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ETORKIZUNA ERAIKIZ THINK TANK

Deliberation Group: The Futures of the Welfare &tat

Working Document No. 19

10 January 2023

Summary This paper, the eighth in the second cycle, isatest from the Etorkizuna Eraikiz Think Tank's
Deliberation Group on the Futures of the Welfarat&(2021-2023). This session addresses three main
issues: the outline of the guide to personalisatiaticators; the outline of the White Paper and its
monitoring; and finally, the outline of recommenridas for the evaluation. In the group dynamics, the
participants discussed the topics presented dtinmgession.

A. Outline of the Guide to Personalisation Indicato

The initial aim was to define, agree on and vaédaseries of strategic indicators that would niggessible to assess
the degree of personalisation of care, as welhascare and support offered by the social senficas the Social
Policies Department. This guide is based on elgviTiples:

Dignity

Rights

Self-determination, choice and control
Comprehensiveness, gender perspective and intensality
Participation

Non-conditionality

Quality of life

Social inclusion

Care in the community, in ordinary settings

Right to guidance and information

The document includes the following areas of orgaiidnal and life-related dimensions:

Possibility of choosing the type of centre, senac@rogramme each person wishes to access, afdye
or individual that will provide those services
Possibility of choosing the place —or, at least, tifpe of place— where each person will live

Possibility of choosing the activities that eachspa performs within the framework of the care pamgme,
and of establishing the goals of his/her intenamprocess

Possibility of adapting the objectives and conterithe intervention to the real interests and esalof the
service user

Possibility of choice with regard to the many asped daily life that are subject to regulationpesially in
the context of residential services: timetableacgs$ they can be, company they keep, way of dggssieals,
etc.

Possibility of having close and stable professiaefdrence points, and sufficient staff capablefédring
the social, health, support or socio-educationaiirention services that each person wants

)
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Possibility of participating in preparation of thlividual care plan drawn up for each person, ainttheir
opinion on the plan being considered as decisive

Possibility of choosing the personal relationstdpsh person wants to have, to the same exteneagoae
else

Possibility of participating in ordinary, non-segated and community activities, to the same exént
everyone else

Possibility that the primary support network of ttere service user is in turn properly accompaaied
supported throughout the process of care proviaimwhsupport

B) The White Paper outline and its monitoring

The White Paper tracking matrix and monitoring intes fifteen factors that impact the system. Eaghitor has been
developed for the purposes of assessment by thek Tirank group. The indicators, on the other hangasure the
degree of performance, execution, innovation, gemece and impact. The monitoring matrix includethtibe White
Paper recommendations, and the way in which eacmmamendation is reflected in social policies arelWhite Paper.

It has been proposed to create a small unit to worthe process of policy transformation.

C) The outline of recommendations to the evaluagigency
The proposed outline of recommendations for théueti@mn agency includes the following aspects:

The regulatory framework and planning tools

Guiding principles

Towards a comprehensive model of evaluation antitguaanagement for Social Services in Gipuzkoa
The bases for defining an agenda for the evaluatimh management of the quality of social services i
Gipuzkoa

The guiding principles, secondly, are as follows:

Public responsibility

Comprehensiveness and internal structuring

Three levels of evaluation and quality management
Public-Private partnership

Consensus and participation

Personalisation and quality of life

Evidence-based practice

Focus on improvement and results

Transparency and accountability

The four main reasons for creating an agency are:

Targeting and specialisation
Independence and autonomy
Visibility

Integration

They have agreed that the most legally suitabléoppinay be to create a consortium attached to tiogirftial
Government.

The aims of the agency will be:

To develop an articulated and stable frameworlef@uating the quality of care in the centres ardises
operating under Social Services

To develop standardisation, certification, reseateining and continuous improvement activities

To promote experimentation and integrated innowatio

To encourage monitoring of social transition p@ci

To ensure transparency and accountability

The formal structure of the evaluation agency idekigoverning bodies, management and administratdies, and
advisory and consulting bodies. Finally, the agénayeas of activity will be:
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Area of evaluation of quality of care and supportdontinuous improvement
Area of research, statistics and quality indicators

Area of evaluation of public programmes and poticie

Area of communication, documentation and dissenanat

Training area
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INDICATORS OF PERSONALISATION OF CARE
AND ATTENTION IN SOCIAL SERVICES

INTERIM RESULTS
January 2023
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AIMS OF THE PROJECT

Define, agree on and validate strategic indicators to estimate the degree of personalisation of the attention, care

and support being offered by the social services of the Department of Social Policies.

Specific objectives are:

* To identify indicators that will enable degrees of personalisation to be established for the attention, care and
support offered by the social services of Gipuzkoa.

* To establish criteria for selecting the strategic indicators that best estimate the degree of personalisation of
attention, care and support in social services

* Design and apply a methodology for testing and validating strategic indicators and incorporating users into the
validation process.

* To define a proposal for including strategy indicators for personalisation in the Department of Social Policy's
Transitions Monitor.

* To offer a strategy for disseminating the results obtained.

The outcome of the project will be a short list of indicators (around 15), that have been agreed upon and tested
amongst a sample group of services. No conclusions will be drawn at the end of the project on the level of

personalisation of any service taking part in the sample. The aim of the testing and piloting process is only to validate
and adjust the indicators, not to obtain an preliminary picture of the results in the services in which the pilot process
is applied.

w

PO=

WORK PLAN: 4 Phases February — April 2023

‘ 4. TRANSFER

* Disseminating the results,
incorporating the

3¢TEST indicators into the

« Test the indicators by Department's scorecards

‘ applying the data and giving l;he other

March-September 2022 2. DISCUSS collection tools to a services guidance on how

diverse sample of to adopt them.

services. The aim is to

December 2022 — February

September-December 2022

* Discuss different possible
indicators for inclusion in the

1. OPERATIONALISE list of indicators, and design review the suitability of
« Operationalise the of the tools used to obtain the ;?d'c.at‘;fs l'” pract!;?,
theoretical and conceptual the data to which each one ‘é‘{?fr '”gt'”t La :glllde wi
construct on 'personalisation refers. And determine the Herent;stakenoiders:

of care' (guide) in a set of type of piloting and sample.

indicators. And evaluate the
possible pilot framework
(sample according to
contingency or type of
service, etc.).
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APPROACH: co-design process from different perspectives

Operationalise and test
the initial set of indicators
and their tools + define
the pilot framework +
adjust the initial set of
indicators and tools based
on the results of the
testing.

Test the indicators/tools+
interpret the results of testing
to ensure that the data
provide meaningful value in
the measurement.
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STEPS TAKEN

5 of 8 planned work

sessions (3 face-to-face ~+«———

and 2 on-line).

1 of 2 planned working
sessions (1 on-line) with
20 participants.

Applying 2 systems of
questionnaire and
registration forms.

EXPERTS

(Think Tank
personalisation group +
steering group)

HEADS OF SERVICES

(service headquarters,
PGG Social Policies
Dept. + service
managers from pilot
organisations)

EXPERTS
(Think Tank

personalisation group +

steering group)

HEADS OF SERVICES

(service headquarters,
PGG Social Policies

Dept. + service
managers from pilot
organisations)

USERS/FAMILIES-
PRIMARY SUPPORT
NETWORK

(groups of users of
services provided by
organisations in pilot

scheme)

KEY STAFF

(professionals in
piloting organisation
services + professionals
in PGG)

USERS/FAMILIES-
PRIMARY SUPPORT
NETWORK

(groups of users of
services provided by
organisations in pilot

scheme)

KEY STAFF
(professionals in piloting

organisation services +
professionals in PGG)

Test the
indicators/tools to
ensure that they
include aspects
that are of interest
and relevance from
their perspective
and that they are
sufficiently
understandable.

I

7 different organisations and
services in pilot scheme:
Zabalduz; Hurkoa Fundazioa;
Elkartu; Fundacion
Goyeneche; Gureak; Matia
Fundazioa; Emaus

Applying 3 systems of
questionnaire and
registration forms:

Xusers

X families-primary support
network

X key staff
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DESIGN OF THE SYSTEM OF INDICATORS

* The starting point: Guide for Personalisation of Social Services

When we talk about PERSONALISATION we are referring to ways
of doing and acting that centre on people ('people first') and
recognise their strengths and preferences. We are talking about
adapting the support offered to each person's particular
situation and also about encouraging people to choose between
different support alternatives. We are talking about ensuring that
the information reaches everyone and about adopting formulas
to enable them to participate actively. We are talking about an
emotionally intelligent and creative way of working and paying
special attention to early intervention, rehabilitation and
prevention. We are talking about supporting caregivers and
ensuring that everyone has access to community resources. And
we are also talking about ensuring that they have control over
their personal data.

ETORKIZUNA
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DESIGN OF THE SYSTEM OF INDICATORS

* The starting point: Guide for Personalisation of Social Services

Dignity Rights
(5 indicators) (7 indicators)
Gender perspective
= and Participation

The principles Intersectionality

(1 indicator)

(7 indicators)

Self-determination,
choice and control

(7 indicators)

Non-conditionality

(3 indicators)

Comprehensiveness
(4 indicators)

Quality of life
(quality life)
(6 indicators)

Care in (and by) the
Social inclusion i

(2 indicators)

ordinary settings (2
indicators)

Right to guidance
and information
(3 indicators)

GIPUIKOA
ETORKIZUMA
ORAIN
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DESIGN OF THE SYSTEM OF INDICATORS

* The starting point: Guide for Personalisation of Social Services

Identification of the catalogue of services and forms of access to resources: the importance of free choice (7 indicators)

The role of staff (7 indicators)

The organisational dynamics of service providers (5 indicators)

The physical, architectural and environmental design of the centres and the importance of de institutionalisation (4 indicators)
Organisationa

| dimensions  _ The regulations governing life in the centres and services (3 indicators)

Planning, individual intervention and everyday activities (10 indicators)

User involvement in collective decision-making (5 indicators)

Community resources and community inclusion (4 indicators)

Communication tools, access to information and transparency of organisations (2 indicators)

ETORKIZUNA
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DESIGN OF THE SYSTEM OF INDICATORS

« The starting point: Guide for Personalisation of Social Services

Life history or biography (7 indicators)

Intimate and private space (3 indicators)

The context and the significant support network (10 indicators)

) Y'tal - Preferences, desires, goals and life habits: life project (13 indicators)
dimensions

Culture, values and beliefs (5 indicators)

Personal resources, capabilities and aspects to be strengthened (6 indicators)

Personal satisfaction (3 indicators)
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DESIGN OF THE SYSTEM OF INDICATORS

* The starting point: Guide for Personalisation of Social Services

Possibility of choosing the type of centre, service or programme each person wishes to access, and the body or individual that will provide those services (3
indicators).

Possibility of choosing the place —or, at least, the type of place— where each person will live (6 indicators).

Possibility of choosing the activities that each person performs within the k of the care pi and of ishing the goals of his/her
intervention process (6 indicators).

Possibility of adapting the objectives and contents of the intervention to the real interests and values of the service user (5 indicators).

Organ isational Possibility of choice with regard to the many aspects of daily life that are subject to regulation, especially in the context of residential services: timetables,
and life _| places they can be, company they keep, way of dressing, meals, etc. (7 indicators)
dimensions Possibility of having close and stable reference staff, and sufficient staff capable of offering the social, health, support or socio-educational intervention

services that each person requires (8 indicators)

Possibility of participating in preparation of the individual care plan drawn up for each person, and of their opinion on the plan being considered as decisive
(1 indicator).

Possibility of choosing the personal relationships each person wishes to have, to the same extent as everyone else (4 indicators).

Possibility of icipating in ordinary, greg and c ity activities, to the same extent as everyone else (4 indicators).

Possibility that the primary support network of the care service user is in turn properly acc ied and supported g the process of care provision
and support (4 indicators).

11
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DESIGN OF THE SYSTEM OF INDICATORS

« Other starting assumptions:

What is an indicator? A tool that defines the data to be collected in order to show indications or signals of a situation or activity or
outcome, to measure progress or change over time.

What distinguishes a good indicator? It is necessary to identify aspects that are considered a priority to ensure the personalisation
of care for users, the critical aspects that need to be monitored. However, there may be different priorities depending on the
stakeholders, goals of measurement...

Quantitative or qualitative indicators? Quantitative indicators measure how far we have come. They describe the quantity or size
of what has been achieved (numbers, percentages, etc.). Qualitative indicators measure personal and subjective perceptions and
experiences. They are based on assessments and describe the 'quality' of what has been achieved. However, we can also guantify
them by observing the frequency of certain categories (a lot, a little, adequate, high, low, etc.). By quantifying them, we facilitate
systematisation and comparability.

Who should the informants be? Especially when subjective data is used to measure an aspect, it is helpful to triangulate the
information and have more than one view (users, families, reference staff, heads of the services from provider organisations,
officers from the Provincial Council of Gipuzkoa, etc.).
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THE INITIAL SYSTEM OF INDICATORS

« The first point to be reached: a provisional system with 5 dimensions and 47 indicators (based on different

foci)

8 indicators

0 T
SO
o]
0 T
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6 indicators 15 indicators

[T oo |
[T soviververomes |

T oo |
T oo ]
T eoioe |
T commricoion |

. Flexil in regulations

. Participation

a
[ | aualiyyof ife evaluation

. Bioethics approach

14 indicators 4 indicators

. Methodology

. Tastes and preferences

[ ] [

[ | Self-determination

g

g

. Degree of participationand choice

a

network

]

[ | Diversity of agents

. Universal Accessibility 13
3

[ | interpersonal refations

[ | communityintegration

[ ] Community support

[
network

THE INITIAL SYSTEM OF INDICATORS

« The first point to be reached: each indicator is associated with a dimension, a focus, an informant, a level
and a principle. For example:

DIMENSION FOCUS

PROVISION OF SERVICES AND diversity
NEFITS

INDICATORS

INFORMANT LEVEL PRINCIPLE

Users MACRO

Percentage of users who rate positively the variety of services,

Salf-determination, choice

and/or benefits offered in response to their situation, in the intervention itinerary. andicorerol
AVAILABLE RESOURCES stability of personnel  «  Percentage of users who have had a change in their reference professional in the service over the last year. Service/organisation  MESO Rights.
hea
AVAILABLE RESOURCES  professional training  « f users who express in the staff because they are trai d Users MESO Rights
DESIGN AND PERFORMANCE  spaces for privacy + Percentage of residential services that have single rooms for at least 75% of users Service/organisation  MESO Dignity
OF SERVICES heads
DESIGN AND E attention . f d regarding the operation of the d to within 20 MESO ip:
OF SERVICES and suggestions days heads
DESIGN AND £ 4 f users who considerthat their taken int in matters the service Users MESO Participation
OF SERVICES
DESIGN AND 3 . f services that promote and dynamise spaces for user participation in relation to aspects of the MESO ip:
RESERMES daily life of the service et
CAREPLAN tastes and preferences  »  Percentage of users who consider that their and takenint alarge or Users MICRO Participation
reasonable extent when the activities offered to them are being organised.
CAREPLAN degree of participation «  Percentage of users who have participated in preparing their Individualised Care Plan and have had at least 3key staff from PG or  MICRO Selfdetermination, choice
Apdclee meetings during the processin order to establish targets, chooseactivities, etc. sevice Andicontrol
COMMUNITY RELATIONS  Community integration «  Percentage of users who consider that they receive a lot or quite a lot of support to participate in their local Users MICRO Carein (and by) the
AND INCLUSION community, in ordinary

community in the way they want to

settings
14
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TOOLS ASSOCIATED WITH THE SYSTEM OF INDICATORS

* The first point to be reached: the data for the indicators are drawn from 5 different questionnaires.

1. Questionnaire to users (16 indicators).

2. Questionnaire to families or people from the primary support network
(2 indicators).

Questionnaire to key staff from providers and/or PG (7 indicators).
Questionnaire to service heads from providers (17 indicators).

5. Questionnaire to heads of PG services (5 indicators).

W

TOOLS ASSOCIATED WITH THE SYSTEM OF INDICATORS

.

The first point to be reached: the questionnaire items can be used to feed the indicators.

USER QUESTIONNAIRE:

| was offered different service or benefit options that met my needs: User
+ None/Never questionnaires can
+ Alittle/On occasions be adapted to
* Quite a lot/Habitually their individual
+ Alot/Always .
profile
| trust the staff because they are trained and know how to do their job well:
+ None/Never
+ Alittle/On occasions
+ Quite a lot/Habitually
+ Alot/Always

QUESTIONNAIRE FOR SERVICE HEADS:

The service has formalised channels of information and communication with users and their families or people from the primary network:
No thought has been given to this

« Itis being considered

+ Planning for this is underway

Being put into operation

In operation
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PILOTING OF THE SYSTEM OF INDICATORS

« Piloting: What for and how?

A pilot scheme focusing on TESTING TOOLS associated with the Aldiverse sample groupiofi bodles patticipate,
o . . . ) ) which  deal with different contingencies

system of indicators, enabling sufficient qualitative information (Dependency Care; Care for mental disability and
to be obtained to make adjustments to the draft of the initial illness; Bromotlanioffsociallinalision; fand (Child
) and adolescent protection) and have different

SyStem d65|gned by the group of experts: types of services (Housing and residential
: ; . S services; Day care services; and Community

Do all the figures contribute significant value? Intervention Services).

Are all the key issues of interest to the different groups

covered? Each body will involve service managers,
: reference professionals, users and families or

Are the items and response categories understandable Peapiefomitueipaary netvoidinkiofesting
R process, although in each case, the body may

and unamblguous? decide the exact number of people involved.

Priority is given to a qualitative sample (good
informants) a quantitative one (a classical
validation process is rejected).

ETORKIZUNA
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PILOTING OF THE SYSTEM OF INDICATORS

GROUP OF SERVICE HEADS (different organisations)

4 N

A preliminary session was held with this group
at the beginning of the process, at which the
indicator system and the different associated tools
were presented. In addition, they have been asked
for support in adapting the tools (language, etc.) to
different contexts (contingency, service type, etc.).
Instructions have also been provided for these
individuals to organise testing in their services.

After testing, the group will meet at a second
session to share the results of the testing process
(what worked better or worse, which data are more
significant and which add no value, etc.) and to

They have to test the registration tool for assess the adjustments that need to be made to the
heads/officers(they check that they have the data system of indicators. The steering group will also be
and collect them) and they also have to test the invited to participate in this session.

consulting tools for users, families and reference
staff by creating groups (they can create as many
groups as they see fit to use the questionnaires and
check that they are understandable and do not
leave out important aspects and collect data).

. /
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Closure of Personalisation — “ e -
cude (March Collection of applicable data
— from 3 types of
questionnaires and

1 of 2 planned working HEADS OF SERVICES registration forms (deadline
sessions (1 on-line) to analyse (service headquarters KEY STAFF 31 January):
the test (workshop 7 PGG Social Policies (professionals in piloting
February, 10am—-1pm). < Dept. + service organisation services + X users
managers from pilot professionals in PGG) o )

. . organisations) X families-primary support
Collection of applicable data network
from 2 types of X key staff

questionnaires and
registration forms. A .



Contents of the report
___________________________________________________________________________________|

Main lessons drawn from the analysis process and study visits

Proposal for the creation of a comprehensive model of evaluation and quality
management for social services in Gipuzkoa

Regulatory framework and planning tools
Guiding Principles

Towards a comprehensive model of evaluation and quality management for
Social Services in Gipuzkoa

Bases for defining an agenda for evaluation and management of the quality of
social services in Gipuzkoa

Bases for defining an for evaluation and management of the quality of social
services in Gipuzkoa.



Why an agency?

We retain the idea of creating an (strategy or roadmap) that includes hard and soft functions,
and an agency (structure) that takes on only soft functions

Four reasons for the creation of an independent agency or structure:
Focus and specialisation
Independence and autonomy
Visibility

Integration

Legal format and promoters

It is initially proposed that four types of bodies should take part in the management and
governance of the agency, namely:

the Provincial Government of Gipuzkoa 's Department of Social Policies
Municipal authorities  of Gipuzkoa

Non-profit entities providing social services

Universities and bodies specialising in the management of knowledge applied to

social services

Consideration is also being given to the possible participation of the Basque Government 's
Department of Equality, Justice and Social Policies as well as the commercial service
providers , although it may be more problematic to include them



Legal format and promoters

Different options are proposed for the legal form the entity should take
Autonomous organisation  (Kabia, Uliazpi, etc.)
Trust/Foundation , which could be in the public sector (Adinberri) or not (Euskalit)
Association (Innobasque)

Consortium (Gipuzkoa Water Consortium, Gipuzkoa Waste Consortium, Gipuzkoa
Territorial Transport Authority, Badalab, BRTA, Ivalta)

Joint-stock company  (Film Festival, Tabakalera).

Legal format and promoters

Of all the options, the most appropriate seems to be the creation of a Consortium attached
to the PGG , given that:

Whilst still remaining part of the public administration , it is run independently, allowing
the Provincial Government and town and city councils to be included in this area

Depending on requirements, it could be opened to other provincial governments , the
Basque Government or other town and city councils

The Consortium is open to private non-profit entities  and, with certain limitations, to
commercial entities

The authorities may place the Consortium in charge  of performing tasks that fall
within the government's area of competence

Fewer problems for self-contracting than in foundations

Limitations related to staff profiles and assignment



Governance and structure
L]

Organs of government :

Governance Committee, with proportional participation of all the entities
involved (autonomously or in association)

Presidency and vice-presidency
Management and governing bodies
Management committee
Directorate-General
Advisory and consultancy  bodies
Technical advisory committee

Advisory committee of international experts

Purpose, goals, functions and areas of action
___________________________________________________________________________|]

The aim of the Agency is 'to establish a solid technical, scientific and institutional
framework to develop a new model of evaluation and quality management in the field of
social services in Gipuzkoa, fostering personalisation of care and transparency of the
system'. To this end, the purposes of the agency are as follows:

To develop an articulated and stable framework for evaluating car e quality in the centres and
services of the Social Services in Gipuzkoa, based on an agreed definition of common quality
standards.

To perform activities to further standardization, certificatio n, research, training and
continuous improvement  of organisations and professionals involved in the field of social
services in Gipuzkoa.

To promote experimentation and integrated innovation.

To promote the monitoring of transitional social policies and develop an articulated and stable
framework for evaluating programmes and public policies in the field of social services.

To promote transparency and accountability  of the system as a whole.



Areas of action and organisational structure (1)
|

Area of evaluation of quality of care and support for conti nuous improvement ;

Common quality standards , with general criteria for the entire system and specific
criteria for groups and centres, as a basis for evaluation

Support for self-assessment
Supervision of continuous improvement plans

Evaluation of services and centres , through a network of external evaluators
linked to the entities that are part of the agency. The evaluation could be linked to
agreements or contracting
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Analysis and channelling of complaints, claims and suggestions

Preparation of monographic manuals, guides and guidelines

Areas of action and organisational structure (lI)
. ____________________________________________________________________________________|
Area of research, statistics and quality indicators
Development of own research programme
Development of a system of open comparisons oriented towards municipalities
Development of a system of open comparisons oriented to service centres
Development of a common model of personalisation in dicators
Application in the centres of scales or tools for measuring quality of life

Development of a survey on satisfaction and impact of services on qu ality of life of
users and their caregivers

Management of social observatory of Gipuzkoa



Areas of action and organisational structure (l11)
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Area of evaluation of public programmes and policies
Publication of reports of evaluation of services , benefits, programmes and public policies
Publication of local or regional situation reports
Advice to organisations on evaluation
Management of the transitions monitor

Drafting of recommendations

Areas of action and organisational structure (1V)
______________________________________________________________________________________|

Area of communication, documentation and dissemination

Development of a document portal

Drafting of systematic reviews of the literature

Development of periodicals and support materials

Drafting of annual reports
Training area

Postgraduate course on evaluation in social services

Digital learning platform

Basic training course

Programme of monographic courses
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