedback 	   and 	   eva luat ion 	   and 	   tha t 	   va lue 	  
persona l 	   as 	   we l l 	   as 	   serv ice 	   goa ls 	   tak ing 	   in to 	  
account 	   the 	   phys ica l 	   and 	   soc ia l 	   env ironment 	  
o f 	   the 	   person 	   served . 	   A l l 	   processes 	   are 	  
sub jec t 	   to 	   regu lar 	   rev iew . 	  
	  
EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

No 	   33 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	   o f fers 	  
programmes 	   cons is tent 	   wi th 	   the 	   ident i f ied 	  
needs 	   o f 	   i t s 	   cus tomers 	   and 	   ob jec t ives 	   for 	   the 	  
programme. 	   	  
No 	   34 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	   operates 	  
ind iv idua l 	   processes 	   that 	   are 	   dr iven 	   by 	   the 	  
needs 	  o f 	   the 	  persons 	  served . 	  
	  
Ind ica tor 	   67 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
de l ivers 	   serv ices 	   based 	   on 	   the 	   needs 	   o f 	   the 	  
persons 	  served . 	  

Note : 	   The 	   i ssue 	   o f 	   a f fordab i l i ty 	   ( serv ices 	   f ree 	  
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of 	   charge 	   and/or 	   a f fordab le 	   pr ices) 	   i s 	   not 	  
expl ic i t ly 	   addressed 	   in 	   the 	   EQUASS 	   cr i ter ia 	  
and/or 	   ind ica tors . 	  

Person-‐centred: 	   	  

Soc ia l 	   serv ices 	   shou ld 	   address 	   in 	   a 	   t imely 	   and 	  
f lex ib le 	   manner 	   the 	   chang ing 	   needs 	   o f 	   each 	  
ind iv idua l 	   w i th 	   the 	   a im 	   o f 	   improv ing 	   the ir 	  
qua l i ty 	   o f 	   l i fe 	   as 	   we l l 	   as 	   o f 	   ensur ing 	   equa l 	  
opportun i t ies . 	   Soc ia l 	   serv ices 	   shou ld 	   take 	   in to 	  
account 	   the 	   phys ica l , 	   in te l lec tua l 	   and 	   soc ia l 	  
env ironment 	   o f 	   the 	   users 	   and 	   shou ld 	   be 	  
respect fu l 	   o f 	   the ir 	   cu l tura l 	   spec i f i c i t ies . 	  
Fur thermore , 	   they 	   shou ld 	  be 	  dr iven 	  by 	   the 	  needs 	  
o f 	   the 	   users 	   and , 	   when 	   appropr ia te , 	   o f 	   the 	  
re la ted 	  benef ic iar ies 	  o f 	   the 	   serv ice 	  prov ided . 	  

EQUASS 	   pr inciple 	   Person 	   Centred 	  
Approach: 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
operate 	   processes 	   a iming 	   a t 	   the 	   improvement 	  
o f 	   qua l i ty 	   o f 	   l i fe 	   o f 	   persons 	   served 	   that 	   are 	  
dr iven 	   by 	   the 	   needs 	   o f 	   both 	   the 	   persons 	  
served 	   and 	   potent ia l 	   benef ic iar ies . 	   They 	  
respect 	   the 	   ind iv idua l ’ s 	   contr ibut ion 	   by 	  
engag ing 	   them	   in 	   se l f 	   -‐assessment , 	   serv ice -‐
user 	   feedback 	   and 	   eva luat ion 	   and 	   that 	   va lue 	  
persona l 	   as 	   we l l 	   as 	   serv ice 	   goa ls 	   tak ing 	   in to 	  
account 	   the 	   phys ica l 	   and 	   soc ia l 	   env ironment 	  
o f 	   the 	   person 	   served . 	   A l l 	   processes 	   are 	  
sub jec t 	   to 	   regu lar 	   rev iew . 	  

EQUASS 	   Cr i ter ion 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Tai lor-‐made 	  services 	  

Cr i ter ion 	   33 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
o f fers 	   programmes 	   cons is tent 	   wi th 	   the 	  
ident i f ied 	   needs 	   o f 	   i t s 	   cus tomers 	   and 	  
ob jec t ives 	   for 	   the 	  programme. 	  

Cr i ter ion 	   34 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   ind iv idua l 	   processes 	   that 	   are 	   dr iven 	  
by 	   the 	  needs 	  o f 	   the 	  persons 	  served . 	  

Cr i ter ion 	   35 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
documents 	   the 	   p lann ing 	   o f 	   serv ices 	   based 	   on 	  
the 	   ident i f i ca t ion 	   o f 	   ind iv idua l 	   needs 	   and 	  
expecta t ions 	   o f 	   persons 	   served 	   in 	   an 	  
Ind iv idua l 	  P lan . 	  

Proximity 	   	  

Cr i ter ion 	   31 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
se lec ts 	   programmes 	   which 	   are 	   based 	   on 	   a 	  
needs 	   assessment 	   a t 	   the 	   locat ion 	   which 	   i s 	  
most 	   convenient 	   for 	   the 	   person 	   served , 	   fami ly 	  
and 	  care 	   takers 	   	  

Comprehensive : 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   conce ived 	   and 	  
de l ivered 	   in 	   an 	   in tegrated 	  manner 	  which 	   re f lec ts 	  
the 	   mul t ip le 	   needs , 	   capac i t ies 	   and 	   pre ferences 	  
o f 	   the 	   users 	   and , 	   when 	   appropr ia te , 	   the ir 	  
fami l ies 	   and 	   carers , 	   and 	   which 	   a ims 	   to 	   improve 	  

EQUASS 	  pr inciple 	  Comprehensiveness : 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
ensure 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   ho l i s t i c 	   and 	   community 	   based 	  
serv ices , 	   which 	   va lue 	   the 	   contr ibut ion 	   o f 	   a l l 	  
persons 	   served 	   and 	   potent ia l 	   par tners 	  
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the ir 	  we l l -‐be ing . 	   inc lud ing 	   the 	   loca l 	   community , 	   employers 	   and 	  
o ther 	   s takeho lders 	   and 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   fo l low 	   up . 	   The 	  
serv ices 	   shou ld 	   be 	   de l ivered 	   through 	   a 	  mul t i 	   -‐
d isc ip l inary 	   team	   approach 	   or 	   mul t i 	   -‐agency 	  
par tnersh ip 	   wi th 	   o ther 	   serv ice 	   prov iders 	   and 	  
employers . 	  

EQUASS 	   Cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Holis t ic 	  approach 	   	  

Cr i ter ion 	   40 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   serv ices 	   f rom	   a 	   hol is t ic 	   approach 	  
based 	   on 	   the 	   needs 	   and 	   expecta t ions 	   o f 	   the 	  
person 	   served 	   wi th 	   the 	   a im 	   o f 	   improv ing 	   the 	  
qua l i ty 	  o f 	   l i fe 	   for 	   the 	  person 	  served . 	   	  

Promotion 	  of 	  qual i ty 	  o f 	   l i fe 	   	  

Cr i ter ion 	   40 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   serv ices 	   f rom	   a 	   ho l i s t i c 	   approach 	  
based 	   on 	   the 	   needs 	   and 	   expecta t ions 	   o f 	   the 	  
person 	   served 	   wi th 	   the 	   a im 	   o f 	   improving 	   the 	  
qual i ty 	  o f 	   l i fe 	   for 	   the 	  person 	  served . 	   	  

Cr i ter ion 	   41 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   the 	   needed 	   competences , 	   sk i l l s 	   and 	  
support 	   for 	   s ta f f 	   to 	   enhance 	   the 	   qua l i ty 	   o f 	   l i fe 	  
for 	  person 	  served . 	   	  

Seamless 	  provis ion 	  o f 	   services 	   	  

Cr i ter ion 	   37 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
rev iews 	   th is 	   de l ivery 	   process 	   and 	   mainta ins 	  
contro l 	  over 	   the 	  de l ivery 	  o f 	   the 	   serv ice . 	   	  
	  
Cr i ter ion 	   38 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ensures 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   serv ices 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   respond 	   to 	  
chang ing 	   requ irements 	  over 	   t ime . 	  
	  
Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	  

Access 	   to 	   mult i -‐d isc ip l inary 	   supports 	   and 	  
services 	   	  

Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
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or 	  mul t i -‐agency 	  se t t ing . 	  

Continuous: 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   organ ised 	   so 	   as 	   to 	  
ensure 	   cont inu i ty 	   o f 	   serv ice 	   de l ivery 	   for 	   the 	  
durat ion 	   o f 	   the 	   need 	   and , 	   par t icu lar ly 	   when 	  
responding 	   to 	   deve lopmenta l 	   and 	   long-‐ term	  
needs , 	   accord ing 	   to 	   a 	   l i fe -‐cyc le 	   approach 	   that 	  
enab les 	   the 	   users 	   to 	   re ly 	   on 	   a 	   cont inuous , 	  
un interrupted 	   range 	   o f 	   serv ices , 	   f rom	   ear ly 	  
in tervent ions 	   to 	   support 	   and 	   fo l low 	   up , 	   whi le 	  
avo id ing 	   the 	   negat ive 	   impact 	   o f 	   d isrupt ion 	   o f 	  
serv ice . 	  

EQUASS 	  pr inciple 	  Comprehensiveness : 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
ensure 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   ho l i s t i c 	   and 	   community 	   based 	  
serv ices , 	   which 	   va lue 	   the 	   contr ibut ion 	   o f 	   a l l 	  
persons 	   served 	   and 	   potent ia l 	   par tners 	  
inc lud ing 	   the 	   loca l 	   community , 	   employers 	   and 	  
o ther 	   s takeho lders 	   and 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   fo l low 	   up . 	   The 	  
serv ices 	   shou ld 	   be 	   de l ivered 	   through 	   a 	  mul t i 	   -‐
d isc ip l inary 	   team	   approach 	   or 	   mul t i 	   -‐agency 	  
par tnersh ip 	   wi th 	   o ther 	   serv ice 	   prov iders 	   and 	  
employers . 	  

EQUASS 	   cr i ter ion 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Seamless 	  provis ion 	  o f 	   services 	  

Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	   	  

	  
Cr i ter ion 	   38 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ensures 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   serv ices 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   respond 	   to 	  
chang ing 	   requ irements 	  over 	   t ime . 	   	  

Outcome-‐oriented: 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   focused 	   pr imar i ly 	   on 	  
the 	   benef i t s 	   for 	   the 	   users , 	   tak ing 	   in to 	   account , 	  
when 	   appropr ia te , 	   the 	   benef i t s 	   for 	   the ir 	  
fami l ies , 	   in formal 	   carers 	   and 	   the 	   community . 	  
Serv ice 	   de l ivery 	   shou ld 	   be 	   opt imised 	   on 	   the 	  
bas is 	   o f 	   per iod ic 	   eva luat ions 	   which 	   shou ld 	   in ter 	  
a l ia 	   channe l 	   in to 	   the 	   organ isa t ion 	   feedback 	   f rom	  
users 	  and 	  s takeho lders . 	  

EQUASS 	  pr inciple 	  Result 	  or ientat ion: 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	   are 	  
a iming 	   for 	   resu l ts , 	   in 	   terms 	   o f 	   both 	   how	   they 	  
are 	   perce ived , 	   on 	   ach ievements 	   they 	   have 	  
made 	   and 	   on 	   the 	   benef i t s 	   they 	   are 	   prov id ing 	  
to 	   the 	   persons 	   served , 	   the ir 	   fami ly 	   members , 	  
carers , 	   employers , 	   o ther 	   s takeho lders 	   and 	   the 	  
genera l 	   community . 	   They 	   a lso 	   asp ire 	   to 	   the 	  
ach ievement 	   o f 	   bes t 	   va lue 	   for 	   the ir 	  
purchasers 	   and 	   funders . 	   Serv ice 	   impacts 	   are 	  
measured , 	   moni tored , 	   and 	   are 	   an 	   important 	  
e lement 	   o f 	   cont inuous 	   improvement , 	  
t ransparency 	  and 	  accountab i l i ty 	  processes . 	  

EQUASS-‐cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Benef i ts 	   for 	  service 	  users 	   	  

Cr i ter ion 	   44 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   i t s 	   bus iness 	   resu l ts 	   in 	   order 	   to 	  
determine 	   best 	   va lue 	   for 	   purchasers 	   and 	  
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funders 	   ( ‘ bes t 	   va lue ’ 	   can 	   a lso 	   be 	   expressed 	   in 	  
re la t ion 	   to 	   the 	   increased 	   qua l i ty 	   o f 	   l i fe 	  
o f fered 	   to 	   the 	  person 	  be ing 	  served) . 	  

Cr i ter ion 	   43 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   and 	   reg is ters 	   the 	   outcomes 	   and 	  
benef i t s 	   for 	   person 	   served 	   o f 	   the 	   rece ive 	  
serv ices 	  on 	   ind iv idua l 	  and 	  co l lec t ive 	  bas is . 	   	  

Records 	  o f 	  outcomes 	   	  

Cr i ter ion 	   45 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   the 	   ind iv idua l 	   and 	   co l lec t ive 	  
sa t i s fac t ion 	   o f 	   persons 	   served 	   and 	   o ther 	  
s takeholders 	   by 	   in terna l 	   and/or 	   ex terna l 	  
eva luat ion . 	  
	  
Cr i ter ion 	   46 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   access ib le 	   and 	   eas i ly 	  
unders tandab le 	   records 	   on 	   outcome , 	  
inc lud ing 	   persona l 	   percept ion 	   and 	  
ach ievements . 	  
	  
Reviewing 	  results 	   	  

Cr i ter ion 	   42 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   i t s 	   bus iness 	   resu l ts 	   and 	   prov ides 	  
formal 	   per iod ic 	   and 	   independent 	   rev iew 	   and 	  
procedures 	   to 	  ach ieve 	   the 	   targeted 	  resu l ts . 	   	  

Transparency 	  o f 	  results 	   	  

Cr i ter ion 	   46 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   access ib le 	   and 	   eas i ly 	   unders tandab le 	  
records 	   on 	   outcome , 	   inc lud ing 	   persona l 	  
percept ion 	  and 	  ach ievements 	   	  

	  

Quality	   principles	   for	   the	   relationships	   between	   service	  
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Respect 	   for 	  users ’ 	   r ights : 	   	  

Serv ice 	   prov iders 	   shou ld 	   respect 	   the 	  
fundamenta l 	   r ights 	   and 	   f reedoms 	   as 	   out l ined 	   in 	  
nat iona l , 	   European 	   and 	   in ternat iona l 	   human 	  
r ights 	   ins truments , 	   as 	  we l l 	   as 	   the 	  d ign i ty 	   o f 	   the 	  
users . 	   Moreover , 	   they 	   shou ld 	   promote 	   and 	  

EQUASS 	  pr incip le 	  Rights : 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	   are 	  
commit ted 	   to 	   protec t ing 	   and 	   promot ing 	   he 	  
r ights 	   o f 	   the 	   person 	   served 	   in 	   terms 	   o f 	   equa l 	  
opportun i t ies , 	   equa l 	   t rea tment 	   and 	   f reedom	   o f 	  
cho ice , 	   se l f 	   -‐determinat ion 	   and 	   equa l 	  
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implement 	   the 	   users ’ 	   r ights 	   in 	   terms 	   o f 	   equa l 	  
opportun i t ies , 	   equa l 	   t rea tment , 	   f reedom	   o f 	  
cho ice , 	   se l f -‐determinat ion , 	   contro l 	   o f 	   the ir 	   own 	  
l ives 	   and 	   respect 	   for 	   the ir 	   pr iva te 	   l ives . 	  
Appropr ia te 	   serv ices 	   shou ld 	   be 	   prov ided 	  
wi thout 	   d iscr iminat ion 	   based 	   on 	   sex , 	   rac ia l 	   or 	  
e thn ic 	   or ig in , 	   re l ig ion 	   or 	   be l ie f , 	   d i sab i l i ty , 	   age 	  
or 	   sexua l 	   or ienta t ion . 	   Phys ica l , 	   menta l 	   and 	  
f inanc ia l 	   abuse 	   o f 	   vu lnerab le 	   users 	   shou ld 	   be 	  
prevented 	  and 	  adequate ly 	   sanct ioned 	  

part ic ipat ion . 	   Organ isa t ions 	   prov id ing 	   soc ia l 	  
serv ices 	   are 	   ensur ing 	   in formed 	   consent 	   and 	  
adopt ing 	   non-‐d iscr iminat ion 	   and 	   pos i t ive 	   ac t 	  
ions 	   wi th in 	   the ir 	   own 	   serv ices . 	   Th is 	  
commitment 	   i s 	   apparent 	   in 	   a l l 	   e lements 	   o f 	  
serv ice 	   deve lopment 	   and 	   de l ivery 	   and 	   in 	   the 	  
va lues 	  o f 	   the 	  soc ia l 	   serv ice 	  prov ider . 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Freedom	  of 	  choice 	   	  

Cr i ter ion 	   19 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
fac i l i ta tes 	   the 	   person 	   served 	   in 	   choos ing 	   and 	  
hav ing 	   access 	   to 	   advocates 	   and/or 	   support ing 	  
persons . 	  

Sel f -‐determinat ion 	   	  

Cr i ter ion 	   18 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
respects 	   the 	   fundamenta l 	   r ight 	   to 	   se l f -‐
determinat ion 	   o f 	   the 	   person 	   served . 	   They 	  
f ree ly 	   determine 	   the ir 	   po l i t i ca l 	   s ta tus 	   and 	  
f ree ly 	   pursue 	   the ir 	   economic , 	   soc ia l 	   and 	  
cu l tura l 	  deve lopment . 	  

Non-‐discr iminat ion 	   	  

Cr i ter ion 	   16 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
in forms 	   the 	   person 	   served 	   about 	   h is/her 	   r ights 	  
and 	   dut ies 	   espec ia l ly 	   to 	   equa l 	   t rea tment 	   on 	  
grounds 	   o f 	   age , 	   d isab i l i ty , 	   gender , 	   race , 	  
re l ig ion 	   or 	   be l ie f 	   and 	   sexua l 	   or ienta t ion 	   be fore 	  
rece iv ing 	   the 	  serv ices . 	   	  

Charter 	  o f 	  R ights 	   	  

Cr i ter ion 	   15 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
assures 	   the 	   r ights 	   o f 	   persons 	   served 	   out l ined 	  
in 	   a 	   Charter 	   o f 	   R ights 	   that 	   i s 	   based 	   on 	   the 	   EU 	  
Charter 	   o f 	   Fundamenta l 	   R ights , 	   the 	   European 	  
Convent ion 	   for 	   the 	   Protec t ion 	   o f 	   Human 	   R ights 	  
and 	   Fundamenta l 	   Freedoms 	   o f 	   the 	   Counc i l 	   o f 	  
Europe 	   and 	   o ther 	   in ternat iona l 	   human 	   r ights 	  
convent ions , 	   espec ia l ly 	   those 	   e laborated 	   under 	  
the 	  Uni ted 	  Nat ions 	  

Cr i ter ia 	  1 : 	   	  

prov id ing 	   potent ia l 	   and 	   ac tua l 	   users 	   o f 	   soc ia l 	  
serv ices 	   and , 	   when 	   appropr ia te , 	   the ir 	   fami l ies , 	  
w i th 	   c lear , 	   accurate 	   and 	   access ib le 	  
in format ion , 	   adapted 	   to 	   the 	   spec i f i c i t ies 	   o f 	  
each 	   target 	   group , 	   notab ly 	   about 	   the 	   types , 	  

In 	  EQUASS 	  Principle 	  o f 	   r ights : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  	  

Cr i ter ion 	   16 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
in forms 	   the 	   person 	   served 	   about 	   h is/her 	   r ights 	  
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ava i lab i l i ty , 	   ex tent 	   and 	   l imi ta t ions 	   o f 	   the 	  
serv ice 	   prov ided . 	   In format ion 	   shou ld 	   a l so 	  
inc lude 	   independent 	   eva luat ion 	   and 	   qua l i ty 	  
assessment 	   reports ; 	  

and 	   dut ies 	   espec ia l ly 	   to 	   equa l 	   t rea tment 	   on 	  
grounds 	   o f 	   age , 	   d isab i l i ty , 	   gender , 	   race , 	  
re l ig ion 	   or 	   be l ie f 	   and 	   sexua l 	   or ienta t ion 	   be fore 	  
rece iv ing 	   the 	  serv ices . 	  

In 	  EQUASS 	  pr inciple 	  o f 	  Part ic ipat ion 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Person 	   served 	   is 	   act ive ly 	   involved 	   in 	  
decis ion-‐making 	  and 	  evaluat ion 	   	  

Cr i ter ion 	   28 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
inc ludes 	   persons 	   served 	   as 	   ac t ive 	   par t i c ipants 	  
in 	   p lanning 	   and 	   have 	   se t 	   up 	   appra isa l 	   made 	   up 	  
o f 	   on-‐go ing 	   o f 	   an 	   on-‐go ing 	   s t ructured 	   d ia logue 	  
process 	   in 	   the 	   management 	   o f 	   the 	   serv ice , 	  
inc lud ing 	   the 	   de f in i t ion 	   o f 	   the 	   needs , 	   the 	  
de f in i t ion 	   o f 	   the 	   serv ices , 	   as 	   we l l 	   as 	   o f 	   the 	  
eva luat ion 	  o f 	  qua l i ty . 	  

Cr i ter ia 	  2 : 	   	  

Ensur ing 	  access 	  o f 	  peop le 	  wi th 	  d isab i l i t ies 	   to 	  
means 	  o f 	   in format ion 	  and 	  communicat ion 	  
adapted 	   to 	   the ir 	  needs 	  

In 	  EQUASS 	  Princip le 	  Persons 	  Centred 	  
Approach: 	  

	  
EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   32 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
se lec ts 	   programmes 	   which 	   are 	   based 	   on 	   a 	  
needs 	   assessment 	   a t 	   the 	   locat ion 	  which 	   i s 	  most 	  
convenient 	   for 	   the 	   person 	   served , 	   fami ly 	   and 	  
care 	   takers . 	  

Cr i ter ion 	   35 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
documents 	   the 	   p lann ing 	   o f 	   serv ices 	   based 	   on 	  
the 	   ident i f i ca t ion 	   o f 	   ind iv idua l 	   needs 	   and 	  
expecta t ions 	  o f 	  persons 	   served 	   in 	   an 	   Ind iv idua l 	  
P lan . 	  

	  
In 	  EQUASS 	  pr inciple 	  Result 	  or ientat ion : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Records 	  o f 	  outcomes 	   	  

Cr i ter ion 	   46 ; 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   access ib le 	   and 	   eas i ly 	   unders tandab le 	  
records 	   on 	   outcome , 	   inc lud ing 	   persona l 	  
percept ion 	  and 	  ach ievements 	  

Cr i ter ia 	  3 ; 	   	   In 	  EQUAS 	  principle 	  Rights : 	  
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implement ing 	   t ransparent , 	   access ib le 	   and 	   user-‐
f r iend ly 	   adv ice 	   and 	   compla in t 	   procedures 	   for 	  
users 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Complaint 	  management 	   	  

Cr i ter ion 	   17 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
access ib le 	   compla in t 	   management 	   sys tem	   that 	  
reg is ters 	   feedback 	   on 	   per formance 	   f rom	  
persons 	   served , 	   purchasers 	   and 	   o ther 	   re levant 	  
s takeholders . 	  

Cr i ter ia 	  4 : 	   	  

se t t ing 	   up 	   regu la tory 	   f rameworks 	   and 	   contro l 	  
mechanisms 	   to 	   avo id 	   phys ica l , 	   psycho log ica l 	   or 	  
f inanc ia l 	   abuse 	   and 	   to 	   ensure 	   compl iance 	   wi th 	  
hea l th 	  and 	  sa fe ty 	   ru les 	  

In 	  EQUASS 	  Principle 	  Ethics : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) ; 	  

Ensuring 	  sa fety 	  and 	  securi ty 	   	  

Cr i ter ion 	   20 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
de f ines 	   and 	   documents 	   i t s 	   po l i cy 	   on 	   e th ics 	   that 	  
respects 	   and 	   assures 	   the 	   d ign i ty 	   o f 	   the 	   persons 	  
served , 	   protec ts 	   them	   from	   undue 	   r i sk 	   and 	  
promotes 	   soc ia l 	   jus t i ce . 	  

Cr i ter ion 	   21 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   mechanisms 	   that 	   prevent 	   the 	  
phys ica l , 	  menta l 	   and 	   f inanc ia l 	   abuse 	   o f 	   persons 	  
served . 	   	  

Cr i ter ion 	   22 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   serv ices 	   in 	   a 	   sa fe 	   sys tem	   o f 	   work ing 	  
wi th in 	   a 	   sa fe 	   env ironment 	   to 	   ensure 	   the 	  
phys ica l 	   secur i ty 	   o f 	   persons 	   served , 	   the ir 	  
fami l ies 	  and 	  caretakers . 	   	  

Cr i ter ia 	  5 : 	   	  

prov id ing 	   workers 	   and 	   vo lunteers 	   invo lved 	   in 	  
serv ice 	   de l ivery 	   wi th 	   adequate 	   t ra in ing 	   in 	  
r ights -‐based , 	   person-‐centred 	   serv ice 	   prov is ion 	  
o f 	   everyday 	   care , 	   in 	   avo idance 	   o f 	  
d iscr iminat ion 	   and 	   in 	   awareness 	   o f 	   the 	  
spec i f i c i t ies 	   o f 	   the 	   groups 	   o f 	   peop le 	   they 	  
prov ide 	  serv ices 	   to ; 	  

In 	  EQUASS 	  Principle 	  s ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   11 : 	   	   The 	   soc ia l 	   serv ice 	   t ra ins 	   a l l 	   s ta f f 	  
based 	   on 	   a 	   p lan 	   for 	   lean ing 	   and 	   deve lopment 	  
and 	  eva luates 	   the 	  e f fec t iveness 	  o f 	   the 	   t ra in ing . 	  

Ind ica tor 	   21 : 	   The 	   p lan 	   for 	   s ta f f 	   qua l i f i ca t ion , 	  
s ta f f 	  deve lopment 	  and 	  s ta f f 	   support 	   i s : 	   	  

¥ Documented 	  
¥ eva luated 	  on 	  annua l 	  bas is 	  

Ind ica tor 	  22 : 	  The 	  soc ia l 	   serv ice 	  prov ider : 	  

¥ demonstra tes 	   records 	   f rom	   a l l 	   t ra in ing 	  
ac t iv i t ies 	  o f 	   s ta f f 	  

¥ eva luates 	   the 	   e f fec t iveness 	   o f 	   the 	  
t ra in ing 	   ac t iv i t ies 	   (based 	   on 	   feedback 	  
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f rom	  s ta f f 	   and 	  o ther 	   s takeho lders) 	  

Cr i ter ion 	   12 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
app l ies 	   requ irements 	   for 	   competence 	   in 	   the 	  
ident i f ied 	   ro les 	   and 	   funct ions 	   o f 	   s ta f f 	   and 	  
eva luates 	   them	  on 	  annua l 	  bas is . 	  

In 	  EQUASS 	  Principle 	  Rights : 	  

Sta f f 	   members 	   shou ld 	   aware 	   o f 	   the 	   r ights 	   o f 	  
person 	   served 	   and 	   they 	   shou ld 	   be 	   t ra ined 	  
appropr ia te ly 	   in 	   the 	   unders tand ing 	   o f 	   the 	  
character i s t i c s 	   o f 	   the 	   popu lat ions 	   they 	   serve 	  
and 	   in 	   respect ing 	  human 	  r ights . 	   	  

Cr i ter ion 	   15 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
assures 	   the 	   r ights 	   o f 	   persons 	   served 	   out l ined 	  
in 	   a 	   Charter 	   o f 	   R ights 	   that 	   i s 	   based 	   on 	   the 	   EU 	  
Charter 	   o f 	   Fundamenta l 	   R ights , 	   the 	   European 	  
Convent ion 	   for 	   the 	   Protec t ion 	   o f 	   Human 	   R ights 	  
and 	   Fundamenta l 	   Freedoms 	   o f 	   the 	   Counc i l 	   o f 	  
Europe 	   and 	   o ther 	   in ternat iona l 	   human 	   r ights 	  
convent ions , 	   espec ia l ly 	   those 	   e laborated 	   under 	  
the 	  Uni ted 	  Nat ions . 	   	  

Cr i ter ia 	  6 : 	   	  

promot ing 	  users ’ 	   inc lus ion 	   in 	   the 	  community ; 	  

In 	  EQUASS 	  Pr incip le 	  Leadership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   7 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
demonstra tes 	   organ isa t ion ’s 	   success 	   in 	  
sa t i s fy ing 	   the 	   needs 	   and 	   expecta t ions 	   o f 	   the 	  
soc ie ty . 	  

Cr i ter ion 	   8 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
demonstra tes 	   organ isa t ion ’s 	   soc ia l 	  
respons ib i l i ty 	   through 	   ac t iv i t ies 	   contr ibut ing 	  
to 	   the 	  soc ie ty . 	  

Cr i ter ia 	  7 : 	   	  

ensur ing 	   conf ident ia l i ty 	   and 	   secur i ty 	   o f 	   da ta 	  
regard ing 	   users 	   and 	   serv ices 	   prov ided 	   to 	   them, 	  
wi th in 	   a 	   sys tem	   which 	   a l lows 	   data 	   to 	   be 	  
shared , 	   when 	   appropr ia te , 	   be tween 	   d i f ferent 	  
serv ice 	   prov iders 	   invo lved 	   whi le 	   fu l ly 	  
comply ing 	  wi th 	   the 	  data 	  protec t ion 	   leg is la t ion . 	  

In 	  EQUASS 	  Pr incip le 	  Ethics : 	  

EQUASS 	  cr i ter ia 	   ( inc lud ing 	  under ly ing 	  
ind ica tors) : 	   !	  

Ethica l 	  code 	   for 	  profess ionals 	   	  

Cr i ter ion 	   23 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
de f ines , 	   documents , 	   moni tors 	   and 	   eva luates 	   a 	  
se t 	   o f 	   pr inc ip les , 	   va lues 	   and 	   procedures 	   that 	  
govern 	   behav iour 	   in 	   serv ice 	   de l ivery 	  
conta in ing 	   aspects 	   o f 	   conf ident ia l i ty , 	   accuracy , 	  
pr ivacy 	  and 	   in tegr i ty . 	  

Cr i ter ion 	   24 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
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def ines , 	   documents , 	   moni tors 	   and 	   eva luates 	  
procedures 	   for 	   assur ing 	   conf ident ia l i ty 	   o f 	   da ta 	  
regard ing 	   the 	   persons 	   served 	   and 	   the 	   serv ice 	  
prov ided 	   to 	   them. 	   	  

Part ic ipat ion 	  and 	  empowerment : 	   	  

Serv ice 	   prov iders 	   shou ld 	   encourage 	   the 	   ac t ive 	  
invo lvement 	   o f 	   the 	   users , 	   and , 	   when 	  
appropr ia te , 	   o f 	   the ir 	   fami l ies 	   or 	   t rus ted 	  
persons 	   and 	   o f 	   the ir 	   in formal 	   carers 	   in 	   the 	  
dec is ions 	   regard ing 	   the 	   p lanning , 	   de l ivery 	   and 	  
eva luat ion 	   o f 	   serv ices . 	   The 	   serv ice 	   prov is ion 	  
shou ld 	   empower 	   users 	   to 	   de f ine 	   the ir 	   persona l 	  
needs 	   and 	   shou ld 	   a im 	   to 	   s t rengthen 	   or 	  
mainta in 	   the ir 	   capac i t ies 	   whi le 	   re ta in ing 	   as 	  
much 	  contro l 	  as 	  poss ib le 	  over 	   the ir 	  own 	   l ives . 	  

EQUASS 	  pr inciple 	  Part ic ipat ion: 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
promote 	   the 	   par t i c ipat ion 	   and 	   inc lus ion 	   o f 	  
person 	   served 	   a t 	   a l l 	   l eve ls 	   o f 	   the 	   organ isa t ion 	  
and 	   wi th in 	   the 	   community . 	   Soc ia l 	   serv ice 	  
prov iders 	   invo lve 	   serv ice 	   users 	   as 	   ac t ive 	  
members 	   o f 	   the 	   serv ice 	   team. 	   In 	   pursu i t 	   o f 	  
more 	   equa l 	   par t ic ipat ion 	   and 	   inc lus ion , 	   soc ia l 	  
serv ice 	   prov iders 	   shou ld 	   fac i l i ta te 	   the 	  
empowerment 	   o f 	   the 	   persons 	   served . 	   They 	  
work 	   in 	   consu l ta t ion 	   wi th 	   representa t ive 	  
bodies 	   and 	   groups 	   to 	   support 	   advocacy , 	   the 	  
remova l 	   o f 	   barr iers , 	   pub l ic 	   educat ion 	   and 	  
ac t ive 	  promot ion 	  o f 	  equa l 	  opportun i t ies . 	  

Cr i ter ia 	  1 : 	   	  

Ensur ing 	   invo lvement 	   o f 	   the 	   users 	   and 	   when 	  
appropr ia te , 	   o f 	   the ir 	   representa t ives , 	   the ir 	  
fami l ies 	   or 	   t rus ted 	   persons 	   and 	   the ir 	   in formal 	  
carers 	   in 	   the 	   p lann ing , 	   deve lopment , 	   de l ivery , 	  
moni tor ing 	   and 	   eva luat ion 	   o f 	   serv ice , 	   when 	  
necessary 	   by 	   prov id ing 	   adequate 	   means , 	  
inc lud ing 	   supported 	   dec is ion-‐making 	   and 	  
advocacy 	  

In 	  EQUASS 	  pr inciple 	  Part ic ipat ion: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   28 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
inc ludes 	   persons 	   served 	   as 	   ac t ive 	   par t i c ipants 	  
in 	   p lann ing 	   and 	   have 	   se t 	   up 	   appra isa l 	   made 	   up 	  
o f 	   on-‐go ing 	   o f 	   an 	   on-‐go ing 	   s t ructured 	   d ia logue 	  
process 	   in 	   the 	   management 	   o f 	   the 	   serv ice , 	  
inc lud ing 	   the 	   de f in i t ion 	   o f 	   the 	   needs , 	   the 	  
de f in i t ion 	   o f 	   the 	   serv ices , 	   as 	   we l l 	   as 	   o f 	   the 	  
eva luat ion 	  o f 	  qua l i ty . 	  

Ind ica tor 	   58 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
rev iews 	   the 	   measures , 	   ac t iv i t ies 	   and 	   po l i cy 	   for 	  
par t i c ipat ion 	   o f 	   persons 	   served 	   or 	  
representa t ives 	   o f 	   persons 	   served 	  on 	   an 	   annua l 	  
bas is . 	  

In 	  EQUASS 	  Principle 	  o f 	  Partnership : 	  

Ind ica tor 	  59 ; 	  

The 	   soc ia l 	   serv ice 	   prov ider 	   has 	   par tnersh ips 	  
wi th : 	  

¥ soc ia l 	   par tners 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ funding 	   agenc ies 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ organ isa t ions 	   o f 	   persons 	   served 	   in 	   the 	  
de l ivery 	   o f 	   serv ices 	   for 	   the 	   persons 	  
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served 	   ( i f 	   app l icab le) 	  

Cr i ter ia 	  2 : 	   	  

Es tab l i sh ing 	   per iod ica l 	   rev iew 	   o f 	   users ’ 	  
sa t i s fac t ion 	  wi th 	   the 	   serv ices 	  prov ided . 	  

In 	   the 	  EQUASS 	  Principle 	  Part ic ipat ion: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   29 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ins t i tu tes 	   an 	   annua l 	   eva luat ion 	   o f 	   par t i c ipat ion 	  
o f 	   persons 	   served 	   both 	   on 	   ind iv idua l 	   and/or 	  
group 	  bas is . 	  

In 	  EQUASS 	  pr inciple 	  Result 	  or ientat ion 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	   are 	  
a iming 	   for 	   resu l ts , 	   in 	   terms 	   o f 	   both 	   how	   they 	  
are 	  perce ived , 	  on 	  ach ievements 	   they 	  have 	  made 	  
and 	   on 	   the 	   benef i t s 	   they 	   are 	   prov id ing 	   to 	   the 	  
persons 	   served , 	   the ir 	   fami ly 	   members , 	   carers , 	  
employers , 	   o ther 	   s takeho lders 	   and 	   the 	   genera l 	  
community . 	   They 	   a lso 	   asp ire 	   to 	   the 	  
ach ievement 	   o f 	   bes t 	   va lue 	   for 	   the ir 	   purchasers 	  
and 	   funders . 	   Serv ice 	   impacts 	   are 	   measured , 	  
moni tored , 	   and 	   are 	   an 	   important 	   e lement 	   o f 	  
cont inuous 	   improvement , 	   t ransparency 	   and 	  
accountab i l i ty 	  processes . 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

a . 	  Benef i ts 	   for 	  service 	  users 	   	   	  

Cr i ter ion 	   45 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   the 	   ind iv idua l 	   and 	   co l lec t ive 	  
sa t i s fac t ion 	   o f 	   persons 	   served 	   and 	   o ther 	  
s takeholders 	   by 	   in terna l 	   and/or 	   ex terna l 	  
eva luat ion . 	   	  

Ind ica tor 	   89 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
measures 	   the 	  sa t i s fac t ion 	  o f : 	  

¥ i t s 	  persons 	  served 	  
¥ i t s 	  purchasers 	  
¥ i t s 	   funding 	  bod ies 	  

Cr i ter ion 	   43 : 	   	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   and 	   reg is ters 	   the 	   outcomes 	   and 	  
benef i t s 	   for 	   person 	   served 	   o f 	   the 	   rece ive 	  
serv ices 	  on 	   ind iv idua l 	  and 	  co l lec t ive 	  bas is . 	   	  
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Partnership : 	   	  

The 	   deve lopment 	   o f 	   soc ia l 	   serv ice 	   prov is ion 	  
requ ires 	   the 	   ac t ive 	   invo lvement 	   and 	   cooperat ion 	  
o f 	   a l l 	   s takeho lders 	   f rom	   both 	   the 	   pub l ic 	   and 	   the 	  
pr ivate 	   sec tors : 	   loca l 	   author i t ies , 	   serv ice 	   users , 	  
the ir 	   fami l ies 	   and 	   in formal 	   carers , 	   users ’ 	  
organ isa t ions , 	   serv ice 	   prov iders 	   and 	   the ir 	  
representa t ive 	   organ isa t ions , 	   soc ia l 	   par tners 	  
and 	   c iv i l 	   soc ie ty 	   organ isa t ions 	   operat ing 	   in 	   the 	  
loca l 	   community . 	   Th is 	   par tnersh ip 	   i s 	   essent ia l 	  
for 	   the 	   creat ion 	   o f 	   a 	   cont inuum	   o f 	   soc ia l 	  
serv ices 	   that 	   respond 	   to 	   loca l 	   needs , 	   for 	   the 	  
e f fec t ive 	   use 	   o f 	   resources 	   and 	   expert i se , 	   as 	   we l l 	  
as 	   for 	  ach iev ing 	  soc ia l 	   cohes ion . 	  

EQUASS 	  Pr inciple 	  Partnership 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
operate 	   in 	   par tnersh ip 	   wi th 	   pub l ic 	   and 	  
pr ivate 	   sec tor 	   agenc ies , 	   employers ’ 	   and 	  
workers ’ 	   representa t ives , 	   funders 	   and 	  
purchasers , 	   organ isa t ions 	   o f 	   person 	   served , 	  
loca l 	   groups , 	   fami l ies 	   and 	   carers 	   to 	   create 	   a 	  
cont inuum	   o f 	   serv ices 	   and 	   ach ieve 	   more 	  
e f fec t ive 	   serv ice 	   impacts 	   and 	   a 	  more 	   open 	   and 	  
inc lus ive 	   soc ie ty . 	  

	  

Cri ter ia 	  1 : 	  

Estab l i sh ing 	   synerg ies 	   between 	   a l l 	   s takeho lders 	  
in 	   the 	   community , 	   concern ing 	   po l i cymaking , 	  
needs 	   ident i f i ca t ion , 	   p lann ing , 	   deve lopment , 	  
de l ivery , 	   moni tor ing 	   and 	   eva luat ion 	   o f 	   serv ices 	  
so 	   as 	   to 	   ensure 	   the 	   cont inu i ty 	   o f 	   soc ia l 	   serv ice 	  
prov is ion 	   for 	   the 	   durat ion 	   o f 	   the 	   need , 	   to 	  
fac i l i ta te 	  users ’ 	   access 	   to 	   a 	   comprehens ive 	   range 	  
o f 	   soc ia l 	   serv ices 	   and 	   to 	   ensure 	   that 	   the 	   serv ice 	  
contr ibutes 	   to 	  an 	   inc lus ive 	  soc ie ty ; 	  

In 	   the 	  EQUASS 	  Pr inc ip le 	  Par tnersh ip : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Partnership 	   	  

Cr i ter ion 	   26 ; 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	  par tnersh ip 	  wi th 	  o ther 	  organ isa t ions 	  
in 	   the 	  prov is ion 	  o f 	   serv ices . 	  

Ind ica tor 	   51 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
par tnersh ips 	  wi th : 	  

¥ soc ia l 	   par tners 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ funding 	   agenc ies 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ organ isa t ions 	   o f 	   persons 	   served 	   in 	   the 	  
de l ivery 	   o f 	   serv ices 	   for 	   the 	   persons 	  
served 	   ( i f 	   app l icab le) 	  

Cr i ter ion 	   27 ; 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	   par tnersh ip 	   wi th 	   persons 	   served , 	  
purchasers 	   and 	   o ther 	   s takeho lders 	   in 	   the 	  
deve lopment 	  o f 	   serv ices . 	  

Cri ter ia 	  2 : 	  

Promot ing 	   prox imity 	   o f 	   serv ice 	   needed 	   to 	   the 	  
users ; 	  

In 	  EQUASS 	  pr inciple 	  Person 	  centred: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Proximity 	   	  
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Cr i ter ion 	   32 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
se lec ts 	   programmes 	   which 	   are 	   based 	   on 	   a 	  
needs 	   assessment 	   a t 	   the 	   locat ion 	   which 	   i s 	  
most 	   convenient 	   for 	   the 	   person 	   served , 	   fami ly 	  
and 	  care 	   takers 	   	  

Ind ica tor 	   64 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
o f fers 	   i t s 	   serv ices 	   a t 	   the 	   most 	   convenient 	  
loca t ion 	   for 	   persons 	   served , 	   fami l ies 	   and 	  
carer ’ s . 	  

Cri ter ia 	  3 : 	  

Support ing 	   coord inat ion 	   among 	   serv ice 	  
prov iders 	   so 	   as 	   to 	   ach ieve 	   a 	   comprehens ive 	   and 	  
in tegrated 	  de l ivery 	  o f 	   soc ia l 	   serv ices . 	  

In 	   the 	  EQUASS 	  Principle 	  Partnership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   26 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	  par tnersh ip 	  wi th 	  o ther 	  organ isa t ions 	  
in 	   the 	  prov is ion 	  o f 	   serv ices . 	  

In 	  EQUASS 	  pr inciple 	  Comprehensiveness : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Seamless 	  provis ion 	  o f 	   services 	   	  

Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	  

Good	  governance: 	   	  

Soc ia l 	   serv ices 	   shou ld 	   operate 	   on 	   the 	   bas is 	   o f 	  
openness 	   and 	   t ransparency , 	   respect 	   for 	   the 	  
European , 	   na t iona l , 	   reg iona l 	   and 	   loca l 	  
l eg is la t ion , 	   e f f i c iency , 	   e f fec t iveness , 	   and 	  
accountab i l i ty 	   in 	   re la t ion 	   to 	   organ isa t iona l , 	  
soc ia l 	   and 	   f inanc ia l 	   per formance 	   o f 	   serv ice 	  
de l ivery . 	   Serv ice 	   prov is ion 	   shou ld 	   be 	   based 	   on 	  
the 	   coord inat ion 	   o f 	   the 	   re levant 	   pub l ic 	  
author i t ies , 	   soc ia l 	   par tners 	   and 	   s takeho lders 	   in 	  
the 	   des ign , 	   proper 	   f inanc ing 	   ( inc lud ing 	  
resources 	   pr ior i t i sa t ion 	   wi th in 	   the 	   ava i lab le 	  
budget) 	  and 	  de l ivery 	  o f 	   the 	  serv ice . 	  

EQUASS 	  pr incip le 	  Leadership : 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
demonstra te 	   leadersh ip 	   wi th in 	   the 	   soc ia l 	  
sec tor 	   in terna l ly 	   by 	   good 	   governance 	   and 	  
wi th in 	   the 	   wider 	   community 	   by 	   promot ing 	  
pos i t ive 	   images , 	   cha l leng ing 	   low 	   expecta t ions , 	  
encourag ing 	   best 	   prac t ice , 	   enab l ing 	   more 	  
e f fec t ive 	   use 	   o f 	   resources , 	   insp ir ing 	  
innovat ion , 	   and 	   a id ing 	   the 	   creat ion 	   a 	   more 	  
open 	  and 	   inc lus ive 	  soc ie ty . 	  
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Cr i ter ia 	  1 : 	   	  

Clear ly 	   de f in ing 	   ro les , 	   respons ib i l i t ies 	   and 	  
in terre la t ions 	   between 	   the 	   ac tors 	   invo lved 	   in 	  
p lanning , 	   deve lopment , 	   f inanc ing , 	   de l ivery , 	  
support , 	  moni tor ing 	  and 	  eva luat ion 	  o f 	   serv ice ; 	  

In 	  EQUASS 	  pr incip le 	  Ethics : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Role 	  and 	  responsibi l i t ies 	  

Cr i ter ion 	   25 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
de f ines 	   the 	   ro les 	   and 	   respons ib i l i t ies , 	  
au thor i t ies 	   and 	   the 	   in terre la t ion 	   o f 	   a l l 	  
personne l 	   who 	   manage , 	   des ign , 	   de l iver , 	  
support 	   and 	   eva luate 	   the 	   serv ice 	   prov is ion 	   to 	  
person 	  served . 	  

Cri ter ia 	  2 : 	  

Ensur ing 	   regu lar 	   p lann ing 	   and 	   rev iew	   processes 	  
and 	   put t ing 	   in 	   p lace 	   mechanisms 	   for 	   sys temat ic 	  
cont inuous 	   improvement ; 	  

In 	  EQUASS 	  Principle 	  Leadership : 	  

Cr i ter ion 	   5 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
management 	   es tab l i shes 	   and 	   documents 	   an 	  
annua l 	  p lann ing 	  and 	  rev iew 	  process . 	   	  

Cr i ter ion 	  6 . 	  The 	  p lan 	   inc ludes : 	  

¥ annua l 	  outcomes 	  / 	   targets 	   	  
¥ the 	   ac t iv i t ies 	   to 	   be 	   undertaken 	   in 	  

ach iev ing 	   the 	  annua l 	   targets 	  
¥ monitor ing 	   o f 	   the 	   per formance 	   o f 	   the 	  

organ isa t ion 	   in 	   meet ing 	   i t s 	   annua l 	  
targets 	  

¥ t ime-‐sca les 	   and 	   procedures 	   for 	   rev iew	  
and 	  rev is ion 	  

In 	   EQUASS 	   pr incip le 	   Cont inuous 	  
Improvement : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Systematic 	  Qual i ty 	   Improvement 	   	  

Cr i ter ion 	   48 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
a 	   s tandard 	   procedure 	   for 	   cont inuous 	  
improvement 	   on 	   the 	   bas is 	   o f 	   an 	   improvement 	  
cyc le . 	  

Cri ter ia 	  3 : 	  

Col lec t ing 	   per iod ic 	   feedback 	   on 	   the 	   e f f i c iency 	  
and 	   e f fec t iveness 	   o f 	   serv ice 	   prov is ion 	   f rom	  
users , 	   funders 	   and 	   o ther 	   s takeho lders 	   as 	   we l l 	   as 	  
f rom	   potent ia l 	   users 	   who 	   might 	   be 	   exc luded 	  
f rom	  the 	  serv ice ; 	  

In 	  EQUASS 	  pr incip le 	  Leadership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Col lect ion 	  o f 	   feedback 	   	  

Cr i ter ion 	   3 : 	   Persons 	   served , 	   fami ly 	   members 	  
and 	   serv ice 	   user 	   organ isa t ions 	   are 	   ab le 	   to 	  
g ive 	   feedback 	   on 	   the ir 	   ind iv idua l 	   and 	  
co l lec t ive 	   exper ience 	   o f 	   programmes 	   and 	  
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serv ices . 	  

In 	  EQUASS 	  Pr incip le 	  Result 	  Orientat ion: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   44 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   i t s 	   bus iness 	   resu l ts 	   in 	   order 	   to 	  
determine 	   best 	   va lue 	   for 	   purchasers 	   and 	  
funders 	   ( ‘bes t 	   va lue ’ 	   can 	   a lso 	   be 	   expressed 	   in 	  
re la t ion 	   to 	   the 	   increased 	   qua l i ty 	   o f 	   l i fe 	  
o f fered 	   to 	   the 	  person 	  be ing 	  served) . 	  

Cri ter ia 	  4 ; 	  

Estab l i sh ing 	   regu lar 	   independent 	   rev iew 	   o f 	  
procedures , 	   outcomes 	   and 	   users ’ 	   sa t i s fac t ion , 	  
and 	  pub l i sh ing 	   the ir 	   resu l ts ; 	  

In 	  EQUASS 	  pr incip le 	  Result 	  or ientat ion: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Accountabi l i ty 	  and 	   transparency 	   	  

Cr i ter ion 	   42 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   i t s 	   bus iness 	   resu l ts 	   and 	   prov ides 	  
formal 	   per iod ic 	   and 	   independent 	   rev iew 	   and 	  
procedures 	   to 	  ach ieve 	   the 	   targeted 	  resu l ts . 	  

Cr i ter ion 	   43 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies 	   and 	   reg is ters 	   the 	   outcomes 	   and 	  
benef i t s 	   for 	   person 	   served 	   o f 	   the 	   rece ive 	  
serv ices 	  on 	   ind iv idua l 	  and 	  co l lec t ive 	  bas is . 	  

Cri ter ia 	  5 : 	  

Implement ing 	   t ransparent , 	   access ib le 	   and 	   user -‐
f r iend ly 	   adv ice 	   and 	   compla in t 	   procedures 	   for 	  
users 	  

In 	  EQUASS 	  pr inciple 	  Rights : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Complaint 	  management 	   	  

Cr i ter ion 	   15 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
access ib le 	   compla in t 	   management 	   sys tem	   that 	  
reg is ters 	   feedback 	   on 	   per formance 	   f rom	  
persons 	   served , 	   purchasers 	   and 	   o ther 	  
re levant 	   s takeho lders . 	  

Criteria 	  6: 	  

Organis ing 	   part ic ipatory 	   forums	   involv ing 	  
service 	   users 	   and	   their 	   networks , 	   publ ic 	  
authorit ies , 	   soc ia l 	   partners , 	   c iv i l 	   soc iety 	  
organisat ions 	   and	   other 	   s takeholders 	   in 	   the 	  
assessment 	   of 	   the 	   service 	   providers ’ 	  
performance 	  within 	   the 	  g iven 	  pol icy 	  context 	  

In 	  EQUASS 	  pr inciple 	  o f 	  Leadership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Col lect ion 	  o f 	   feedback 	   	  

Cr i ter ion 	   3 : 	   Persons 	   served , 	   fami ly 	   members 	  
and 	   serv ice 	   user 	   organ isa t ions 	   are 	   ab le 	   to 	  
g ive 	   feedback 	   on 	   the ir 	   ind iv idua l 	   and 	  
co l lec t ive 	   exper ience 	   o f 	   programmes 	   and 	  
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serv ices . 	  

In 	  EQUASS 	  Principle 	  o f 	  Part ic ipat ion: 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   28 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
inc ludes 	   persons 	   served 	   as 	   ac t ive 	   par t i c ipants 	  
in 	   p lanning 	   and 	   have 	   se t 	   up 	   appra isa l 	   made 	  
up 	   o f 	   on-‐go ing 	   o f 	   an 	   on-‐go ing 	   s t ructured 	  
d ia logue 	   process 	   in 	   the 	   management 	   o f 	   the 	  
serv ice , 	   inc lud ing 	   the 	   de f in i t ion 	   o f 	   the 	   needs , 	  
the 	  de f in i t ion 	  o f 	   the 	   serv ices , 	   as 	  we l l 	   as 	  o f 	   the 	  
eva luat ion 	  o f 	  qua l i ty . 	  

EQUASS 	  pr incip le 	  o f 	  Partnership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Ind ica tor 	  51 : 	  

The 	   soc ia l 	   serv ice 	   prov ider 	   has 	   par tnersh ips 	  
wi th : 	  

¥ soc ia l 	   par tners 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ funding 	   agenc ies 	   in 	   the 	   de l ivery 	   o f 	  
serv ices 	   for 	   the 	  persons 	  served 	  

¥ organ isa t ions 	   o f 	   persons 	   served 	   in 	   the 	  
de l ivery 	   o f 	   serv ices 	   for 	   the 	   persons 	  
served 	   ( i f 	   app l icab le) 	  
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Good 	   working 	   condit ions 	   and 	   working 	  
environment/Investment 	   in 	  human	  capita l : 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   prov ided 	   by 	   sk i l led 	  
and 	   competent 	   workers 	   under 	   decent 	   and 	   s tab le 	  
work ing 	   condi t ions 	   and 	   accord ing 	   to 	   a 	  
manageab le 	  work load . 	  Workers ’ 	   r ights 	   shou ld 	   be 	  
respected 	   in 	   par t i cu lar 	   wi th 	   regard 	   to 	   the 	  
pr inc ip les 	   o f 	   conf ident ia l i ty , 	   deonto logy 	   and 	  
pro fess iona l 	   autonomy	   inherent 	   to 	   soc ia l 	  
serv ices 	   re la t ions . 	   Adequate 	   sk i l l s 	   and 	   a 	  
support ing 	   env ironment 	   shou ld 	   a l so 	   be 	   ensured 	  

EQUASS 	  pr inciple 	  o f 	   s ta f f : 	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	   lead 	  
and 	   manage 	   the ir 	   personne l 	   and 	   the ir 	  
per formance 	   to 	   ach ieve 	   the 	   organ isa t ions 	  
bus iness 	   ob jec t ives 	   and 	   the 	   de l ivery 	   o f 	   a 	  
person 	   centred 	   serv ices . 	   They 	   are 	   commit ted 	  
to 	   the 	   employment 	   and 	   promot ion 	   o f 	   qua l i f ied 	  
personne l 	   based 	   on 	   requ ired 	   knowledge , 	  
sk i l l s 	   and 	   competences . 	   They 	   promote 	   a 	  
cu l ture 	   o f 	   engagement , 	   deve lopment 	   and 	  
cont inuous 	   learn ing 	   o f 	   s ta f f 	   and 	   pro fess iona ls 	  
for 	   the 	   benef i t s 	   o f 	   person 	   served 	   and 	   o ther 	  
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to 	  vo lunteers 	  and 	   in formal 	   carers . 	   s takeholders . 	   The 	   organ isa t ion 	   prov ides 	  
hea l th , 	   sa fe ty , 	   we l l 	   -‐be ing 	   and 	   appropr ia te 	  
work ing 	  condi t ions 	  o f 	   i t s 	  personne l . 	  

Cri ter ia 	  1 : 	  

Ensur ing 	   fu l l 	   respect 	   o f 	   decent 	   work 	   pr inc ip les 	  
in 	   the 	   sec tor , 	   inc lud ing 	   non-‐d iscr iminat ion , 	  
soc ia l 	   protec t ion , 	   hea l th 	   and 	   sa fe ty 	   protec t ion , 	  
soc ia l 	   d ia logue , 	   decent 	   wages 	   as 	   we l l 	   as 	   gender 	  
equa l i ty 	   and , 	   in 	  par t icu lar , 	   equa l 	  pay 	   for 	  work 	  o f 	  
equa l 	  va lue 	  

In 	  EQUASS 	  Pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Working 	  condit ions 	   	  

Cr i ter ion 	   10 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   in 	   compl iance 	   wi th 	   mandatory 	  
nat iona l 	   l eg is la t ion , 	   prov id ing 	   appropr ia te 	  
work ing 	   condi t ions ; 	   adequate 	  and 	  agreed 	  s ta f f 	  
l eve l 	   and 	   s ta f f 	   ra t io , 	   and 	   appropr ia te 	  
reward ing 	   for 	   s ta f f 	   and 	  vo lunteers . 	   	  

Ind ica tor 	   19 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
documented 	   	  

¥ i t s 	   po l i c ies 	   in 	   compl iance 	   wi th 	   the 	  
employment 	   leg is la t ive 	   f ramework . 	  

¥ i t s 	  po l i cy 	   for 	   showing 	   recogni t ion 	   to : 	  
1 .  s ta f f 	  
2 .  vo lunteers 	   ( i f 	   app l icab le) . 	  

Ind ica tor 	   20 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   the 	  work ing 	  condi t ions 	  o f : 	   	  

¥ management 	  
¥ s ta f f 	  
¥ vo lunteers 	   ( i f 	   app l icab le) . 	  

Cr i ter ia 	  2 : 	  

	   Ident i fy ing 	   sk i l l s 	   needs 	   and 	   de f in ing 	   career 	  
pro f i les 	  

	  

In 	  EQUASS 	  pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Training 	  and 	  development 	  o f 	   s ta f f 	   	  

Sta f f 	   members 	   are 	   t ra ined 	   appropr ia te ly 	   in 	  
the 	   unders tanding 	   o f 	   the 	   character is t i cs 	   o f 	  
the 	   popula t ions 	   they 	   serve 	   and 	   in 	   respect ing 	  
human 	  r ights . 	   	   	  

Cr i ter ion 	  11 . 	   The 	   soc ia l 	   serv ice 	   t ra ins 	   a l l 	   s ta f f 	  
based 	   on 	   a 	   p lan 	   for 	   lean ing 	   and 	   deve lopment 	  
and 	   eva luates 	   the 	   e f fec t iveness 	   o f 	   the 	  
t ra in ing . 	  

Cr i ter ion 	   12 : 	   the 	   soc ia l 	   serv ice 	   prov ider 	  
app l ies 	   requ irements 	   for 	   competence 	   in 	   the 	  
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ident i f ied 	   ro les 	   and 	   funct ions 	   o f 	   s ta f f 	   and 	  
eva luates 	   them	  on 	  annua l 	  bas is . 	   	  

Ind ica tor 	   23 : 	   The 	   competence 	   requ irements 	  
for 	   s ta f f 	  has 	  been : 	  

¥ ident i f ied 	  
¥ spec i f ied 	  
¥ documented 	   	  
¥ eva luated 	  on 	  an 	  annua l 	  bas is 	  

Cr i ter ia 	  3 : 	  

Promot ing 	   recru i tment 	   and 	   re tent ion 	   po l i c ies 	  
that 	   enab le 	   the 	   se lec t ion 	   o f 	   qua l i f ied 	   workers 	  
wi th 	   requ ired 	  knowledge , 	   sk i l l s 	  and 	  competence ; 	  

	  

In 	  EQUASS 	  pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Ski l led 	  profess ionals 	   	  

Cr i ter ion 	   9 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	   has 	   a 	  
s ta f f 	   recru i tment 	   and 	   re tent ion 	   po l i cy 	   that 	  
promotes 	   the 	   se lec t ion 	   o f 	   qua l i f ied 	   personne l 	  
based 	   on 	   requ ired 	   knowledge , 	   sk i l l s 	   and 	  
competences . 	   	  

Cri ter ia 	  4 : 	  

Estab l i sh ing 	   par tnersh ips 	   between 	   educat ion 	  
sys tems 	   and 	   serv ice 	   prov iders 	   to 	   inc lude 	  
t ra ineesh ips 	   dur ing 	   s tud ies 	   and 	   mentor ing 	  
schemes 	  by 	  exper ienced 	  workers 	  

The 	   e lement 	   o f 	   par tnersh ips 	   between 	  
educat ion 	   sys tems 	   and 	   serv ice 	   prov iders 	   to 	  
inc lude 	   t ra ineesh ips 	   dur ing 	   s tud ies 	   and 	  
mentor ing 	   schemes 	   by 	   exper ienced 	  workers 	   i s 	  
not 	   speci f ica l ly 	   addressed 	   in 	   the 	   European 	  
Qua l i ty 	   in 	  Soc ia l 	  Serv ices 	   (EQUASS 	  2012) 	  

Cri ter ia 	  5 : 	  

Estab l i sh ing 	   t ra in ing 	   programmes , 	   l i fe -‐ long 	  
learn ing 	   schemes , 	   mentor ing 	   by 	   exper ienced 	  
workers 	   and 	   competences 	   cer t i f i ca t ion 	   for 	  
workers 	   as 	   we l l 	   as , 	   where 	   appropr ia te , 	   for 	  
vo lunteers 	   and 	   in formal 	   carers , 	   on 	   the 	  necessary 	  
pro fess iona l 	   and 	   in ter -‐persona l 	   sk i l l s , 	   as 	  we l l 	   as 	  
on 	  access ib i l i ty 	  and 	  on 	  ass is t ive 	   technology 	  

In 	   the 	  EQUASS 	  pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : : 	  

Training 	  and 	  development 	  o f 	   s ta f f 	   	   	  

Cr i ter ion 	   12 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
app l ies 	   requ irements 	   for 	   competence 	   in 	   the 	  
ident i f ied 	   ro les 	   and 	   funct ions 	   o f 	   s ta f f 	   and 	  
eva luates 	   them	  on 	  annua l 	  bas is . 	  

Volunteers 	  

Volunteers 	   are 	   g iven 	   the 	   t ra in ing 	  necessary 	   to 	  
ensure 	   they 	  can 	  carry 	  out 	   the ir 	   tasks 	  and 	  have 	  
appropr ia te 	   superv is ion . 	   The 	   e th ica l 	   code 	   for 	  
pro fess iona ls 	  a l so 	  app l ies 	   to 	  vo lunteers . 	  

Cr i ter ia 	  6 : 	  

Invo lv ing 	   users 	   and 	   soc ia l 	   par tners 	   in 	   the 	  
deve lopment 	  o f 	   t ra in ing 	  programmes; 	  

In 	  EQUASS 	  pr inciple 	  Part ic ipat ion : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : : 	  

Person 	   served 	   is 	   act ive ly 	   involved 	   in 	  
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dec is ion-‐making 	  and 	  evaluat ion 	  

Cr i ter ion 	   28 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
inc ludes 	   persons 	   served 	   as 	   ac t ive 	   par t i c ipants 	  
in 	   p lann ing 	   and 	   have 	   se t 	   up 	   appra isa l 	   made 	  
up 	   o f 	   on-‐go ing 	   o f 	   an 	   on-‐go ing 	   s t ructured 	  
d ia logue 	   process 	   in 	   the 	   management 	   o f 	   the 	  
serv ice , 	   inc lud ing 	   the 	   de f in i t ion 	   o f 	   the 	   needs , 	  
the 	  de f in i t ion 	  o f 	   the 	   serv ices , 	   as 	  we l l 	   as 	  o f 	   the 	  
eva luat ion 	  o f 	  qua l i ty . 	  

In 	  EQUASS 	  pr inciple 	  Partnership : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : : 	  

Partnership 	   	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
operate 	   in 	   par tnersh ip 	   wi th 	   pub l ic 	   and 	  
pr ivate 	   sec tor 	   agenc ies , 	   employers ’ 	   and 	  
workers ’ 	   representa t ives , 	   funders 	   and 	  
purchasers , 	   organ isa t ions 	   o f 	   person 	   served , 	  
loca l 	   groups , 	   fami l ies 	   and 	   carers 	   to 	   create 	   a 	  
cont inuum	   o f 	   serv ices 	   and 	   ach ieve 	   more 	  
e f fec t ive 	   serv ice 	   impacts 	   and 	   a 	  more 	   open 	   and 	  
inc lus ive 	   soc ie ty . 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   26 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	  par tnersh ip 	  wi th 	  o ther 	  organ isa t ions 	  
in 	   the 	  prov is ion 	  o f 	   serv ices . 	  

Cr i ter ion 	   27 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	   par tnersh ip 	   wi th 	   persons 	   served , 	  
purchasers 	   and 	   o ther 	   s takeho lders 	   in 	   the 	  
deve lopment 	  o f 	   serv ices . 	  

Cri ter ia 	  7 : 	  

Promot ing 	   soc ia l 	   d ia logue 	   a t 	   a l l 	   l eve ls 	   w i th 	   a 	  
v iew 	   to 	   encourage 	   workers 	   and 	   t rade 	   un ions 	   to 	  
ac t ive ly 	   par t i c ipate 	   in 	   the 	   deve lopment , 	   de l ivery 	  
and 	   eva luat ion 	   o f 	   serv ices , 	   invo lv ing 	   vo lunteers 	  
as 	  appropr ia te 	  

In 	  EQUASS 	  pr inciple 	  Partnership : 	   	  

Cr i ter ion 	   27 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
works 	   in 	   par tnersh ip 	   wi th 	   persons 	   served , 	  
purchasers 	   and 	   o ther 	   s takeho lders 	   in 	   the 	  
deve lopment 	  o f 	   serv ices . 	  

In 	  EQUASS 	  pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Volunteers 	  

Volunteer ing 	   i s 	   address 	   in 	   the 	   cr i ter ia 	   o f 	   s ta f f 	  
deve lopment , 	   promoted 	   and 	   va lued . 	  
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Volunteers 	   are 	   g iven 	   the 	   t ra in ing 	  necessary 	   to 	  
ensure 	   they 	  can 	  carry 	  out 	   the ir 	   tasks 	  and 	  have 	  
appropr ia te 	   superv is ion . 	   The 	   e th ica l 	   code 	   for 	  
pro fess iona ls 	   a l so 	   app l ies 	   to 	   vo lunteers . 	   ( see : 	  
Cr i ter ia 	  23 	  / 	   ind ica tor 	  46) 	  

Adequate 	  physica l 	   in frastructure : 	   	  

Soc ia l 	   serv ices 	   shou ld 	   be 	   prov ided 	   wi th in 	  
adequate 	   phys ica l 	   in f ras tructures 	   respect ing 	  
hea l th 	   and 	   sa fe ty 	   s tandards 	   for 	   users , 	   workers 	  
and 	   vo lunteers , 	   access ib i l i ty 	   s tandards 	  
fo l lowing 	   “Des ign 	   for 	   A l l ” 	   approaches 	   as 	   we l l 	   as 	  
env ironmenta l 	   requ irements . 	  

In 	  EQUASS 	  pr incip le 	  Ethics : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : : 	  

Ensuring 	  sa fety 	  and 	  securi ty 	   	  

Cr i ter ion 	   21 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   mechanisms 	   that 	   prevent 	   the 	  
phys ica l , 	   menta l 	   and 	   f inanc ia l 	   abuse 	   o f 	  
persons 	  served . 	  

Ind ica tor 	  41 ; 	  The 	  soc ia l 	   serv ice 	  prov ider 	  has : 	  

¥ documented 	   po l i c ies 	   to 	   prevent 	  
phys ica l , 	  menta l 	   and 	   f inanc ia l 	   abuse 	  o f 	  
person 	  served 	  

¥ procedures 	   to 	   prevent 	   phys ica l , 	  
menta l 	   and 	   f inanc ia l 	   abuse 	   o f 	   person 	  
served 	  

Ind ica tor 	   42 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   the 	   e f fec t iveness 	   o f 	   i t s 	   po l i cy 	   to 	  
prevent 	   phys ica l , 	   menta l 	   and 	   f inanc ia l 	   abuse 	  
o f 	  person 	  served . 	  

Cr i ter ion 	   22 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   serv ices 	   in 	   a 	   sa fe 	   sys tem	   o f 	   work ing 	  
wi th in 	   a 	   sa fe 	   env ironment 	   to 	   ensure 	   the 	  
phys ica l 	   secur i ty 	   o f 	   persons 	   served , 	   the ir 	  
fami l ies 	  and 	  caretakers . 	  

Ind ica tor 	   43 ; 	   the 	   soc ia l 	   serv ice 	   prov ider 	   has 	  
documented : 	  

¥ a 	   hea l th 	   and 	   sa fe ty 	   p lan 	   for 	   each 	   o f 	   i t s 	  
serv ice 	   locat ions 	  

¥ procedures 	   to 	   ensure 	   a 	   sa fe 	  
env ironment 	   and 	   phys ica l 	   secur i ty 	   o f 	  
persons 	  served 	  

Ind ica tor 	   44 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ident i f ies : 	  

¥ measures 	   for 	   ensur ing 	   hea l th 	   and 	  
sa fe ty 	   for 	  each 	  o f 	   i t s 	   serv ice 	   locat ions 	  

¥ improvements 	   for 	   ensur ing 	   hea l th 	   and 	  
sa fe ty 	  on 	  annua l 	  bas is 	  
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Ind ica tor 	   20 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
eva luates 	   the 	  work ing 	  condi t ions 	  o f : 	   	  

¥ management 	  
¥ s ta f f 	  
¥ vo lunteers 	   ( i f 	   app l i cab le) . 	  

Cri ter ia 	  1 : 	  

Ensur ing 	   that 	   phys ica l 	   in fras tructures 	   are 	  
adequate 	   and 	   comply 	   wi th 	   hea l th 	   and 	   sa fe ty 	  
s tandards 	   for 	   users , 	   workers 	   and 	   vo lunteers 	   and 	  
wi th 	  env ironmenta l 	   requ irements 	  

In 	  EQUASS 	  pr inciple 	  S ta f f : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Ensuring 	  sa fety 	  and 	  securi ty 	   	  

Cr i ter ion 	   10 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
operates 	   in 	   compl iance 	   wi th 	   mandatory 	  
nat iona l 	   l eg is la t ion , 	   prov id ing 	   appropr ia te 	  
work ing 	   condi t ions ; 	   adequate 	  and 	  agreed 	  s ta f f 	  
l eve l 	   and 	   s ta f f 	   ra t io , 	   and 	   appropr ia te 	  
reward ing 	   for 	   s ta f f 	   and 	  vo lunteers . 	  

Cr i ter ion 	   22 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
prov ides 	   serv ices 	   in 	   a 	   sa fe 	   sys tem	   o f 	   work ing 	  
wi th in 	   a 	   sa fe 	   env ironment 	   to 	   ensure 	   the 	  
phys ica l 	   secur i ty 	   o f 	   persons 	   served , 	   the ir 	  
fami l ies 	  and 	  caretakers . 	  

Cri ter ia 	  2 : 	  

Promot ing 	   access ib i l i ty 	   s tandards 	   fo l lowing 	   	  
“Des ign 	   for 	  A l l ” 	  approaches 	  

In 	   the 	  Pr inciple 	  Rights : 	   	  

Organisa t ions 	   prov id ing 	   soc ia l 	   serv ices 	  
promote 	   the 	   par t i c ipat ion 	   and 	   inc lus ion 	   o f 	  
person 	   served 	   a t 	   a l l 	   l eve ls 	   o f 	   the 	   organ isa t ion 	  
and 	   wi th in 	   the 	   community . 	   Soc ia l 	   serv ice 	  
prov iders 	   invo lve 	   serv ice 	   users 	   as 	   ac t ive 	  
members 	   o f 	   the 	   serv ice 	   team. 	   In 	   pursu i t 	   o f 	  
more 	   equa l 	   par t ic ipat ion 	   and 	   inc lus ion , 	   soc ia l 	  
serv ice 	   prov iders 	   shou ld 	   fac i l i ta te 	   the 	  
empowerment 	   o f 	   the 	   persons 	   served . 	   They 	  
work 	   in 	   consu l 	   ta t 	   ion 	   wi th 	   representa t ive 	  
bodies 	   and 	   groups 	   to 	   support 	   advocacy , 	   the 	  
removal 	   o f 	   barr iers , 	   pub l i c 	   educat ion 	   and 	  
ac t ive 	  promot ion 	  o f 	  equa l 	  opportun i t ies . 	  

In 	  EQUASS 	  Pr incip le 	  Comprehensiveness : 	  

Cr i ter ion 	   39 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	   	  

Ind ica tor 	   77 : 	   The 	   organ isa t ion 	   ident i f ies 	   and 	  
reports 	  barr iers : 	  

¥ to 	   the 	   seamless 	   cont inuum	   o f 	  
programmes 	  on 	  annua l 	  bas is 	   	  
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¥ on 	   access 	   to 	   programs 	   and 	   serv ices 	   on 	  
annua l 	  bas is . 	  

Cr i ter ia 	  3 : 	  

Ensur ing 	   that 	   a l l 	   users , 	   inc lud ing 	   peop le 	   wi th 	  
d isab i l i t ies , 	   have 	   easy 	   access 	   to 	   the 	   phys ica l 	  
in fras tructures 	   in 	   which 	   the 	   serv ice 	   prov is ion 	  
takes 	  

In 	  EQUASS 	  pr inciple 	  Comprehensiveness : 	  

EQUASS 	   cr i ter ia 	   ( inc lud ing 	   under ly ing 	  
ind ica tors) : 	  

Cr i ter ion 	   38 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
ensures 	   that 	   the 	   person 	   served 	   can 	   access 	   a 	  
cont inuum	   o f 	   serv ices 	   that 	   span 	   f rom	   ear ly 	  
in tervent ion 	   to 	   support 	   and 	   respond 	   to 	  
chang ing 	   requ irements 	  over 	   t ime . 	  

Cr i ter ion 	   39 . 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
deve lops 	   a 	   seamless 	   cont inuum	   o f 	   serv ices 	  
and 	   reduces 	   barr iers 	   in 	   a 	   mul t i -‐d isc ip l inary 	  
or 	  mul t i -‐agency 	  se t t ing . 	  

Ind ica tor 	   77 : 	   The 	   organ isa t ion 	   ident i f ies 	   and 	  
reports 	  barr iers : 	  

¥ to 	   the 	   seamless 	   cont inuum	   o f 	  
programmes 	  on 	  annua l 	  bas is 	   	  

¥ on 	   access 	   to 	   programs 	   and 	   serv ices 	   on 	  
annua l 	  bas is . 	  

	  

In 	  EQUASS 	  pr incip le 	  Rights : 	  

Cr i ter ion 	   19 : 	   The 	   soc ia l 	   serv ice 	   prov ider 	  
fac i l i ta tes 	   the 	   person 	   served 	   in 	   choos ing 	   and 	  
hav ing 	   access 	   to 	   advocates 	   and/or 	   support ing 	  
persons . 	  

Cr i ter ia 	  4 : 	  

Place 	   and 	   to 	   adequate 	   means 	   o f 	   t ransporta t ion 	  
to 	  and 	   f rom	   them. 	  

The 	   e lement 	   o f 	   t ransporta t ion 	   i s 	   not 	  
speci f ica l ly 	   addressed 	   in 	   the 	   European 	  
Qua l i ty 	   in 	  Soc ia l 	  Serv ices 	   scheme	  2012 . 	  
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¥ The	   socia l 	   service 	   provider 	   def ines 	   documents 	   and	   implements 	   i ts 	   v is ion 	   and	  
miss ion 	  va lues 	  on 	  service 	  provis ion . 	   	  

¥ The	   socia l 	   service 	   provider 	   def ines , 	   documents , 	   and 	   implements 	   i ts 	   qual i ty 	  
pol icy 	   by 	   determining 	   long 	   term	   qual i ty 	   goals , 	   and 	   i ts 	   commitment 	   to 	  
cont inuous 	   improvement . 	   !	  

¥ The	   socia l 	   service 	   provider 	   ident i f ies 	   performance 	   indicators 	   for 	   measuring 	  
the 	  results 	  o f 	   the 	   improvement 	  act ions . 	  

! !	   !"#$$	  
! "#$%%&'()*+() , -&	  

¥ The	   socia l 	   service 	   provider 	   recognises 	   the 	   sta f f 	   as 	   a 	   resource 	   for 	   feedback 	   on 	  
organisat ional 	  performance , 	  service 	  development 	  and	  sta f f 	  development 	   	  

¥ The	   socia l 	   service 	   provider 	   has 	   mechanisms	   in 	   p lace 	   to 	   enhance 	   sat is fact ion 	  
and	  motivat ion 	  of 	  s ta f f 	  

! !	   !"#$%&'"&()*$+*#&',$(*,&'-&.* 	  
! "#$%%&'()*+() ,!"	  

¥ The	   socia l 	   service 	   provider 	   operates 	   speci f ic 	   instruments 	   for 	   the 	   persons	  
served	   to 	   improve 	   their 	   personal 	   empowerment 	   and	   personal 	   s i tuat ion 	   and . 	  
that 	  o f 	   their 	  community 	   	  

¥ The	   socia l 	   service 	   provider 	   operates 	   speci f ic 	   mechanisms	   for 	   establ ishing 	   an 	  
empowering 	  environment . 	  

! !	   !"#$%&#"'$()*+,*"'%-./%* 	  
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¥ The	   socia l 	   service 	   provider 	   reviews	   the 	   personal 	   responsibi l i ty 	   o f 	   a l l 	  
people 	   involved 	   in 	   the 	  service 	  provis ion 	   for 	  achieved	  results . 	   	  

¥ The	   socia l 	   service 	   provider 	   act ive ly 	   d isseminates 	   organisat ion 	  
performance 	  among	   i ts 	  s ta f f , 	  person 	  served	  and	  external 	  s takeholders . 	  

! !	   !""#$%&'#" 	  
! "#$%%&'()*+() , -&	  

¥ The	   service 	   provider 	   introduces 	   and	   manages 	   innovat ive 	   ways 	   of 	  
working 	   that 	  have 	  been	   ident i f ied 	  based 	  on 	   the 	  needs 	  of 	  s takeholders . 	  
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The European Qual i ty  in  Socia l  Serv ices (EQUASS) is  an in i t ia t ive of  the European 

Plat form for  Rehabi l i ta t ion (EPR).  EQUASS prov ides comprehensive serv ices in  the 

area of  development,  promot ion,  approval  and cer t i f icat ion of  qual i ty ,  a l l  o f  which 

comply  wi th  the European requirements1 for  qual i ty  in  the prov is ion of  Socia l  

Serv ices.  EQUASS a ims to  enhance the soc ia l  serv ice sector  by engaging serv ice 

prov iders in  qual i ty  and cont inuous improvement,  and by guaranteeing serv ice-

users qual i ty  o f  serv ices throughout  Europe.  EQUASS wants to  contr ibute to  the 

creat ion of  a  European market  and the modern izat ion of  soc ia l  serv ices of  genera l  

in terest  where serv ice prov iders can d is t inguish themselves and use the qual i ty  o f  

the i r  serv ice prov is ion as a compet i t ive advantage.  

The Qual i ty  Assurance in  Socia l  Serv ices (EQUASS Assurance)  is  a  cer t i f icat ion 

program for  qual i ty  assurance and qual i ty  contro l  in  soc ia l  serv ices2.  I t  enables 

organisat ions that  prov ide serv ices in  the soc ia l  sector  to  engage in  an externa l  

cer t i f icat ion process at  a  European leve l  by which they assure qual i ty  o f  the i r  

serv ices to  serv ice users and other  s takeholders.  

Th is  document presents the cr i ter ia  for  qual i ty  assurance of  the European Qual i ty  

for  Socia l  Serv ices,  based on the Common Qual i ty  Framework for  Socia l  Serv ices 

of  Genera l  In terest  (CQF for  SSGI)  (European Plat form for  Rehabi l i ta t ion,  

November 2010) and the Voluntary  European Qual i ty  Framework for  Socia l  

Serv ices of  Genera l  In terest  (VEQF for  SSGI)  o f  the Socia l  Protect ion Commit tee 

(Socia l  Protect ion Commit tee,  October  2010).  The EQUASS Assurance assures 

fundamenta l  per formance on the EQUASS Pr inc ip les for  Qual i ty ,  the Common 

Qual i ty  Framework for  SSGI and i ts  core cr i ter ia  for  qual i ty  assurance and the 

requirements set  in  Voluntary  European Qual i ty  Framework for  Socia l  Serv ices of  

Genera l  In terest .  I t  a lso assures per formance on an operat ional  Qual i ty  

Management System which is  one of  the bas ic  requirements for  cer t i f icat ion wi th  

the EQUASS Excel lence.  

                                                
1 Posi t ion Paper on Qual i ty  (H igh Level  Group on Disabi l i ty ,  September 2007);  The 
Voluntary  Qual i ty  Framework for  Socia l  Serv ice of  Genera l  In terest  (SPC, October 
2010) and the Common Qual i ty  Framework for  Socia l  Serv ice of  Genera l  In terest  
(EPR, November 2010) 

2 Commiss ion Communicat ion "Serv ices of  genera l  in terest ,  inc lud ing soc ia l  2 Commiss ion Communicat ion "Serv ices of  genera l  in terest ,  inc lud ing soc ia l  
serv ices of  genera l  in terest :  a  new European commitment" ,  COM(2007) 725 f ina l ,  
20.11.2007.  
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EQUASS Assurance characteristics  

Cert i f icat ion by EQUASS Assurance is  character ised by:  

1 .  50 cr i ter ia  for  qual i ty  assurance 

2.  The cr i ter ia  for  qual i ty  assurance are based on the ten EQUASS Pr inc ip les 

for  Qual i ty ,  the CFQ for  SSGI and the VEQF for  SSGI.  

3 .  The cr i ter ia  for  qual i ty  assurance cover  essent ia l  and basic  e lements 3 o f  

Qual i ty  Management Systems (QMS)  

4 .  The se l f -eva luat ion and the in terna l  audi t  is  based on g iven key per formance 

ind icators  and presented in  a  quest ionnaire  approach.  

5 .  The external  audi t  w i l l  be carr ied out  based on how the serv ice prov ider  

per forms in  re la t ion to  these ind icators .  The audi tor  w i l l  conf i rm the 

per formance based on these ind icators  through a rev iew of  documentat ion 

and in terv iews carr ied out  dur ing the s i te  v is i t .  

 

Th is  document has the fo l lowing s t ructure:   

a .  Descr ip t ion of  the EQUASS Pr inc ip les for  Qual i ty   

b .  Descr ip t ion of  re levant  d imensions for  Qual i ty  Assurance:  a  br ie f  descr ip t ion 

of  why the cr i ter ia  are considered to  be re levant  

c .  Descr ip t ion of  the EQUASS Assurance cr i ter ia  

d .  Descr ip t ion of  the Key Performance Ind icators  

 

EQUASS Assurance is  customised for  the soc ia l  sector  and of fers  a  comprehensive 

approach based on qual i ty  cr i ter ia  and key per formance ind icators  us ing a 

quest ionnaire  for  se l f -eva luat ion,  in terna l  audi t  and external  audi t  procedures.  

Af ter  sending the appl icat ion form and the f i l led in  quest ionnaire  for  in ternal  audi t ,  

a  s i te  v is i t  is  carr ied out .  Dur ing th is  s i te  v is i t ,  an independent  audi tor  ver i f ies  the 

appl icant ’s  ev idence by rev iewing documentat ion and conduct ing in terv iews wi th  

s ta f f ,  serv ice users and other  re levant  s takeholders.  The resul ts  are repor ted on in  

a  wr i t ten audi t  repor t .  An organisat ion that  meets the EQUASS Assurance cr i ter ia  

wi l l  be cer t i f ied for  a  per iod of  two years.  The EQUASS Award ing Commit tee 

oversees the process.  

 
                                                
3The basic  e lements for  qual i ty  management are:  1 .  Ident i fy ing customer needs and 
expectat ions;  2 .  Management o f  processes;  3 .  Management o f  responsib i l i t ies ;  4 .  
Management o f  resources;  5 .  Measurement and data analys is ;  6 .  Customer 
sat is fact ion;  7 .  Systemat ic  Qual i ty  Improvement system  
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Overview  

Pr inc ip les  fo r  qua l i ty  D imens ions  Cr i te r ia  Ind ica to rs  

1 Leadersh ip  Miss ion,  v is ion and 

qual i ty  po l icy  

1  & 2  1 ,2 ,3,4  

Communicat ion  3  & 4  5 ,6 ,7,8  

Annual  p lanning 5 & 6 9,10,11,12 

Contr ibut ion to  soc ie ty  7  & 8 13,14,15,16 

2 Staf f  Managing Human 

Resources  

9  &10  17,18,19,20, ,  

Qual i f icat ion and 

Development o f  s ta f f  

11.&12 21,  22,  23 24 

Staf f  engagement  13 & 14 25,26,27,28 

3 Rights   R ights  and dut ies  15 & 16& 

17 

29,30,  31,32,33,34 

Sel f  determinat ion 18 & 19 35,36,37,38 

4 Eth ics  Pol icy  on eth ics  20 & 21 & 

22 & 23 & 

24 

39,40,41,42,43,44,

45,46,47,48 

Roles and 

responsib i l i t ies  

25 49,50 

5 Partnersh ip  Par tners in  serv ice 

de l ivery  

26 & 27 51,52,53,54 

6 Part ic ipat ion  Invo lvement  o f  person 

served 

28 & 29 55,56,57,58 

Empowerment o f  

person served 

30 & 31 59,60,61,62 
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Pr inc ip les  fo r  qua l i ty  D imens ions  Cr i te r ia  Ind ica to rs  

7 Person 

Centred  

Ident i fy ing customer 

demands 

32 & 33 63,64,65,66 

Ind iv idual  p lanning 34 & 35 67,68,69,70 

8 Comprehensive

ness  

Del ivery  process  36 & 37 71,72,73,74 

Cont inu ing serv ice 

de l ivery  

38 & 39 75,76,77,78 

Hol is t ic  approach 40 & 41 79,80,81,82 

9 Resul t  

Or ientat ion  

Measur ing resul ts  42 & 43 83,84,85,86 

Evaluat ing resul ts  44 & 45 87,88,89,90 

Report ing resul ts  46 & 47 91,92,93,94 

10 Cont inuous 

Improvement  

Cont inuous 

improvement cyc le   

48 & 49 95,96,97,98 

Innovat ion 50 99,  100 
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1. LEADERSHIP  

 
EQUASS Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices demonstrate leadersh ip wi th in  the soc ia l  

sector  in terna l ly  by good governance and wi th in  the wider  communi ty  by promot ing 

pos i t ive images,  chal lenging low expectat ions,  encouraging best  pract ice,  enabl ing 

more ef fect ive use of  resources,  insp i r ing innovat ion,  and a id ing the creat ion a 

more open and inc lus ive soc ie ty .  

¥ Mission, vision and quality policy 

A miss ion s tatement g ives the soc ia l  serv ice prov ider  a  v is ion for  the fu ture and 

d i rect ion towards the development o f  i ts  core bus iness po l icy .  I t  a lso he lps to  

creates c lar i ty  and t ransparency for  i ts  customers,  employees and other  

s takeholders.  

A qual i ty  po l icy  descr ibes re levant  goals  and object ives and the commitment  o f  

management in  achiev ing these goals .  I t  a lso emphasises cont inuous improvement 

o f  the organisat ion ’s  per formance.  Pol icy  deployment is  cons idered to  be a key 

funct ion wi th in  the organisat ion of  the soc ia l  serv ice prov ider  ensur ing that  a l l  

employees understand the v is ion,  miss ion,  ob ject ives and s t ra tegy of  the soc ia l  

serv ice prov ider  in  meet ing customers ’  needs and expectat ions.   

 

Cr i ter ia  for  EQUASS Assurance  

1.  The soc ia l  serv ice prov ider  def ines documents and implements i ts  v is ion 

and miss ion va lues on serv ice prov is ion.  
 

 Ind icator  

1 The soc ia l  serv ice prov ider  has documented i ts :  

a .  v is ion  

b .  m iss ion  

c .  corpora te  va lues 

2  Sta f f   a re  aware o f :   

a .  the  v is ion  

b .  the  miss ion 

c .  corporate  va lues o f  the soc ia l  serv ice  prov ider  
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2 .  The soc ia l  serv ice prov ider  def ines,  documents,  and implements i ts  

qual i ty  po l icy  by determin ing long term qual i ty  goals ,  and i ts  commitment  to  

cont inuous improvement.  

 

 Ind ica tor  

3 The soc ia l  serv ice prov ider  has a  documented a  qua l i ty  po l icy  conta in ing:  

a .  long term goa ls  

b .  commitment  to  cont inuous improvement  

4  Sta f f  a re  aware o f  the qua l i ty  po l icy  o f  the soc ia l  serv ice prov ider .  

 

¥ Communication  
Communicat ion re la tes to  the systems present  in  an organisat ion for  managing,  

shar ing and d is t r ibut ing in format ion and feedback.  Communicat ion is  considered to  

be ef fect ive when in terna l  and/or  external  s takeholders have access to  re levant ,  

accurate and up- to-date in format ion.  With  ef fect ive communicat ion,  potent ia l  and 

current  customers can make in formed choices,  s ta f f  can maximise the i r  

e f fect iveness and management can p lan in  a  s t ra teg ic  manner.  

 
Cr i ter ia  for  EQUASS Assurance  

3.  Persons served,  fami ly  members and serv ice user  organisat ions are ab le 

to  g ive feedback on the i r  ind iv idual  and co l lect ive exper ience of  programmes 

and serv ices.  

 

 Ind ica tor  

5 Stakeholders  have the oppor tun i ty  to  g ive feedback on:   

a .  programmes 

b.  serv ices.  

6  Feedback is  documented f rom:   

a .  fund ing bod ies 

b .  persons served 
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4 .  The soc ia l  serv ice prov ider  in forms a l l  s takeholders about  the of fered 

programmes and serv ices avai lab le .  

 

 Ind ica tor  

7 In format ion is  ava i lab le  on:  

a .  deve lopment  o f  programmes and serv ices  

b .  processes and procedures  

c .  per formance o f  the organ isat ion  

d .  upcoming re levant  events  

e .  oppor tun i t ies  for  invo lvement  o f  persons served  

8  Stakeholders  are  aware o f  the programmes and serv ices o f fered.  

 

 

¥ Annual planning  
The soc ia l  serv ice prov ider  should prov ide leadersh ip,  management and s tab i l i ty  

for  the organisat ion so that  i t  can achieve i ts  s ta ted miss ion.  Therefore the soc ia l  

serv ice prov ider  should s t r ive for  and mainta in  s tab i l i ty  in  serv ice de l ivery ,  

development and innovat ion and balanced f inance s t ructure.  Annual  p lanning is  

cruc ia l  for  implementat ion and contro l  o f  these object ives and therefore i t  should 

be l inked to  the s t ra teg ic  p lan.   

Criter ia for  EQUASS Assurance  

5.  The soc ia l  serv ice prov ider  management estab l ishes and documents an 

annual  p lanning and rev iew process.   

 

 Ind ica tor  

9 The process o f  annual  p lann ing is  documented.  

10 The annual  p lann ing process is :  

a .  implemented 

b .  rev iewed per iod ica l ly   
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6 .  The p lan inc ludes:  

¥ annual  outcomes /  targets   

¥ the act iv i t ies  to  be undertaken in  ach iev ing the annual  targets  

¥ moni tor ing of  the per formance of  the organisat ion in  meet ing i ts  

annual  targets  

¥ t ime-scales and procedures for  rev iew and rev is ion.    

 

 Ind ica tor  

11 The annual  p lann ing process has a   cyc l ica l  character :  

a .  ob jec t ives /  ta rgets  

b .  key act iv i t ies  

c .  tang ib le  resu l ts   

d .  rev iew of  ob jec t ives and targets 

12 The annual  p lan is  approved by the Board o f  Management .  

 

¥ Contribution to the society 
Socia l  serv ices have an impact  on soc ie ty  through the very  nature of  the i r  pr imary 

bus iness or  s ta tu tory  mandate.  The resul ts  o f  these core act iv i t ies  can be 

mani fested by the sat is fact ion of  the i r  customers,  s takeholders,  f inancers,  

communi ty ,  and key per formance resul ts .  Socia l  responsib i l i ty  o f  a  soc ia l  serv ice 

prov ider  in  the soc ia l  sector  is  considered to  be an important  concept  and should 

be g iven specia l  focus beyond the customers ’  needs.  

Criter ia for  EQUASS Assurance  

7.  The soc ia l  serv ice prov ider  demonstrates organisat ion ’s  success in  

sat is fy ing the needs and expectat ions of  the soc ie ty .  

 

 Ind ica tor  

13 The soc ia l  serv ice  prov ider  co l lec ts  feedback f rom s takeholders  in  the 

soc ie ty .  

14 The soc ia l  serv ice prov ider  can show tang ib le  resu l ts  in  meet ing needs 

and expecta t ions o f  the soc ie ty .  

 

8 .  The soc ia l  serv ice prov ider  demonstrates organisat ion ’s  soc ia l  responsib i l i ty  

through act iv i t ies  contr ibut ing to  the soc ie ty .  

 

 Ind ica tor  

15 The soc ia l  serv ice prov ider  is  invo lved in  communi ty -based act iv i t ies .  

16 The soc ia l  serv ice prov ider  can show ev idence o f  i ts  added va lue to  the 

soc ie ty .  



 

Page 35 of 56  

2. STAFF  

 
EQUASS Principle for Qua lity  

Organisat ions prov id ing soc ia l  serv ices lead and manage the i r  personnel  and the i r  

per formance to  achieve the organisat ions bus iness ob ject ives and the de l ivery  o f  a  

person centred serv ices.  They are commit ted to  the employment and promot ion of  

qual i f ied personnel  based on required knowledge,  sk i l ls  and competences.  They 

promote a cu l ture of  engagement,  development and cont inuous learn ing of  s ta f f  

and profess ionals  for  the benef i ts  o f  person served and other  s takeholders.  The 

organisat ion prov ides heal th ,  safety ,  wel l  -be ing and appropr ia te  work ing 

condi t ions of  i ts  personnel .  

 

¥ Managing Human Resources  
A key determinant  o f  the qual i ty  in  serv ice prov is ion is  not  on ly  the qual i f icat ion 

and development o f  s ta f f ,  but  a lso a s t ructured and t ransparent  recru i tment  

process.  Equal ly  important  are the work ing condi t ions of  s ta f f  and vo lunteers,  so 

that  they may be g iven the opportun i ty  to  per form wel l  and be insp i red in  the i r  

work.  

 

Cr i ter ia for  EQUASS Assurance  

9.  The soc ia l  serv ice prov ider  has a s ta f f  recru i tment  and retent ion po l icy  

that  promotes the se lect ion of  qual i f ied personnel  based on required 

knowledge,  sk i l ls  and competences.   

 

 Ind ica tor  

17 The serv ice prov ider  has a  documented:  

a .  s ta f f  recru i tment  po l icy   

b .  c r i te r ia  for  s ta f f  recru i tment  

c .  the  process for  s ta f f  recru i tment   

d .  i ts  po l icy  for  equa l i ty  and non-d iscr im inat ion  

18 The s ta f f  recru i tment  and re tent ion po l icy  is  based on se lec t ion o f :   

a .  knowledge 

b .  sk i l ls  

c .  competences 

 



 

Page 36 of 56  

10.  The soc ia l  serv ice prov ider  operates in  compl iance wi th  mandatory 

nat ional  leg is la t ion,  prov id ing appropr ia te  work ing condi t ions,  adequate and 

agreed staf f  leve l  and s ta f f  ra t io ,  and appropr ia te  reward ing for  s ta f f  and 

vo lunteers.   

 

 Ind ica tor  

19 The soc ia l  serv ice prov ider  has documented  

a .  i ts  po l ic ies  in  compl iance w i th  the employment  leg is la t ive  

f ramework .  

b .  i ts  po l icy  for  showing recogn i t ion  to :  

i .  s ta f f  

i i .  vo lunteers  ( i f  app l icab le) .  

20 The soc ia l  serv ice prov ider  eva luates the work ing cond i t ions o f :   

a .  management  

b .  s ta f f  

c .  vo lunteers  ( i f  app l icab le) .  

 
¥ Qualif ication and development of staff 

A key determinant  o f  the qual i ty  in  serv ice prov is ion is  the qual i f icat ion and the 

competence of  the s ta f f  and the leve l  o f  educat ion and t ra in ing of  s ta f f .   I t  is  

essent ia l  that  every serv ice prov ider  has a systemat ic  approach to  the recru i tment  

and fur ther  profess ional  development o f  s ta f f  engaged in  soc ia l  serv ice de l ivery .  

The soc ia l  serv ice prov ider  should ensure that  s ta f f  have suf f ic ient  exper ience and 

expert ise to  fu l f i l  the i r  des ignated ro les and that  s ta f f  members have access to  and 

are encouraged to  use the g iven support  and development opportun i t ies.  There 

should be a systemat ic  approach to  the ident i f icat ion of  the i r  t ra in ing and 

development needs.  

Criter ia for  EQUASS Assurance  
 

11.  The soc ia l  serv ice t ra ins a l l  s ta f f  based on a p lan for  lean ing and 

development and evaluates the ef fect iveness of  the t ra in ing.  
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 Ind ica tor  

21 The p lan for  s ta f f  qua l i f ica t ion,  s ta f f  deve lopment  and s ta f f  suppor t  is :   

a .  documented 

b .  eva luated on annual  bas is  

22 The soc ia l  serv ice prov ider :  

a .  demonstra tes  records f rom a l l  t ra in ing act iv i t ies  o f  s ta f f  

b .  eva luates the e f fec t iveness o f  the t ra in ing act iv i t ies  (based on 

feedback f rom s ta f f  and o ther  s takeho lders) 

 

12.  The soc ia l  serv ice prov ider  appl ies requirements for  competence in  the 

ident i f ied ro les and funct ions of  s ta f f  and evaluates them on annual  bas is .  

 

 Ind ica tor  

23 The competence requ i rements  for  s ta f f  has been:  

a .  ident i f ied  

b .  spec i f ied  

c .  documented  

d .  eva luated on an annual  bas is  

24 The per formance o f  s ta f f  members,  who are  d i rec t ly  invo lved in  the 

prov is ion o f  serv ices to  the persons served,  is  rev iewed per iod ica l ly .  

 

 
¥ Staff engagement  

Staf f  engagement is  about  creat ing opportun i t ies for  employees to  connect  w i th  

the i r  co l leagues,  managers and wider  organisat ion.  I t  is  a lso about  creat ing an 

env i ronment where employees are mot ivated to  want  to  connect  w i th  the i r  work and 

rea l ly  care about  do ing a good job.  I t  is  a  concept  that  p laces f lex ib i l i ty ,  change 

and cont inuous improvement a t  the hear t  o f  what  i t  means to  be an employee and 

an employer  in  a  twenty- f i rs t  century  workp lace.  Employee engagement s t ra teg ies 

enable people to  be the best  they can at  work,  recognis ing that  th is  can only  

happen i f  they fee l  respected,  invo lved,  heard,  wel l  led and va lued by those they 

work for  and wi th .  

Criter ia for  EQUASS Assurance  

13.  The soc ia l  serv ice prov ider  recognises the s ta f f  as a resource for  

feedback on organisat ional  per formance,  serv ice development and s ta f f  

development  
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 Ind ica tor  

25 The soc ia l  serv ice prov ider  has a  po l icy  and procedure for  ac t ive  

invo lvement  o f  s ta f f  in   

-  the  p lann ing o f  the  serv ice 

-  the  eva luat ion  o f  the  serv ice 

26 The soc ia l  serv ice prov ider :   

-   records s ta f f  invo lvement  and feedback f rom s ta f f  

-  u t i l ises  that  feedback in  the s ta f f  deve lopment  of  st ra teg ic  and            

annual  p lann ing  

 

14. The socia l  serv ice provider has mechanisms in p lace to enhance 

sat isfact ion and motivat ion of  staff  
 
 Ind ica tor  

27 Soc ia l  serv ice prov ider  measures,  records and rev iews the  sat is fac t ion 

and mot iva t ion o f  s ta f f .  

28  Soc ia l  serv ice prov iders  implement  mechanisms for  recogn i t ion  o f  s ta f f .  

 

3. RIGHTS 

 
EQUASS Principle for Quality  

Organisat ions prov id ing soc ia l  serv ices are commit ted to  protect ing and promot ing 

he r ights  o f  the person served in  terms of  equal  opportun i t ies,  equal  t reatment  and 

f reedom of  choice,  se l f  -determinat ion and equal  par t ic ipat ion.  Organisat ions 

prov id ing soc ia l  serv ices are ensur ing in formed consent  and adopt ing non-

d iscr iminat ion and pos i t ive act  ions wi th in  the i r  own serv ices.  Th is  commitment  is  

apparent  in  a l l  e lements of  serv ice development and del ivery  and in  the va lues of  

the soc ia l  serv ice prov ider .  

¥ Rights and duties 
A key va lue in  organisat ions prov id ing serv ices in  the soc ia l  sector  is  that  they are 

commit ted to  protect ing and promot ing the r ights  o f  the person served in  terms of  

equal  opportun i t ies,  equal  t reatment  and equal  par t ic ipat ion,  prov id ing in formed 

choice and adopt ing non-d iscr iminatory  va lues.  
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Criter ia for  EQUASS Assurance  

15.  The soc ia l  serv ice prov ider  assures the r ights  o f  persons served out l ined 

in  a  Charter  o f  R ights  that  is  based on the EU Charter  o f  Fundamenta l  

R ights ,  the European Convent ion for  the  Protect ion of  Human Rights  and 

Fundamenta l  Freedoms of  the Counci l  o f  Europe and other  in ternat ional  

human r ights  convent ions,  especia l ly  those e laborated under the Uni ted 

Nat ions.  

 

 Ind ica tor  

29 The soc ia l  serv ice prov ider  has  documented:  

a .  a  char ter  o f  r igh ts  for  the persons served  

b .  a  char ter  wh ich is  compl iant  w i th  in ternat iona l  human r ights  

convent ions 

30 A l l  s ta f f  inc lud ing vo lunteers  are  aware o f  the r ights  and dut ies  o f  the 

persons served.  

 

16.  The soc ia l  serv ice prov ider  in forms the person served about  h is /her  

r ights  and dut ies especia l ly  to  equal  t reatment  on grounds of  age,  d isabi l i ty ,  

gender,  race,  re l ig ion or  be l ie f  and sexual  or ientat ion before receiv ing the 

serv ices.  

 

 Ind ica tor  

31 The soc ia l  serv ice prov ider  can show ev idence o f  in forming the persons 

served about  the i r  r igh ts  and dut ies .  

32 Persons served are  aware o f  the i r  r igh ts  and dut ies .  

 

17.  The soc ia l  serv ice prov ider  has access ib le  compla in t  management 

system that  reg is ters  feedback on per formance f rom persons served,  

purchasers and other  re levant  s takeholders.  

 

 Ind ica tor  

33 The soc ia l  serv ice prov ider  has a  documented compla in t  management  

sys tem that  assures appropr ia te  and ob jec t ive  invest igat ion.  

34 The soc ia l  serv ice prov ider  shows t ransparency o f  resu l ts  in  the 

compla in t  management  sys tem. 
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¥ Self  determinat ion  

The r ight  o f  se l f -determinat ion,  is  the pr inc ip le  in  in ternat ional  law,  that  nat ions 

have the r ight  to  f ree ly  dec ide on the i r  sovere ignty  and in ternat ional  po l i t ica l  s ta tus 

wi thout  external  pressure  or outs ide in ter ference.  By extens ion the term se l f -

determinat ion has come to  mean the f ree choice of  one 's  own acts  wi thout  external  

pressure.  

18.  The soc ia l  serv ice prov ider  respects  the fundamenta l  r ight  to  se l f -

determinat ion of  the person served.  They f ree ly  determine the i r  po l i t ica l  

s ta tus and f ree ly  pursue the i r  economic,  soc ia l  and cu l tura l  development.  

 

 Ind ica tor  

35 The soc ia l  serv ice  prov ider  demonstra tes  i ts  suppor t  the se l f -

determinat ion o f  the person served.   

36 The soc ia l  serv ice prov ider  eva luates i ts  per formance on respect ing the 

r igh t  to  se l f -determinat ion w i th  the persons served on annual  bas is .  

 

19.  The soc ia l  serv ice prov ider  fac i l i ta tes the person served in  choosing and 

hav ing access to  advocates and/or  support ing persons.  

 

 Ind ica tor  

37 The soc ia l  served prov ider  in forms persons served how to  access 

advocates and/or  suppor t ing  persons.  

38 The soc ia l  serv ice  prov ider  eva luates i ts  per formance in  fac i l i ta t ing  

persons served in  hav ing access to  advocates and/or  suppor t ing  persons 

on annual  bas is .  

 

4. ETHICS 

 

EQUASS Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices operate on the bas is  o f  a  Code of  Eth ics 

that  respects  the d ign i ty  o f  the persons served and the i r  fami l ies or  carer  takers,  

protects  them from undue r isk ,  spec i f ies the requirements for  competence wi th in  

the organisat ion of  the soc ia l  serv ice prov ider ,  and promotes soc ia l  just ice.  
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¥ Policy on ethics  
The pol icy  on eth ics re fers  to  the profess ions in  organisat ions prov id ing soc ia l  

serv ices.  I t  is  a  code of  profess ional  cr i ter ia  conta in ing aspects  o f  fa i rness and 

duty  to  the profess ion and set  o f  pr inc ip les and va lues that  govern behaviour  in  

accordance wi th  the not ions of  va lues such as conf ident ia l i ty ,  accuracy,  pr ivacy,  

and in tegr i ty .  

 

Cr i ter ia for  EQUASS Assurance  

20.  The soc ia l  serv ice prov ider  def ines and documents i ts  po l icy  on eth ics 
that  respects  and assures the d ign i ty  o f  the persons served,  protects  them 
from undue r isk  and promotes soc ia l  just ice 

 

 Ind ica tor  

39 The soc ia l  serv ice prov ider  has documented i ts  po l icy  on e th ics  re f lec t ing 

the d ign i ty  o f  persons served and pro tec t ing  them f rom undue r isk .  

40 The soc ia l  serv ice prov ider  in forms  sta f f  ( inc lud ing vo lunteers  i f  

app l icab le)  about  the po l icy  on e th ics  and the pr inc ip les  and va lues that  

govern behav iour  in  serv ice  de l ivery .  

 

21.  The soc ia l  serv ice prov ider  operates mechanisms that  prevent  the 
phys ica l ,  menta l  and f inancia l  abuse of  persons served.  

 

 Ind ica tors  

41 The soc ia l  serv ice prov ider  has:  

a .  documented po l ic ies  to  prevent  phys ica l ,  menta l  and f inanc ia l  

abuse o f  person served 

b .  procedures to  prevent  phys ica l ,  menta l  and f inanc ia l  abuse o f  

person served 

42 The soc ia l  serv ice  prov ider  eva luates the e f fec t iveness o f  i ts  po l icy  to  

prevent  phys ica l ,  menta l  and f inanc ia l  abuse o f  person served.  

22.  The soc ia l  serv ice prov ider  prov ides serv ices in  a  safe system of  

work ing wi th in  a safe env i ronment to  ensure the phys ica l  secur i ty  o f  persons 

served,  the i r  fami l ies and caretakers.  

 

 Ind ica tor  

43 The soc ia l  serv ice prov ider  has documented:  

a .  a  hea l th  and safe ty  p lan fo r  each o f  i ts  serv ice  locat ions  

b.  procedures to  ensure a  safe  env i ronment  and phys ica l  secur i ty  o f  

persons served 

44 The soc ia l  serv ice prov ider  ident i f ies :  
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a .  measures for  ensur ing hea l th  and safe ty  fo r  each o f  i ts  serv ice  

locat ions  

b .  improvements  for  ensur ing hea l th  and safe ty  on annual  bas is  

 

23.  The soc ia l  serv ice prov ider  def ines,  documents,  moni tors  and evaluates a 

set  o f  pr inc ip les,  va lues and procedures that  govern behaviour  in  serv ice 

de l ivery  conta in ing aspects  o f  conf ident ia l i ty ,  accuracy,  pr ivacy and in tegr i ty .  

 

 Ind ica tor  

45 The soc ia l  serv ice prov ider  has def ined a  set  o f  pr inc ip les ,  va lues and 

procedures (code o f  E th ics)  to  assure and to  govern behav iour  in  serv ice  

de l ivery .  

46 Sta f f  ( inc lud ing vo lunteers  i f  app l icab le)  are  aware about  the set  o f  

pr inc ip les ,  va lues and procedures that  govern behav iour  in  serv ice  

de l ivery .  

 

24.  The soc ia l  serv ice prov ider  def ines,  documents,  moni tors  and evaluates 

procedures for  assur ing conf ident ia l i ty  o f  data regard ing the persons served 

and the serv ice prov ided to  them. 

 

 Ind ica tor  

47 The soc ia l  serv ice prov ider  has a  po l icy  and procedures for   

a .  assur ing conf ident ia l i ty  o f  in format ion o f  persons served  

b .  record ing in format ion on the persons served 

c .  access to  persona l  data  

48 The soc ia l  serv ice prov ider ’s  rev iews:  

a .  i ts  po l icy  on conf ident ia l i ty  a t  least  every  two years  w i th  s ta f f  and 

persons served 

b .  i ts  procedures on conf ident ia l i ty  a t  least  every  two years  w i th  s ta f f  

and persons served 

 
¥ Roles and responsibil i t ies 

The ident i f icat ion of  the d i f ferent  ro les and responsib i l i t ies  of  funct ions inc lud ing 

the mutual  re la t ionships between the funct ion in  the organisat ion fac i l i ta tes 

t ransparency,  accountabi l i ty  and ef f ic iency in  communicat ion in  serv ice prov is ion 

wi th  the person served.  Especia l ly  when the soc ia l  process is  a  complex process in  

a  mul t id isc ip l inary approach,  the ident i f icat ion of  the ro les and responsib i l i t ies o f  

those funct ions in  the process may contr ibute to  the ef f ic iency of  a  coord inated 

serv ice prov is ion.  
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Criter ia for  EQUASS Assurance  

25.  The soc ia l  serv ice prov ider  def ines the ro les and responsib i l i t ies ,  

author i t ies and the in terre la t ion of  a l l  personnel  who manage,  des ign,  

de l iver ,  support  and evaluate the serv ice prov is ion to  person served.  

 

 Ind ica tor  

49 The soc ia l  serv ice prov ider :  

a .  def ines the ro les  and respons ib i l i t ies  o f  management  

b .  communicates the ro les  and respons ib i l i t ies  o f  management  

50 The soc ia l  serv ice  prov ider ;  

a .  def ines the ro les  and respons ib i l i t ies  o f  the funct ions d i rec t ly  

invo lved w i th  serv ices de l ivery  to  the persons served 

b .  communicates the ro les  and respons ib i l i t ies  o f  the funct ions 

d i rec t ly  invo lved w i th  serv ices de l ivery  to  the persons served 

 

5. PARTNERSHIP  

 
EQUASS Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices operate in  par tnersh ip  wi th  publ ic  and 

pr ivate sector  agencies,  employers ’  and workers ’  representat ives,  funders and 

purchasers,  organisat ions of  person served,  loca l  groups,  fami l ies and carers to  

create a cont inuum of  serv ices and achieve more ef fect ive serv ice impacts  and a 

more open and inc lus ive soc ie ty .  

¥ Partners in service delivery  
The growth in  the appl icabi l i ty  o f  in format ion technology in  the soc iety ,  the 

requirement  for  e f fect ive use of  resources and expert ise and the empowerment o f  

the person served requires cooperat ion in  in format ion,  log is t ics  and serv ice 

prov is ion.  Therefore organisat ions should operate in  par tnersh ip  wi th  publ ic  and 

pr ivate sector  agencies,  employers ’  and workers ’  representat ives,  funders and 

purchasers,  organisat ions of  serv ice users,  loca l  groups,  fami l ies and carers.  

Par tnersh ip in  serv ice de l ivery  in  the soc ia l  process should add va lue to  the 

outcome of  the serv ice de l ivery .   
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Criter ia for  EQUASS Assurance  

26.  The soc ia l  serv ice prov ider  works in  par tnersh ip wi th  o ther  organisat ions 

in  the prov is ion of  serv ices.  

 

 Ind ica tor  

51 The soc ia l  serv ice prov ider  has par tnersh ips  w i th :  

a .  soc ia l  par tners  in  the de l ivery  o f  serv ices for  the  persons 

served 

b .  fund ing agenc ies  in  the de l ivery  o f  serv ices for  the  persons 

served 

c .  organ isat ions o f  persons served in  the de l ivery  o f  serv ices 

for  the  persons served ( i f  app l icab le)  

52 The soc ia l  serv ice prov ider  eva luates the added va lue o f  i ts  

par tnersh ips  on regu lar  bas is .  

 

27.  The soc ia l  serv ice prov ider  works in  par tnersh ip wi th  persons served,  

purchasers and other  s takeholders in  the development o f  serv ices.  

 

 Ind ica tor  

53 In  deve lopment  o f  serv ices,  the  soc ia l  serv ice  prov ider  invo lves:  

a .  person served and the i r  representa t ives  

b .  purchasers  

c .  funders  

54 The soc ia l  serv ice prov ider  invo lves re levant  ex terna l  s takeholders  in  

assessment  o f  needs.  

 

6. PARTICIPATION  

 
Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices promote the par t ic ipat ion and inc lus ion of  

person served at  a l l  leve ls  o f  the organisat ion and wi th in  the communi ty .  Socia l  

serv ice prov iders invo lve serv ice users as act ive members of  the serv ice team. In  

pursu i t  o f  more equal  par t ic ipat ion and inc lus ion,  soc ia l  serv ice prov iders should 

fac i l i ta te  the empowerment o f  the persons served.  They work in  consul  ta t  ion wi th  

representat ive bodies and groups to  support  advocacy,  the removal  o f  barr iers ,  

publ ic  educat ion and act ive promot ion of  equal  opportun i t ies.  
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¥ Involvement of the person served 
Faci l i ta t ing and encouraging the invo lvement  o f  persons served in  a l l  key aspects  

o f  the i r  serv ices is  an essent ia l  and important  factor  to  the success of  the soc ia l  

programme. Socia l  serv ice prov iders fac i l i ta te  the invo lvement o f  persons served 

by set t ing up procedures to  encourage,  foster  and promote the empowerment o f  the 

person served.  Th is  in  turns creates a cu l ture where by the soc ia l  serv ice prov ider  

enables the se l f -advocacy of  the ind iv idual  be ing served.  

 

Cr i ter ia for  EQUASS Assurance  

28.  The soc ia l  serv ice prov ider  inc ludes persons served as act ive 

par t ic ipants  in  p lanning and have set  up appra isa l  made up of  on-going of  an 

on-going s t ructured d ia logue process in  the management o f  the serv ice,  

inc lud ing the def in i t ion of  the needs,  the def in i t ion of  the serv ices,  as wel l  as 

of  the evaluat ion of  qual i ty .  

 

 Ind ica tor  

55 The soc ia l  serv ice prov ider  has a  po l icy  and procedures for  ac t ive  

invo lvement  o f  person served in :  

a .  assess ing needs 
b .  p lann ing o f  the serv ices  
c .  eva luat ion o f  the serv ices  

56 Persons served par t ic ipate  in :  

a .  assess ing ind iv idua l  needs 

b .  p lann ing o f  the ind iv idua l  serv ices  

c .  eva luat ion o f  the rece ived serv ices  

 

 

29.  The soc ia l  serv ice prov ider  inst i tu tes an annual  evaluat ion of  

par t ic ipat ion of  persons served both on ind iv idual  and/or  group bas is .  

 

 Ind ica tor  

57 The measures,  ac t iv i t ies  and po l icy  for  par t ic ipat ion have been agreed 

wi th  the persons served or  representa t ives o f  persons served.  

58 The soc ia l  serv ice prov ider  rev iews the measures,  ac t iv i t ies  and po l icy  

fo r  par t ic ipa t ion o f  persons served or  representa t ives o f  persons served 

on an annual  bas is .  
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¥ Empowerment of the person served  
Person served who have no opportun i t ies for  se l f -suf f ic iency become, a t  a  

min imum, dependent  on char i ty  or  wel fare.  They lose the i r  se l f -conf idence because 

they cannot  be fu l ly  se l f -support ing.  Th is  can lead to  psycholog ica l ,  soc ia l  and 

even menta l  heal th  prob lems.  Empowerment is  then the process of  obta in ing bas ic  

opportun i t ies for  persons served,  e i ther  d i rect ly  by those people,  or  through the 

he lp of  o thers who share the i r  own access to  these opportun i t ies.  I t  a lso inc ludes 

act ive ly  thwart ing at tempts to  deny those opportun i t ies.  Empowerment a lso 

inc ludes encouraging,  and develop ing the sk i l ls  for ,  se l f -suf f ic iency,  w i th  a  focus 

on e l iminat ing the fu ture need for  char i ty  or  wel fare in  the ind iv iduals  o f  the group.  

This  process can be d i f f icu l t  to  s tar t  and to  implement  e f fect ive ly ,  but  there are 

many examples of  empowerment pro jects  which have succeeded.  Empowerment 

can be at ta ined through many ways and is  o f ten considered as a condi t ion for  

par t ic ipat ion.  

 

Criter ia for  Qual i ty  assurance  

 
30.  The soc ia l  serv ice prov ider  operates speci f ic  inst ruments for  the 

persons served to  improve the i r  personal  empowerment and personal  

s i tuat ion and.  that  o f  the i r  communi ty  

 

 Ind ica tor  

59 The soc ia l  serv ice prov ider  systemat ica l ly  fac i l i ta tes  the empowerment  o f  

the  persons served on ind iv idua l  bas is .  

60 The soc ia l  serv ice prov ider  has ach ieved tang ib le  resu l ts  in  s t rengthen ing 

the empowerment  o f  persons be ing served.  

 

31.  The soc ia l  serv ice prov ider  operates speci f ic  mechanisms for  

estab l ish ing an empower ing env i ronment.  

 

 Ind ica tor  

61 The soc ia l  serv ice prov ider  has ident i f ied  measures for  c reat ing an 

empower ing env i ronment  in  the organ isat ion.  

62 The soc ia l  serv ice  prov ider  t ra ins  s ta f f  to  fac i l i ta te  the empowerment  o f  

persons served.  
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7. PERSON CENTRED APPROACH  

 

EQUASS Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices operate processes a iming at  the 

improvement o f  qual i ty  o f  l i fe  o f  persons served that  are dr iven by the needs of  

both the persons served and potent ia l  benef ic iar ies.  They respect  the ind iv idual ’s  

contr ibut ion by engaging them in  se l f  -assessment,  serv ice-user  feedback and 

evaluat ion and that  va lue personal  as wel l  as serv ice goals  tak ing in to  account  the 

phys ica l  and soc ia l  env i ronment o f  the person served.  A l l  processes are subject  to  

regular  rev iew. 

¥ Identifying Customer demands  
Organisat ions prov id ing soc ia l  serv ices operate processes that  are dr iven by the 

needs of  the persons served,  purchasers and potent ia l  benef ic iar ies.  Therefore 

ident i fy ing demands of  customers and potent ia l  customers is  cruc ia l  for  programme 

development and serv ice de l ivery .  The changes in  demands a lso require  an 

adequate response on these changes so the prov ided serv ices wi l l  meet  the fu ture 

demands of  the customers.   

 

Cr i ter ia for  EQUASS Assurance  

32.  The soc ia l  serv ice prov ider  se lects  programmes which are based on a 

needs assessment a t  the locat ion which is  most  convenient  for  the person 

served,  fami ly  and care takers 

 

 Ind ica tor  

63 The soc ia l  serv ice prov ider  has ident i f ied  the needs o f :  

a .  i ts  cur rent  persons  served recent ly  (<  3  years)  

b .  i ts  potent ia l  persons served recent ly  (<  3  years)  

64 The soc ia l  serv ice prov ider  o f fers  i ts  serv ices a t  the most  conven ient  

locat ion for  persons served,  fami l ies  and carer ’s .  

 

33.  The soc ia l  serv ice prov ider  o f fers  programmes consis tent  w i th  the 

ident i f ied needs of  i ts  customers and object ives for  the programme.  

 

 Ind ica tor  

65 The soc ia l  serv ice prov ider  has ident i f ied  the needs for  programs o f :   

a .  the  f inanc ing bod ies 
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b .  o ther  re levant  ex terna l  s takeho lders  

66 The soc ia l  serv ice prov ider  determines the success ra te(s)  o f  ex is t ing 

programmes:   

a .  in  reach ing the i r  ob jec t ives and  

b .  in  meet ing the needs o f  the persons served 

 

¥ Individual Planning  
Socia l  serv ices are des igned around the ident i f ied needs and desi res of  the 

persons receiv ing serv ices.  By analys ing the needs,  expectat ions and opportun i t ies 

the organisat ion can des ign i ts  serv ices to  be responsive to  the expectat ions and 

the needs of  the person served.  

Criter ia for  EQUASS Assurance  

34.  The soc ia l  serv ice prov ider  operates ind iv idual  processes that  are dr iven 

by the needs of  the persons served.  

 

 Ind ica tor  

67 The soc ia l  serv ice prov ider  de l ivers  serv ices based on the needs o f  the 

persons served.  

68 The soc ia l  serv ice prov ider  records the ident i f ied  needs and expecta t ions 

o f  the person served in  an Ind iv idua l  P lan.   

 

35.  The soc ia l  serv ice prov ider  documents the p lanning of  serv ices based on 

the ident i f icat ion of  ind iv idual  needs and expectat ions of  persons served in  

an Ind iv idual  P lan.  

 

 Ind ica tor  

69 The Ind iv idua l  P lan conta ins :  
a .  the  des i red s i tua t ion  o f  the  person be ing served 

b .  overa l l  goa ls  

c .  spec i f ic  measurab le  ob jec t ives  

d .  methods /  techn iques /  in tervent ions to  be used 

e .  s ta f f  invo lved and respons ib i l i t ies  for  implementat ion  

70 Each Ind iv idua l  P lan is  agreed by the person served or  h is /her  guard ian.  
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8. COMPREHENSIVENESS 

 
EQUASS Principle for Quality:  

Organisat ions prov id ing soc ia l  serv ices ensure that  the person served can access 

a cont inuum of  ho l is t ic  and communi ty  based serv ices,  which va lue the contr ibut ion 

of  a l l  persons served and potent ia l  par tners inc lud ing the loca l  communi ty ,  

employers and other  s takeholders and that  span f rom ear ly  in tervent ion to  support  

and fo l low up.  The serv ices should be de l ivered through a mul t i  -d isc ip l inary team 

approach or  mul t i  -agency par tnersh ip  wi th  o ther  serv ice prov iders and employers.  

 

¥ Delivery process  
Organisat ions prov id ing soc ia l  serv ices must  have processes for  serv ice de l ivery  

that  need to  be managed and improved.  Amongst  these processes there are some 

that  are cruc ia l  to  the success of  the organisat ion.  Processes that  are cr i t ica l  to  

the success of  the organisat ion of ten cut  across departmenta l  and funct ional  

boundar ies and require  par t icu lar  a t tent ion.  

Criter ia for  EQUASS Assurance  

36.  The soc ia l  serv ice prov ider  ident i f ies,  documents,  and mainta ins the key 

serv ice de l ivery  processes to  the persons served in  l ine wi th  i ts  v is ion,  

miss ion s ta tement and qual i ty  po l icy .  

 

 Ind ica tor  

71 The key serv ice de l ivery  processes o f  the soc ia l  serv ice prov ider  are  

a .  ident i f ied   

b .  documented 

c .  rev iewed on regu lar  bas is  

72 The key serv ice de l ivery  processes o f  the soc ia l  serv ice prov ider  are  

compl iant  w i th :  

a .  the  miss ion 

b .  the  qua l i ty  po l icy  o f  the  organ isat ion 

c .  the  spec i f ica t ions made by purchasers  and funders 
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37.  The soc ia l  serv ice prov ider  rev iews th is  de l ivery  process and mainta ins 

contro l  over  the de l ivery  o f  the serv ice.  

 

 Ind ica tor   

73 The soc ia l  serv ice prov ider :  

a .  moni tors  the per formance o f  the key serv ice  de l ivery  processes on 

regu lar  bas is  

b .  rev iews the per formance o f  the  key serv ice  de l ivery  processes on 

a  regu lar  bas is  

74 The soc ia l  serv ice prov ider :  

a .  car r ies  out  in terna l  aud i ts  on the de l ivery  o f  key serv ice  de l ivery  

processes 

b .  repor ts  on the outcomes o f  key serv ice  de l ivery  processes  

 

¥ Continuing service delivery 
A fundamenta l  responsib i l i ty  o f  organisat ions that  prov ide soc ia l  serv ices is  to  

assure a comprehensive programme structure wi th  the a im to  fac i l i ta te  a  wel l -

coord inated process for  the person served in  achiev ing the des i red goals .   

Criter ia for  EQUASS Assurance  

38.  The soc ia l  serv ice prov ider  ensures that  the person served can access a 

cont inuum of  serv ices that  span f rom ear ly  in tervent ion to  support  and 

respond to  changing requirements over  t ime.  

 

 Ind ica tor  

75 Eva luat ion on cont inu ing serv ice de l ivery  is  car r ied out  on annual  bas is .  

76 The soc ia l  serv ice prov ider  implements  measures for  assur ing a  

cont inuum of  serv ices.  

 

39.  The soc ia l  serv ice prov ider  develops a seamless cont inuum of  serv ices 

and reduces barr iers  in  a  mul t i -d isc ip l inary or  mul t i -agency set t ing.  

 

 Ind ica tor  

77 The organ isat ion ident i f ies  and repor ts  barr ie rs :  

a .  to  the  seamless cont inuum of  programmes on annual  bas is   

b .   on access  to  programs and serv ices on annual  bas is .  

78 The soc ia l  serv ice prov ider  operates serv ices character ised by a  

mul t id isc ip l inary  approach to  the persons served in  the i r  Ind iv idua l  P lan.  
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¥ Holistic approach 
Complementary  soc ia l  serv ices focus on hol is t ic  care (which has become known 

in ternat ional ly  as 'we l lness '  care)  concentrat ing on mainta in ing and improv ing 

person’s  per formance rather  than just  t reat ing one speci f ic  aspect  o f  the person.  

The hol is t ic  care descr ibes an approach in  which the phys ica l ,  menta l ,  and soc ia l  

factors  in  the person served are taken in to  account .  

The serv ice invo lves consider ing the ent i re  person as a complex system rather  

than focus ing on ly  on par t icu lar  par ts  o f  the person or  systems.  Person served wi l l  

v iew outcomes f rom a ho l is t ic  perspect ive,  cover ing -  for  instance -  housing,  

t ransport ,  employment,  income and benef i ts ,  and broader issues around 

d iscr iminat ion and equal i ty .  

Criter ia for  EQUASS Assurance  

40.  The soc ia l  serv ice prov ider  operates serv ices f rom a ho l is t ic  approach 

based on the needs and expectat ions of  the person served wi th  the a im of  

improv ing the qual i ty  o f  l i fe  for  the person served.   

 

 Ind ica tor  

79 The soc ia l  serv ice prov ider  ensures that  qua l i ty  o f  l i fe  is  spec i f ic  to  and 

def ined for  each person and/or  fami ly  rece iv ing serv ices.  

80 The e f fec t iveness o f  Qual i ty  o f  l i fe  in i t ia t ives are :  

a .  measured 

b .  repor ted 

 

41.  The soc ia l  serv ice prov ider  ident i f ies  the needed competences,  sk i l ls  and 

support  for  s ta f f  to  enhance the qual i ty  o f  l i fe  for  person served.  

 

 Ind ica tor  

81 The soc ia l  serv ice  prov ider  spec i f ies  the sk i l ls  and competenc ies  for  s ta f f  

to  enhance qua l i ty  o f  l i fe  o f  persons served. 

82 The soc ia l  serv ice prov ider  eva luates the sk i l ls  and the competenc ies for  

s ta f f  to  enhance qua l i ty  o f  l i fe  o f  persons served on annual  bas is .   

 

 



 
 
 
 
 
 
  
 

 

 

9. RESULT ORIENTATION  

 
EQUASS Principle for Quality  

Organisat ions prov id ing soc ia l  serv ices are a iming for  resu l ts ,  in  terms of  both how 

they are perce ived,  on achievements they have made and on the benef i ts  they are 

prov id ing to  the persons served,  the i r  fami ly  members,  carers ,  employers,  o ther  

s takeholders and the genera l  communi ty .  They a lso aspi re  to  the achievement o f  

best  va lue for  the i r  purchasers and funders.  Serv ice impacts  are measured,  

moni tored,  and are an important  e lement o f  cont inuous improvement,  t ransparency 

and accountabi l i ty  processes.  

¥ Measuring results  
Organisat ions prov id ing soc ia l  serv ices are a iming for  resu l ts ,  in  terms of  both 

percept ions and achievements,  on the benef i ts  o f  the persons served,  the i r  fami ly  

members,  carers,  employers,  o ther  s takeholders and the communi ty .  A successfu l  

soc ia l  process is  def ined as:  ‘Achiev ing the ob ject ives set  in  the Ind iv idual  P lan ’  

( IP) .  Resul ts  o f  the processes must  be measured in  re la t ion to  the def ined 

object ives s ta ted in  the Ind iv idual  P lan.  Val id  judgements on the outcome of  the 

qual i ty  o f  the soc ia l  serv ices should be based on an evaluat ion system based on 

facts  and object ive cr i ter ia .   

Criter ia for  EQUASS Assurance  

42.  The soc ia l  serv ice prov ider  ident i f ies i ts  bus iness resul ts  and prov ides 

formal  per iod ic  and independent  rev iew and procedures to  ach ieve the 

targeted resul ts .  

 

 Ind ica tor  

83 The soc ia l  serv ice prov ider :  

a .  measures i ts  per formance aga inst  bus iness ob ject ives annual ly  

b .  repor ts  i ts  per formance aga ins t  bus iness ob jec t ives annual ly 

84 An independent  ex terna l  body rev iews bus iness resu l ts  and per formance.  

 

43.  The soc ia l  serv ice prov ider  ident i f ies and reg is ters  the outcomes and 

benef i ts  for  person served of  the receive serv ices on ind iv idual  and co l lect ive 

bas is .  

 

 Ind ica tor  

85 The soc ia l  serv ice  prov ider  measures:  
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a .  the  ach ieved resu l ts  o f  the  ob jec t ives o f  each Ind iv idua l  P lan 

b .  benef i ts  fo r  persons served o f  each ind iv idua l  P lan  

86 The soc ia l  serv ice prov ider  measures:  

a .  the  ach ieved resu l ts  o f  the  rece ived serv ices on co l lec t ive  bas is 

b .  benef i ts  fo r  persons served o f  rece ived serv ices on co l lec t ive  

bas is  

 

¥ Evaluating results  
Val id  judgements on outcomes,  especia l ly  o f  the qual i ty  o f  the soc ia l  serv ices,  

should be based on facts  and object ive cr i ter ia .  For  th is  reason evaluat ion of  

resu l ts  ought  to  be carr ied out  on a regular  and systemat ic  bas is .  

Criter ia for  EQUASS Assurance  

44.  The soc ia l  serv ice prov ider  eva luates i ts  bus iness resul ts  in  order  to  
determine best  va lue for  purchasers and funders (Ôbest  va lueÕ can a lso be 
expressed in  re la t ion to  the increased qual i ty  o f  l i fe  o f fered to  the person 
being served) .  

 

 Ind ica tor  

87 The soc ia l  serv ice prov iders  eva luates added va lue o f  the bus iness 

resu l ts  fo r  i ts :  

a .  purchasers  

b .  funders  

88 The soc ia l  serv ice prov ider  eva luates added va lue o f  the serv ices for  

qua l i ty  o f  l i fe  o f  the persons served.  

 

45.  The soc ia l  serv ice prov ider  eva luates the ind iv idual  and co l lect ive 

sat is fact ion of  persons served and other  s takeholders by in terna l  and/or  

external  eva luat ion.  

 

 Ind ica tor  

89 The soc ia l  serv ice prov ider  measures the sat is fac t ion o f :  

a .  i ts  persons served 

b .  i ts  purchasers  

c .  i ts  fund ing bod ies 

90 The serv ice prov ider  assures appropr ia te  and ob ject ive  measurement  o f  

sa t is fac t ion o f  i ts  s takeho lders .  

 

¥ Reporting results 
When repor t ing resul ts  to  re levant  s takeholders,  the soc ia l  serv ice prov ider  must  

assure that  the resul ts  are correct ,  va l id  and re levant .  I t  is  a lso essent ia l  to  
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demonstrate the va lue and added va lue of  the serv ices to  a l l  s takeholders,  and 

therefore the records and outcomes must  be communicated extens ive ly .  

Criter ia for  EQUASS Assurance  

46.  The soc ia l  serv ice prov ider  prov ides access ib le  and eas i ly  

understandable records on outcome, inc lud ing personal  percept ion and 

achievements 

 

 Ind ica tor  

91 The repor t  on records and outcomes is  communicated to  s takeho lders  in  

unders tandable  form and language.  

92 The serv ice prov ider  records outcomes inc lude personal  percept ions and 

ach ievements .  

 

47.  The soc ia l  serv ice prov ider  act ive ly  d isseminates organisat ion 

per formance among i ts  s ta f f ,  person served and external  s takeholders.  

 

 Ind ica tor  

93 The soc ia l  serv ice  prov ider  repor ts  i ts  per formance to :  

a .  purchasers  

b .  fund ing bod ies  

c .  s ta f f   

d .   persons served  

94 The soc ia l  serv ice  prov ider  repor ts :  

a .  resu l ts  on an annual  bas is  

b .  personal  percept ions on an annual  bas is  

c .  ach ievements  on an annual  bas is .  

 

10. CONTINUOUS IMPROVEMENT 

 
EQUASS Principle for Quality:  
 

Organisat ions prov id ing soc ia l  serv ices are proact ive in  meet ing market  needs,  

us ing resources more ef fect ive ly ,  develop ing and improv ing serv ices and u t i l iz ing 

research and development to  ach ieve innovat ion.  They s t r ive for  e f fect ive 

communicat ions and market ing,  va lue ‘persons served’ ,  funders ’  and s takeholders ’  

feedback and operate systems of  cont inuous qual i ty  improvement.  

¥ Continuous Improvement Cycle 
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Prov id ing and assur ing qual i ty  in  soc ia l  serv ices prov is ion are considered to  be a 

cyc l ic  process of  rev iewing of  current  per formance and cont inuously  making the 

des i red changes.  In  th is  process of  cont inuous improvement o f  the soc ia l  serv ices 

new areas for  improvement wi l l  occur .  The systemat ic  approach in  cont inuous 

improvement is  a  key character is t ic  o f  the Qual i ty  Management System .  

 

Cr i ter ia for  EQUASS Assurance  

48.   The soc ia l  serv ice prov ider  has a s tandard procedure for  cont inuous 

improvement on the bas is  o f  an improvement cyc le .   

 

 Ind icator  

95 The organ isa t ion  imp lements  a  documented  qua l i ty  improvement  sys tem 

wh ich  is  charac ter ised  by  a  cyc l ic  manner  (PDCA)  mean ing :   

a .  p lanned ac t ions  reach ing  the  ob jec t ive  

b .  imp lement ing  the  ac t ions 

c .  measur ing  the  resu l ts  o f  the  ac t ions  

d .  imp lement ing  cor rec t ive  ac t ions 

96  The resu l ts  o f  qua l i ty  improvement  p ro jec ts  a re  documented .  

 

49 The soc ia l  serv ice prov ider  ident i f ies  per formance ind icators  for  

measur ing the resul ts  o f  the improvement act ions.  

 

 Ind icator  

97 The soc ia l  serv ice  prov ider  es tab l ishes  per fo rmance ind ica tors  fo r  measur ing  

the  resu l ts  o f  a l l  improvement  p ro jec ts .  

98  The soc ia l  serv ice  p rov ider  de f ines :  

a .  ob jec t ives  fo r  a l l  improvement  p ro jec ts  

b .  measures  the  resu l ts  fo r  a l l  improvement  p ro jec ts  

 

¥ Innovation  

Innovat ion should re f lect  the in t roduct ion of  new ideas,  goods,  serv ices,  and 

pract ices to  support  market  changes and serv ice development.  Innovat ion can be 

considered as a process of  conver t ing knowledge and ideas in to  bet ter  ways of  

do ing bus iness or  in to  new or  improved products  and serv ices that  are va lued by 

the communi ty .  An essent ia l  e lement  o f  innovat ion is  i ts  successfu l  

implementat ion.   Innovat ion is  most  o f ten v iewed at  serv ice or  process leve l ,  where 

product  innovat ion sat is f ies customers ’  needs and process innovat ion improves 

ef f ic iency and ef fect iveness.  
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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 of  s takeholders.  

 

 Ind icator  

99 The soc ia l  serv ice  p rov ider  can  demonst ra te  a t  leas t :  

-  two examples  o f  innovat ive  ways  o f  work ing  

-  two examples  o f  emerg ing  needs o f  s takeho lders  

100 The soc ia l  serv ice  p rov ider :  

a .  manages the  innovat ion  pro jec ts  

b .  mon i to rs  the  innovat ion  pro jec ts  

c .  records  the  resu l ts  o f  the  innovat ion  pro jec ts  

 

 
 

	  


