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1. Sissejuhatus.

Eakate Avahoolduskeskuse (edaspidi EAK) tegevusaruanne on koostatud, hinnates
asutuse kvaliteedi edendamise ja juhtimise 2015. aasta tegevuskava tulemusi, Euroopa
Sotsiaalteenuste Kvaliteedi Raamistiku pohimotetele tuginedes.

Eakate Avahoolduskeskuse missiooniks on aidata Parnu linnas vihenenud toimetule-
kuvoimega eakal vGi ajutiselt korvalist abi vajaval tdiskasvanud inimesel voimalikult
paremini iseseisvalt talle harjumusparases keskkonnas — kodus - toime tulla, luua iga-
kiilgsed voimalused aktiivseks eluks ja tegusaks vananemiseks.

e Kvaliteetsete teenuste osutamine ja arendamine.

e Asutuse kvaliteetne juhtimine.

e Sihtgruppide aktiveerimine ja uute projektide algatamine.

e Pievakeskuse tegevuse arendamine koostoos seal tegutsevate organisatsiooni-
de, huviringide ja huviklubidega.

Asutuses tootas seisuga 31.12.2015 29 inimest, 28 koormusega 1,0 ja 1 inimene koor-

musega 0,5
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2015. aastal vahetus 1 hooldust6otaja ja pesupesemise teenuse korraldaja.



2. Eelarve taitmine

Kulud 2015

2015. aastal oli EAK eelarve 311 360,00 eurot.
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3. Eesmarkide taitmine.

Soovitav tulemus: Teenused on kiittesaadavad ja joustavad koigile kliendi-
gruppidele.
Joustamise eesmargid koduhooldusteenuse osutamisel on:

e luua tingimused koostool pohinevaks protsessiks, kus klient ja tema lahedased (kui
need on olemas) ning hooldustootaja tegutsevad tiheskoos partneritena;

e mairgata ja tunnustada inimeste piiiidlusi, voimalusi, andeid, voimeid, kompetentsi
ning anda inimestele voimalus proovida korraldada ise oma elu, lahtudes
pohimotetest - ,me ei tee inimese eest dra midagi, milleks ta ise voimeline on“ ja
,iga inimene on ise oma elu asjatundja“.

e kaasata klienti koiki teda puudutavate otsuste tegemisse sh tootades piiratud teo-
vOoimega inimestega, kui sotsiaaltootajal, perelilkmel voi vorgustikuliikmel tuleb
olla vastutav isik.

Meede 1 Koduhooldusteenused Parnu linna elanikele.
Koduhooldusteenuse eesmargiks on isiku abistamine ja joustamine kodu ning isikliku
eluga seotud igapaevaeluks vajalike toimingute sooritamisel ja asjaajamisel ning elu-
kvaliteedi sailitamisele ja parandamisele kaasa aitamine harjumusparases keskkonnas
ja valjaspool kodu.

Loome tingimused oma klientidele olla ise oma elu peremehed ning votta vastu ise oma
elu puudutavaid otsuseid st. elada jatkuvalt omas kodus, teha joukohaseid kodu-
toid ning saada abi ja ndu nendes toimingutes, milles seda vajatakse.

Lisavaartusena iihiskonnale pakuvad koduhooldusteenused voimaluse lihedastele
ja perekonnaliikmetele jitkata oma tavapairast elu, muretsemata oma eaka voi
abi vajava lahedase parast st hooldustootaja kiilastab klienti tulenevalt hooldusvajadu-
se hindamisest alates 1x nddalas kuni 1-2x paevas.

Kliendid seisuga 31.12.15
16;9% 53 3%

= 1-2X paevas

1-3X niadalas

158; 88%

ei soovi hooldajat, ega
kasuta teenust, kuid
lepingut l6petada ei
soovi




Koduhooldusteenused jagunevad: kodu- ja isikuabiteenused ning toetavad teenused
(pesupesemise teenus, transporditeenus, saunateenus).

1. Koduhooldusteenuste (kodu- ja isikuhooldus) osutamine.

2015. aasta jooksul osutati kokku koduhooldusteenuseid 237 inimesele. Solmiti 45 uut
lepingut ning l6petati leping 58 kliendiga.
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Lepingud lopetati 2015. aastal erinevatel pohjustel:

20 18
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o
vajab asus elama  elukorraldus kliendi surma asuselama
Oopaevaringset  sugulaste tagab vajadusel tottu hooldekodusse
hooldust juurde abi, ei vaja
korvalist abi
valjastpoolt

Kulud iihe teenuse kasutaja kohta on ligikaudu 708,00 eurot.

Osaliselt katavad teenuse kulud ka kliendid ise s.t. koduteenus on tasuline nendele
inimestele, kellel on olemas perekonnaseadusest tulenevalt hoolduskohustusega
isikud. Moned teenused — transporditeenus, pesu pesemine, saunateenus — on
tasulised koikidele koduklientidele.

10764; 6%

= Teenuse kasutaja panus = Kohaliku omavalitsuse panus



Meede 2: Teenused Parnu linna erivajadustega elanikele.

Eakate Avahoolduskeskus osutab invatransporditeenust Parnu linna erivajadustega
inimestele alates 2014. aastast. Teenuse kasutamise 6igus on Parnu linna elanikul,
kellele on Sotsiaalkindlustusameti poolt maaratud raske voi siigav nagemis-, liilkumis-
, vaimupuue ja/voi muud liiki puue ning kes kasutab lilkumisabivahendit voi korvalist
abi liikumisel ja transpordivahendi kasutamisel.

Seisuga 31.12.2015 oli invatransporditeenuse kasutamise 6igus 473 Parnu elanikul.
Teenust kasutas 2015. aasta jooksul ja sai sellest suuremal voi vihemal kasu 210 Parnu
linna elanikku.
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Tulenevalt invatransporditeenuse osutamise korrast tagatakse teenuse osutamisega
soiduki voi kohandatud vaikebussi kasutamine toole voi kooli joudmiseks ning teiste
avalike teenuste kasutamiseks ja igapaevaeluks vajalike toimingute teostamiseks.
Teenuse osutamisega tagatakse inimestele oluline elukvaliteedi tous voi olemasoleva
sdilimine.

Invatranspordi teenus oli tasuline koikidele selle kasutajatele, hinnaga 0,20 eurot km,
millele lisandus sisseistumise tasu 0,50 eurot ja vajadusel trepironija kasutamise tasu
0,15 eurot korrus.



91703 12%

Invatranspordi teenuse finant-
seerimine 2015.4.

= Teenuse kasutaja oma panus = Kohaliku omavalitsuse panus

Meede 3: Paevakeskuse teenused eakatele ja puuetega inimes-

tele.

Eakate Avahoolduskeskuse eesmargiks on voimaluste kindlustamine Metsa 10 kesku-
ses piisivaks ja sisukas tegutsemiseks eakate organisatsioonidele ja huviringidele ning
sihtgruppide huvidele vastavate siindmuste korraldamine iseseisvalt voi koost60s eri-
nevate asutuste ning organisatsioonidega.

2015. aasta 31. detsembri seisuga tegutses Metsa 10 keskuse ruumides:

e 3 katusorganisatsiooni, kelle tegevus on suunatud eakatele: Parnu Pensionaride
Liit, Eakate Uhing Elulust ja Parnu Klubi Tervisesport;
e 44 erinevat huvi- ja harrastusgruppi.

42 huvigrupile oli tegutsemine Metsa 10 ruumides tasuta, 2 gruppi maksid ruumide
kasutamise eest renti.

18 EAK ruumides tegutsevad 16

16 huvi- ja harrastusgrupid

" 14 katusorganisatsioonide arves-

tuses.
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EAK ruumides toimunud siindmused voib jaotada kaheks — avalikkusele suunatud ja
huvi- voi harrastusgrupi voi organisatsiooni liikmetele korraldatud stindmused,
koolitused jms.

Kokku toimus 2015. aastal Metsa 10 keskuses 131 erinevat kultuurisiindmust, koosvii-
bimist, seminari, kohtumist, koosolekut jms.

Stindmuste peamised korraldajad olid keskuse ruumides alaliselt tegutsevad iithendu-
sed, EAK koost00s erinevate asutuste ja seltsidega, teised Parnus tegutsevad seltsid ja
muud asutused ning eraisikud.

» Avalikkusele suunatud

stindmused, koolitused,
teabepdevad jms

» Litkmetele korraldatud

siindmused, koolitused,
teabepdevad jms

Eraisikute tahtpaevad

= Muud

11



Toimunud siindmused sisust ldhtudes.

Muu; 5
Koosolek; 6 |
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Meelelahutus
(koosviibimine,
klubiohtu, tants
jms); 52
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Tervisekontroll
ja noustamine;
13
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vestlus; 6

Kontsert; 14

Meede 4: Aktiivne ja avatud infovahetus, koostoo klientidega,

erinevate partnerite ning rahastajatega.

Soovitud tulemus: Kliendid, koostoopartnerid ja rahastajad omavad infor-
matsiooni asutuse tegevuse kohta ja on kaasatud teenuste ning asutuse
arendamisse.

1. Klientide voi nende esindajate kaasamine neid puudutavate otsuste
vastuvotmisesse ja teenuse osutamise peamistesse protsessidesse.

Klientide kaasamist tagavad meetmed ning tegevused on kirjeldatud asutuse
,Kvaliteedi kdsiraamatus®.

Kliendi kaasamiseks rakendatud meetmed:

e Klient (v0i tema esindaja) annab oma nousoleku talle osutatavate teenuste
suhtes, allkirjastades teenuse vajaduse hindamise akti, teenuse osutamise
lepingu ja teenuste nimekirja ehk hoolduse plaani;

e Klient voi tema esindaja allkirjastab igakuise osutatud teenuste aruande;

e _Kliendimapi“ (teenuse osutamise kord, kinnitatud hinnakiri, Eetikakoodeks,
Ettepanekute ja kaebuste lahendamise kord, Privaatsuspoliitika, Kliendi
oigused ja kohustused) sisse seadmine ja igale uuele kliendile selle andmine
ning sisu tutvustamine kliendiga lepingu s6lmimisel;

e Kliendi tagasiside kiisitluse korraldamine 1 kord aastas ja selle tulemuste
avalikustamine rahastajatele, klientidele ja asutuse personalile;

o Ettepanekute ja kaebuste lahendamise korra rakendamine, Kklientide
ettepanekute ja kaebuste registreerimine, 1abi vaatamine ja parendustegevuste
algatamine nendest tulenevalt.

12



2. Rahastajate ja koostoopartnerite kaasamine asutuse ja teenuste
arendamise planeerimisse ja planeeritu elluviimisesse.

EAK annab tulenevalt asutuse pohimaarusest igal aastal aru Parnu linnavalitsusele
asutuse sisulisest tegevusest. Asutuse eelarve taitmist jalgib igakuiselt Parnu linnava-
litsuse raamatupidamise teenistus.

EAK korgeim organ on asutuse hoolekogu, kuhu kuuluvad Kklientide, rahastajate,
koostoopartnerite ja tootajate esindajad.

2015. aastal toimus 2 hoolekogu koosolekut Metsa 10 keskuses ning e-koosolekud
asutuse aastaaruande, tegevuskava ja Kvaliteedi kdsiraamatu kinnitamiseks.

2015. aasta 16pus toimunud hoolekogu koosolekul kiideti heaks EAK teenuste uue hin-
nakirja taotlus ja teenuse osutamise korra muudatuste taotlus.

Meede 5: Info avaldamine asutuste tegevuste kohta erinevates

infokanalites on labimoeldud ja toimiv.

Soovitud tulemus: EAK tegevus on avalikkusele nahtav.

1. Kogu asutuse dokumentatsioon on olemas ja avalikkusele kattesaadav asutuse do-
kumendiregistris www.avahooolduskeskus.ee/dokumendiregister

2. Metsa 10 keskuses toimuvate siindmuste kalender on viljas asutuse kodulehekiiljel
www.avahoolduskeskus.ee/sundmused Jatkuvalt on siindmuste kalender viljas
asutuse teadete stendil. Olulisemad stindmused avalikustatakse Parnu linna kul-
tuuriveebis http://kultuur.parnu.ee

3. Asutuse kodulehekiiljel on voéimalik lugeda meie tegevuse kohta avaldatud
ajaleheartikleid: www.avahoolduskeskus.ee/meist-kirjutatakse

EAK analiiiisib regulaarselt oma asutuse kodulehekiilje kiilastatavust.
2015. aasta jooksul on kodulehekiilge kiilastanud kokku 4701 korda. Kodulehe
kiilastatavus on stabiilne ning kasvab vihehaaval pidevalt.

Kodulehekiilje kiilastatavus 2015.a.
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2015. aastal telliti asutusele logo, mida kasutatakse ametlikel dokumentide,
kirjapeades, kodulehekiiljel ning triikistel.

Soovitud tulemus: EQUASS Assurance sertifikaat.

Meede 1: Asutuse tegevus ja dokumentatsioon vastab kvaliteedi

pohimotetele.
1. Kvaliteedi edendamise ja juhtimise tegevuskava koostamine.
Kvaliteetsete teenuste osutajana peab EAK sOnastatud missiooni saavutamiseks ta-
gama organisatsiooni stabiilsuse, oskama juhtida ja tegevust korraldada. EAK teenuste
osutajana peab piitidlema ja sailitama stabiilsuse nii teenuse osutamisel kui ka aren-
gus, innovatsioonis ning tasakaalustatud finantsstruktuuris. Aastaplaanide koosta-
misel on viga oluline roll nende eesmarkide saavutamisel, mist6ttu on aastaplaanide
koostamine asutuse strateegilise planeerimise osa.
EAK 2015. aasta tegevuskava sisaldab endas:

e eesmarke/sihte;

o eesmarkide saavutamiseks vajalikke tegevusi;

o eesmairkide saavutamiseks vajalike tegevuste jalgimise protsessi;

e analiiiiside ja paranduste tegemiseks ette nihtud ajakavasid ja tegevusi.
(Lisa 1 ,,Eakate Avahoolduskeskuse kvaliteedi edendamise ja juhtimise 2015. aasta
tegevuskava*®.)
Tegevuskava on avalikustatud EAK kodulehekiiljel www.avahoolduskeskus.ee

3. Loppaudit ja asutusele kvaliteedisertifikaadi omistamine.

EQUASS Ioppaudit viidi EAK-s ldbi 2.-3. juunil 2015. Loppauditit viis 1abi Mariliis
Mannik-Sepp.

Loppaudit koosnes:

1. dokumentatsiooni labivaatamine;
2. intervjuu rahastajate esindajaga;
3. intervjuu koostoopartneritega;

4. intervjuu asutuse tootajatega:

5. intervjuu asutuse juhiga.

14
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Audiitori liihikokkuvote ja parendusettepanekud:

Eakate Avahoolduskeskus on Parnu Linnavalitsuse hallatav hoolekandeasutus, mis pa-
kub koduhooldusteenust ja seda toetavaid teenuseid (transporditeenus, pesu pesemi-
ne, saunateenus) Parnu linnas elavale eakale voi ajutiselt korvalabi vajavale tdiskasva-
nule, voimalusi keskuses eakatele mitmekesiseks huvitegevuseks ja vaba aja veetmi-
seks (voimlemine, laulmine, kisitoo) ja kontserte, kohtumisi, tantsimist jne paevakes-
kuses.

Asutuse missiooniks on aidata Parnu linnas vahenenud toimetulekuvéimega eakal voi
ajutiselt korvalabi vajaval taiskasvanud inimesel voimalikult paremini iseseisvalt talle
harjumusparases keskkonnas — kodus - toime tulla, luua igakiilgsed voimalused aktiiv-
seks eluks ja tegusaks vananemiseks. Asutuses tootab 29 inimest, kellest 20 on hool-
dustootajad.

Eakate Avahoolduskeskus asub Parnus Metsa tanaval, kus ta tegutseb spetsiaalselt kes-
kuse hooneks ehitatud ruumides alates 2011. aastast. Asutus jagab ruume eakate orga-
nisatsioonidega. Avahoolduskeskusel on hetkel ligi 200 koduhooldusklienti, iile 400
inimese omavad 6igust kasutada asutuse transporditeenust ja keskuses kiib koos iile
40 erineva huvi ning harrastusgrupi.

Ule kolme aasta on asutust juhtinud uus juhataja, kes on libi oma joulise tegevuse loo-
nud olulise kvalitatiivse muudatuse asutuse arengus. EQUASSI kvaliteedisiisteemi et-
tevalmistused algasid moned aastad tagasi. Varasemalt ei olnud asutuses kasutusel ter-
viklikku juhtimissiisteemi, dokumentatsioon oli puudulik ning néiteks kodulehte ei ol-
nud iildse olemas. Uhest kiiljest aitas asutuse kitsakohtadele tdhelepanu poorata Parnu
Linnavalitsuse poolne jirelevalve, mille tulemusena asuti parandama nii juhtimist kui
ka teenuse sisulist osutamist. Teisest kiiljest on suure muudatuse asutuse tegevusse
kaasa toonud kvaliteedisiisteemi rakendama hakkamine.

Asutuse terve kollektiiv on oma panuse andnud kvaliteedisiisteemi rakendamise ette-
valmistusteks. Uhiselt ja to6tajaid kaasates on vilja to6tatud kvaliteedipdhimotted ja
teenuse osutamise standardid. Uhised arutelud ja koost6d on lihendanud personali
ning loonud sarnase arusaama asutuse eesmarkidest ja tookordadest. Kogu tootajas-
kond motles kaasa ja vottis kaasvastutuse teenuse kvaliteedi tostmiseks.

EQUASSI kvaliteedisiisteemi ettevalmistus t6i kaasa asutuse tookorralduse iimbervaa-
tamise, lepiti kokku iihised eesmargid ja sihid, loodi uued tookorrad ja juhised jne.

Tanaseks paevaks on Eakate Avahoolduskeskus hea mainega ja tuntud hoolekandeasu-
tus Parnu linnas. Pakutavad teenused on vajalikud ja kvaliteetsed nii klientide kui ka
koostoopartnerite ja rahastajate hinnangul. Asutusel on siisteemne lihenemine t66
planeerimisele ja tegemisele, korrektne dokumentatsioon ja dokumendihaldussiis-
teem, hasti toimiv ja informatiivne koduleht, rahulolev ja tookas personal, tihe koost6o
linnavalituse ja muude partneritega ning eestvedajast kaasav juht, keda tootajad aus-
tavad. Juhti kirjeldatakse kui sellist, kes on avatud ja siidamlik, tahab pidevalt 6ppida
ja areneda, meeldiv isiksus ja avatud suhtleja tootajad vaartustav ja nende oigusi kait-
sev ning suure tegutsemistahte ja energiaga.

Asutuse kliendid on rahulolevad pakutavate teenustega ning hooldustootajate poolt
pakutava soojuse ja toega. Teenuse saajate sonul saavad koik nende mured lahendatud
ning neid koheldakse austusega. Tootajad palvisid klientide poolt soojasid kiidusonu
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ning teenuse osutamise kvaliteeti hinnati korgelt. Tootajaid koolitatakse ja tunnusta-
takse voimaluste piires. Tootajad valjendasid rahulolu oma to6andajaga ning eelkoige
oli neile hingeldhedane nende poolt tehtav t60.

Kohapeal koges audiitor, et sotsiaalteenuse osutaja EAK tegutseb vastavuses EQUASS
Assurance kriteeriumitega. Intervjuud huvigruppide ja rahastajate esindajatega, EAK
tootajatega ja teenuse saajatega samuti kinnitasid seda, mis viljendus nende rahulolus.

Kogu asutuse tootajaskond oli lahke ja koostooaldis EAK t606 tutvustamisel, vajaliku
toendusmaterjali leidmisel ning informatsiooni jagamisel EQUASS-i kriteeriumite
taitmise kohta.

Jargnevaks kaheks aastaks lepiti kokku moned parendustegevused, mis on vilja too-
dud aruande 4-ndas osas. Ulevaade parendussoovitustest konkreetsete kriteeriumite
16ikes on esitatud ka aruande 3-ndas osas.

(Lisa 2 ,,Loppauditi raport® ja parendusettepanekud).
Parendusvaldkonnad holmasid jiargmist:

e organisatsioonile arengukava loomine;

e EAK teenuste kohta brosiitiride tegemine;

iga-aastase tegevuskava sagedasem ldbivaatamine ja iilevaatuste tulemuste tapsem
dokumenteerimine;

tdiendava personali virbamine;

moningate protseduuride tipsem kirjeldamine Kvaliteedi kasiraamatus;
riskianaliiiisi labiviimine valiseksperdi poolt;

keskuse paremini sissepadsetavamaks muutmine ratastooliga klientidele;
teenuste pakkumine niddalavahetustel ja riigipiihadel;

siseauditi siisteemi parendamine;

sagedasem individuaalsete plaanide iile vaatamine ja hindamine.

Parast indikaatoritele vastamise tdendamist, tutvudes dokumentatsiooniga ning viies
labi intervjuud, oli audiitor veendunud, et kriteeriumid Euroopa kvaliteedimargi jaoks
sotsiaalteenustes on tiidetud. Audiitor sai veendumuse, et EAK on piithendunud oma
to0s kvaliteedi tagamisele ja tdiustamisele ning osutab kvaliteetseid teenuseid.

Meede 2: Asutuse arengukava koostamine.
Soovitud tulemus: Asutuse jirjepidev areng.
1. Arengukava algatamise taotlemine.

EAK esitas taotluse Parnu Linnavalitsusele 15. septembril 2014 asutuse arengukava
koostamise algatamiseks.

Parnu Linnavalitsuse korraldus nr 506 27.10. 2014 andis EAK-le loa asuda oma aren-
gut kavandama. Arengukava koostamist koordineerib Parnu Linnavalitsuse sotsiaal-
osakond.

2015. aastal ei alustatud arengukava koostamisega, see liikati edasi 2016.-sse aastasse.
Arengukava koostamise ajakava asutakse kokku panema 2016. aasta alguses.
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Meede 3: Tootajate motivatsioon ja areng.
Soovitud tulemus: Kompetentne ja motiveeritud personal.

Sotsiaalteenuseid osutavad organisatsioonid juhivad ja haldavad oma personali ja te-
gevust suunas, mis tuleneb nende tegevuse eesmarkidest ja inimesekesksest teeninda-
miskultuurist. Tootajad, kellel on néutud teadmised, oskused ja kompetents leiavad
organisatsioonis arenguvoimalusi ja vaartustamist. Sellised organisatsioonid on tee-
nuse saajate ja teiste huvigruppide heaolu nimel piihendunud personali kaasamisele,
arendamisele ning edasioppe soodustamisele, pakkudes oma tootajatele tervisekaitset,
turvalisust ja heaolu ning nouetele vastavaid t6otingimusi.

Tootajate kvalifikatsiooni, toetuse ja arengu plaani tulemuslikkust analiiiisitakse iga-
aastaselt asutuse aastaaruandes, selle kohta annavad hinnangu to6tajad individuaal-
selt koolituste tagasiside kaudu ning personali rahulolu kiisitluse kaudu. (Lisa 3
Eakate Avahoolduskeskuse koolitusplaan 2015).

Tootajad vanuseliselt

VA

= 30-39 aastased = 40-49 aastased = 50-59 aastased = 60-65 aastased = 65+

Tootajad hariduse ja erialase ettevalmistuse jargi

b

= Kutsealase ettevalmistusega

= Korgharidusega

® Libinud kursused = Erialase ettevalmistuseta
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1. Koolituste korraldamine ja koolitustel osalemine.

a) Asutuse juht labis 2015. aastal jargmised koolitused:
a. Astangu KRK Sotsiaalteenuste Kvaliteedi Keskuse suveseminar 24.08.2015.
Koolituse teema: ,, Muutuste juhtimine ning personali kaasamine® koolitaja
Mare Muskat (8 t);
b) 2hooldustootajat 1opetasid kiitusega Pairnumaa Kutsehariduskeskuses hooldust6o-
taja eriala;
¢) 1hooldustootaja asus omandama korgharidust;

2015. aastal korraldati asutuse tootajatele:

9 asutusesisest info- ja koolituspaeva;
2 valist koolitust — ,, Kodu tuleohutuks® ja ,,Kuidas kaovad elustiili haigused*;
e 10ppesoit — Tamme talu iirdiaeda ,Ravim- ja maitsetaimed koduaias®.

2. Arenguvestluste labi viimine.

2015. aastal viidi 1abi arenguvestlused koikide asutuse tootajatega, mille tulemusel
valmisid:

1. tootajate isiklikud arenguplaanid;
2. asutuse koolitusplaan 2016. aastaks.

4. Tootajate vaartustamine ja motiveerimine.

2015. aastal suurenes asutuse palgafond vorreldes 2014. aastaga 21% vorra. Tousid
koikide tootajate tootasud, protsentuaalselt koige rohkem tousid hooldustoctajate
tasud.

Tootajate motiveerimiseks ning nende tegevuse vaartustamiseks toimusid jairgmised
tthistiritused:

siinnipdevalaste jm tahtpaevaliste onnitlemine iga kuu toimuval koosolekul;
osalemine heakorratalgutel ,,Teeme ara!“;

ekskursioon Haapsallu;

osalemine Parnu linna sotsiaalvaldkonna tootajate tdnu- ning tunnustuspieval
(korraldaja Parnu Linnavalitsus), asutuse juhile omistati ,,Parnu linna sotsiaalvald-
konna juht 2015“ nimetus.

Asutuse poolt esitati 2 hooldustootajat esmakordselt toimuvale Parnu linna aasta sot-
siaalalatootajate tunnustusele. Kahjuks ei osutunud meie tootajad valituks.
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Soovitud tulemus: Koost66 erinevate Pirnu MTU-dega huvi- ja harrastus-
tegevuse ning siindmuste korraldamisel.

Tulenevalt EAK pohiméaarusest EAK:

1) loob voimalusi eakate organisatsioonidele aktiivseks huvi- ja harrastustegevu-
seks ning aktiivsena vananemiseks;

2) teeb koostood erinevate asutuste ja organisatsioonidega elanikkonna vaartus-
hinnanguid kujundavate ja aktiivsena vananemist toetavate iirituste ning kam-
paaniate korraldamisel.

Meede 1: Voimaluste loomine eakate organisatsioonidele aktiiv-
seks huvi- ja harrastustegevuseks ning aktiivsena vananemiseks.

1. Huvitegevus Metsa 10 keskuses.

EAK solmis 2015.a. lepingud koikide Metsa 10 keskuses tegutsevate seltside ning
iithingutega. Lepingutes on dra maaratletud huvitegevuseks vajalik ruumide kasutami-
se aeg ja tingimused ning keskust kasutavate gruppide oigused ja kohustused.

2015. aastal lisandus 4 uut ruumide kasutajat:

»Tantsuklubi®;

PPL eestvedamisel toimuv ,,Laua- ja osavusmangude klubi®;

eraettevotja A.L. kes miiiib keskuses meie klientidele kosmeetikatooteid;

Parnusse elama asunud ja pensionipdlve pidav laulja Lembit Poobus. Tema eestve-
damisel alustas tegevust ka EU Elulust sonakunstiring.

Eraettevotja, kes tegeleb kauba miitimisega keskuses, maksab ka ruumide kasutamise
eest renti. Lisaks A. L.-le maksid ruumide piisiva kasutamise eest Metsa 10 keskuses
tasu MTU RTA Kajakas ja seltsing Puhas Hing.

Jatkuvalt on EAK keskuse piisikasutajaks Parnu Pensionaride Liit (PPL) ja Eakate
Uhing Elulust, kelle kasutuses on 2 IT korruse mdébleeritud kabinetti koos kommuni-
katsioonitehnikaga.

Huvi- ja harrastustegevuse sisuline pool on kirjeldatud Eesmark 1, meede 3 juures.
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2. Keskuse terrassile kohvikuruumi viljaehitamise algatamine.

Parnu linna sotsiaalvaldkonna arengukava tegevuskavas on planeeritud Metsa 10 rodu
timberehitamiseks 2016. aastal 30 tuh. eurot.

2015. aastal solmiti leping Parnu Linnavalitsuse ja Arhitektuuribiiroo FP OU vahel ter-
rassikohviku projekteerimiseks.

Kohviku ehitamiseks vajaminev raha on Piarnu Linnavalitsuse majandusosakonna
2016. aasta eelarves. Projekt valmib 2016. aasta 1. kvartalis ja ehitusega loodetakse
Iopetada Metsa 10 keskuse 5.-ks aastapaevaks s.o. detsembriks 2016.

3. Uute ettevotmiste toetamine ning algatamine.

Uutest huvigruppidest alustas Metsa 10 keskuses tegutsemist ,Tantsuklubi®, mis
kutsub koiki vanade seltskonnatantsude huvilisi 2X kuus keskusesse tantsima.

Laulja L. Poobuse eestvedamisel alustas tegevust EU Elulust sdnakunstiring.

PPL alustas huumori- ja sOnakunstiringi tegevusega, mida asus eest vedama
E.-H. Kuller-Laurits.

4. Keskuse fiiiisilise ja asutuse tookeskkonna parendamine.

2014. aastal enamteenitud tulu voimaldas 2015. aastal teostada alljargnevaid
parendusi:

e osteti juurde 50 saalitooli;

o vahetati vilja dusSiruumide segistid ja dussid, 6konoomsemate ja kasutamissobra-
likumate vastu;

e muretseti laudade vedamiseks ratastel alus;

e uuendati 3 saalilauda;

e osteti juurde 1 pesukuivati ja 1 to0stuslik pesumasin ning pesupesemise ruumi pai-
galdati toostusvool;

¢ loodi tootamise koht administraatorile 1. korrusel (endine juhataja kabinet);

e juhataja kabinet sisustati 2. korrusele, endisesse PPL ruumi, osteti lukustatav do-
kumendikapp, juhataja toolaud, to6tool ja arvuti;

e PPL kasutusse anti senisest suurem ruum (endine oppe- ja kasitooklass) kuhu loodi
internetiiihendus, mis selles ruumis senini puudus;

e transporditeenust osutavale vaikebussile osteti uued kummid.

Meede 2: Sihtgruppide huvidele vastavate stindmuste korralda-
mine iseseisvalt voi koostoos erinevate asutuste ning organisat-
sioonidega.

Soovitud tulemus: Metsa 10 keskuses toimub alati midagi huvitavat, sisu-
kat, ponevat ning inimestele meeldib sinna tulla.

2015. aastal jatkus koostoo Metsa 10 keskuses tegutsevate organisatsioonidega erine-
vate siindmuste, kontsertide, seminaride jm labiviimiseks.
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Avalikkusele suunatud tiritused, seminarid, naitused jm

35
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5 E = B

O

EAK koost60s ja PPL Klubi Tervisesport Muud korraldajad
iseseisvalt

4. 2015. aastal laekunud ettepanekud ja kaebused.

1. 2015. aastal laekus klientidelt vOoi nende esindajatelt 6 e- kirja ja 3 kirja
ettepanekutega koduteenuse osutamise muutmise kohta;

a. Koikide ettepanekutega on arvestatud ja klientide teenuse osutamist on
parandatud voi muudetud ettepanekutest tulenevalt.

2. 2015. aastal esines 1 kaebus kliendilt materiaalse drakasutamise kohta.

a. Olukorda kontrolliti kaebusest lahtuvalt ning tuvastati, et tegemist ei olnud
tegelikkusele vastavate faktidega vaid lihtsalt east tingitud hirmude ja mee-
leolumuutustega. Siiski pidasime vajalikuks hooldust6otaja vahetuse ja
edaspidiste arusaamatuste valtimiseks ettevaatusabinoude kasutusele vot-
mist:

i. Kirjalikult fikseeritud toidukaupade ostmiseks vaja mineva raha iile
andmine ja vastu votmine;
ii. Raha ettemaksu noue kliendi suhtes;

3. 2015. aastal ei laekunud klientidelt {ihtegi kaebust, mis oleks puudutanud vordset
kohtlemist ja vaimset drakasutamist.

4. 2015. aastal ei laekunud klientidelt {ihtegi ettepanekut teenuste osutamise peamiste
protsesside muutmise vajaduse kohta.

5. 2015. aastal laekus klientidelt voi nende esindajatelt 7 tinusonadega kirja nende
hooldajate aadressil voi kogu asutuse aadressil.
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5.Parendustegevuste plaan 2015-2017 ja teostatud
tegevused 2015.aastal.

Parendustegevuste planeerimise aluseks on:

W=

asutuse riskianaliiiis;
tootajate rahulolu kiisitlus ja arenguvestlused;

paevakeskuse kiilastajate tagasiside ja laekunud kirjalikud ettepanekud;
klientide tagasiside;
EQUASS loppaudit.

1. Kvaliteetsete teenuste osutamine

1.1. Koduhooldusteenused Pirnu linna elanikele
Probleem Tegevused probleemi | Aeg Ressurss Vastutaja
lahendamiseks
Tootajate suur tookoormus | 1. Isikliku s6iduauto kasutami- | 2015, 3240 Juhataja
ei voimalda siilitada tee- se kompenseerimine. 01-12 aastas/EAK
nuste kvaliteeti ning tagada | 2. VG6tta toole tdiendavat perso- | Juuni 9635 (1 hool- | Juhataja/
optimaalset t66koormust nali (hooldust66tajad ja voi- | 2017 dustootaja); hoolekogu/
maluse korral ka sotsiaalt6o- 12 042 LV SO
taja), et siilitada teenuse (sotsiaaltootaja)
kvaliteet ning optimaalne
tookoormus.
Probleemi lahendamiseks | 1. Tootajatele, kes kasutavad t66 tegemiseks isiklikku sdiduautot, makstakse
teostatud tegevused 2015. kompensatsiooni 0,30 eurot km kohta sd6idupéeviku ja aruande alusel.
aastal 2. 2015. aastal ei olnud klientide arvu kasv enam nii suur, kui 2014. aastal ja
t60 iimberkorralduse tulemusel ei olnud 2015. aastal tegelikkuses vajalik
hooldustéotajate tookohtade juurde loomine, kiill on see kindlasti vajalik
hiljemalt 2017. aasta.
Pesupesemiseteenuse maht | 1. Kiire tsentrifuugiga profipe- | 2015, 02 | 2350 /EAK Juhataja
koduklientidele on oluliselt sumasina soetamine.
kasvanud. EAK-]l on 2 tava- | 2. Trummelkuivati soetamine. | 2015,02 | 1700/EAK Juhataja
list kodust pesumasinat ja 1 | 3. Uhe pesumasina viljavahe- | 2016, 07 | 300,00/ EAK Juhataja
kuivati, millede to6koormus tamine
on suur.
Metsa 10 dusSiruumide se- | 1. Veesdastlike segistite paigal- | 2015, 1500/EAK Juhataja
gistid ei vasta sihtgrupi vaja- damine dusSiruumidesse (2 | 07-08
dustele. DusSiruum vajab tk).
sanitaarremonti. 2. Sanitaarremondi teostami- | 2017 500/EAK Juhataja
ne.
Probleemi lahendamiseks | 1. 2014. aastal enamteenitud tulu kasutades soetati 1 kiire pesumasin ja 1
teostatud tegevused 2015. trummelkuivati.
aastal 2. 2014. aastal enamteenitud tulu kasutades paigaldati dusSiruumidesse
saastlikumad ja kasutamissobralikumad segistid.
3. DusSiruumi sanitaarremont liikati edasi 2016. aastasse.
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3.1.

Pievakeskuse teenused eakatele ja puuetega inimestele

Pdevakeskuse kasutajate arv | 1. Laudade vedamiseks ja ladus- | 2015, 905/EAK Juhataja
on viga suur, maja on popu- tamiseks vajaliku kiru ja 10 li- | 03-04 asetiitja
laarne. Majas on ainult 150 salaua soetamine.
tooli, lauad on huvitegevuste | 2. 30 tooli soetamine. 2015, 09 870/EAK Juhataja
ajaks ladustatud riidehoidu. asetiitja
Ka maja t6otajad on naiste-
rahvad — laudade vedamine
on ka nende jaoks raske.
Probleemi lahendamiseks | 1. 2014. aastal enamteenitud tulu kasutades soetati laudade ladustamise ja
teostatud tegevused 2015. vedamise kiru ning 4 lisalauda.
aastal 2. 2014. aastal enamteenitud tulu kasutades osteti 50 tooli.
Metsa 10 hoones puudub | 1. Kohvikuruumi projekteerimi- | 2015, II | LV MO Juhataja/LV
koht, kuhu juhuslik tdnavalt ne Metsa 10 II korruse rodu | poolaasta
tulnud kiilastaja saaks tulla — baasil.
lugeda ajalehti, juua kohvi, | 2. Kohvikuruumiehitaminejasi- | 2016 30 tuh /LV | Juhataja/LV
kasutada internetti jms sustamine Metsa 10 II korruse MO

rodu baasil.
Probleemi  lahendamiseks | 1. 2016. aasta eelarves on LV majandusosakonnal 30 tuh eurot kohviku
teostatud tegevused 2015. projekteerimiseks ja ehitamiseks.
aastal 2. Esitatud on hinnapakkumine projekti teostamiseks.
Metsa 10 keskuse hoonesse ei | 1. Taotleda ressurssi ukse asen- | 2016 Juhataja/
padse ratastoolis voi liikumi- damiseks. hoolekogu
se abivahendit kasutav isik il- | 2. Vahetada EAK esiukse mehha- | Juuni 5000/ LV Juhataja/ LV
ma koérvalise abita sisse. nism, et hoone oleks hélpsasti | 2017

ligipadsetav ka ratastoolis

klientidele.
Metsa 10 keskuse viiksema | 1. Taotleda ressurssi lisakiitteal- | Juuni Juhataja/
saali kiittesiisteem ei taga lika paigaldamiseks. 2016 hoolekogu
ruumis talvel vajalikku tem- | 2. Lisakiitte paigaldamine. November | 4000/ LV Juhataja/ LV
peratuuri. 2016
EAK poolne tegevus pideva- | 1. Osalemine EL projektis ,Let | 2015 mai- | 31048,8/EL | Juhataja, ju-
keskusena st eakate aktiveeri- Us Be Active” partnerina. 2016 dets. | 5479,2/ LV | hataja  ase-
misel ning kaasamisel ja iihis- tditja, LV SO
tegevuse organiseerimisel on | 2. Koosto6 korraldamine EAK | 2015- Juhataja
vahene. ruumides tegutsevate seltside | 2016 asetiitja

ja tihingutega.
Probleemi lahendamiseks | 1. EAK juhataja on maaratud projekti ,Let Us Be Active® Parnu projektiju-
teostatud tegevused 2015. hiks.
aastal 2. Osalemine projekti avakoosolekul Turus.

3. Eakate vabatahtliku tegevuse huvide uuringu ldbiviimine EAK pédevakes-

kust kiilastavate klientide seas.

3.1.  Aktiivne ja avatud infovahetus ning koosto6 EAK klientidega, erinevate partnerite ning

rahastajatega

Sihtgruppidel ei ole piisavat | 1. EAK tutvustava voldiku vilja | 2015 II | 200/EAK Juhtkond

informatsiooni EAK tegevus- andmine; poolaasta

te ja teenuste kohta. 2. Avatud seminari korraldami- | 2015 I | EAK Juhtkond
ne koostoopartneritele. poolaasta

Probleemi lahendamiseks | 1. Olemas on tutvustava triikise kavand ja 2016.a. eelarvesse on planeeritud

teostatud tegevused 2015. ressurss tritkkimiseks.

aastal 2. Seminari korraldamine liikkus edasi 2016. aastasse.

Paevakeskuses tegutsejate va- | 1. Ringijuhtide iimarlaua kokku- | 2015, 02 EAK Juhataja

hene kaasamine ja informee- kutsumine. asetiitja

rimine. 2. Infopdevade  korraldamine | 2015, 02 | EAK Juhataja
ringijuhtidele 2X aastas. ja1o asetiitja

3. Ringijuhtide ja org. juhatuste | 2015, 12 EAK Juhataja

tanuiirituse korraldamine 1X asetiitja

aastas.
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lahendamiseks
tegevused 2015.

Probleemi
teostatud
aastal

Tegevused probleemi lahendamiseks on liikatud edasi 2016. aastasse.

2. Kvaliteetne juhtimine

2.1.

Kompetentne ja motiveeritud personal

Asutuse tootajatele ei jatku | 1. II korruse 6ppeklassi kohalda- | 2015, 02 1300/EAK | Juhtkond
tooruume, administraatoril mine juhataja kabinetiks. Seal

puudub tootamise koht. Asu- toimuva huviringide (4 tk) te-

tuse juhil puudub koht, kus gevuse limbersuunamine.

igal ajal on voOimalik teha | 2. Administraatorile téokoha sis- | 2015,02 50/EAK Juhataja
koosolekuid viiksemale t66- seseadmine I korruse praegu-

grupile ja vajadusel privaat- ses juhataja kabinetis.

selt vastu votta kodanikke voi

kiilalisi.

Probleemi lahendamiseks | 1. II korruse 6ppeklass on antud PPL kontorile.

teostatud tegevused 2015. | 2. Endine PPL kontoriruum on sisustatud juhataja kabinetiks.

aastal 3. Administraatoril on to0kabinett I korrusel.

3.2. Turvaline tookeskkond

Hooldustootajate turvalisus | 1. Tellida aeg-ajalt tookeskkon- | Juuni 500,00/ Juhataja
nende tookeskkonnas ei ole na riskianaliiiisi 14bi viima va- | 2017 EAK

piisavalt tagatud line ekspert.

2. Tulenevalt riskianaliiiisist viia | 2016 Juhataja/ LV
sisse muudatused teenuse SO
osutamise korras ja tookorral-
duses.

3. Saata koolitusele tookeskkon- | 2016 Mai | 200/ EAK
na volinik

Probleemi  lahendamiseks | 1. Tehtud on ettepanekud teenuse osutamise korra muudatusteks -

teostatud tegevused 2015.
aastal

tervisetéendi noue teenusele tulekul.
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Lisa 1. EAK KVALITEEDI EDENDAMISE JA
JUHTIMISE 2015 AASTA TEGEVUSKAVA

Eakate Avahoolduskeskuse 2015 strateegilised eesmargid:

1) Kvaliteetsete teenuste osutamine ja arendamine.
2) Asutuse kvaliteetne juhtimine.

3)

4)

huviringide ja huviklubidega.

Sihtgruppide aktiveerimine ja uute projektide algatamine.
Padevakeskuse tegevuse arendamine koostoos seal tegutsevate organisatsioonide,

Tegevuskava hinnang ja vajadused parendusteks kajastuvad 2015.a. aruandes.

Eesmirgid/soovitud Meetmed ja tegevused Mooddetav tulemus Aeg

tulemused

I Kvaliteetsete teenuste osutamine ja arendamine.

Teenused on kittesaadavad | a) Koduhooldusteenused Pdrnu linna elanikele.

ja joustavad koigile kliendi- | a) Koduhooldusteenuste osutami- | a) Koduteenused kuni 300 | Jaanuar-

gruppidele. ne voimalikult paljudele seda kliendile aastas. detsember
vajavatele Parnu linna elanike- Luuakse 2 hooldustootaja | Il poolaasta
le. tookohta.

b) Transpordi-, pesemis- ja pesu- | b) Transporditeenust kasu- | Jaanuar-
pesemise teenuse osutamine tab kuni 50 koduklienti. detsember
teenust vajavatele koduhool- Pesemisvdimalust kasutab | Jaanuar-
dusklientidele. 30 koduklienti ja 50 muud | detsember

klienti.

Pesu pestakse Metsa 10 | Jaanuar-
keskuses 650 korral. detsember
Muretsetud on suurema | Marts
toojoudlusega todstuslik
pesumasin.

DusSiruumis on vahetatud | September
segistid ja teostatud sani-

taarremont.

b) Teenused Pirnu linna puuetega inimestele.

a) Invatransporditeenuse osuta- | a) Lisandub kuni 50 teenuse | Jaanuar-
mine. kasutajat. Teenust kasutab | detsember

kokku aastas 260 inimest.
To6l ja koolis kdimiseks
kasutab teenust 30% Kli-
entidest.

b) Trepironija teenuse véimalda- | b) 100%]le teenuse vajajatest
mine koikidele seda vajavatele on selle kasutamine voi-
klientidele. malik.

c) Pidevakeskuse teenused eakatele ja puuetega inimestele.

a) Pisivaks ja sisukas tegutsemi- | a) EAKruumides tegutseb 45 | Jaanuar-
seks vdimaluste kindlustamine eakate huvi- ja harrastus- | Detsember
eakate organisatsioonidele ja gruppi.
huviringidele.

b) Avalikkusele suunatud siind- | b) Toimubvahemalt 100 ava-
muste, koolituste, seminaride likkusele suunatud stnd-
jms korraldamine iseseisvalt ja must, mida kiilastab kok-
koost0os organisatsioonidega. ku kuni 5000 inimest.

Kliendid, koostdopartnerid | d) Aktiivne ja avatud infovahetus ning koost66 EAK klientidega, erinevate

ja rahastajad omavad piisa- partnerite ning rahastajatega.

vat informatsiooni asutuse | a) Infoseminari korraldamine | a) 1 avatud koostddseminar. | Marts
koostoopartneritele.
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tegevuse kohta ja on kaasa- | b) Koostoopartnerite ja rahastaja- | b) 70% partneritest on koos- | Aprill
tud teenuste ning asutuse te tagasiside kiisitluse korral- todga rahul.
arendamisse. damine.

c) Teenuste (kodu- ja invatrans- | c) 65% klientidest annavad | Juuni-
porditeenus) kasutajatega ja tagasisidet neile osutatud | August
nende ldhedastega rahulolu kii- teenuste kohta ja on kaa-
sitluse 1abi viimine tagasiside satud teenuste parenda-
saamiseks. misel.

d) Tagasiside kokkuvotete avali- | d) Kiisitluste kokkuvdtted on
kustamine asutuse kodulehe- avaldatud asutuse kodule-
kiiljel. hekiiljel.

e) Infotriikise koostamine asutuse | e) Kakskeelne (eesti-javene- | September
teenuste tutvustamiseks avalik- keelne) triikkis 1000 ek-
kusele. semplari.

f) Paevakeskuse iimarlaua kokku- | f) Toimub 2 {imarlaua koos- | Veebruar,
kutsumine ja regulaarsete info- olekut-infopaeva. oktoober
koosolekute korraldamine.

g) Praktika korraldamine PKHK | g) EAK-s sooritab praktika | Jaanuar-
hooldust6otaja eriala dpilastele kuni 5 PHKH ja kuni 3 TU | detsember
ja TU Parnu KolledZi sotsiaaltéo Parnu Kolledzi dppurit.
korralduse iiliopilastele

EAK tegevus on avalikkusele | €) Info avaldamine asutuste tegevuste kohta erinevates infokanalites on ladbi-
nahtav. moeldud ja toimiv.

a) Dokumendiregistrijatkuv pida- | a) Kodulehekiilje kiilastata- | Jaanuar-
mine, trituste kalendri avalda- vus kasvab 2014.a. vorrel- | Detsember
mine EAK kodulehekiiljel. des kuni 20%.

b) EAK tegevust kajastavate artik- | b) Info on ndhtav kodulehe-
lite avaldamine kodulehekiiljel. kiljel.

c) Tagasiside voimalus EAK kodu- | ¢) Tagasiside on avaldatud
lehekiilje kaudu. kodulehekiiljel.

d) EAK tegevuse kajastamine ko- | d) Kohalikus ajalehes ilmub
halikes meediakanalites (Parnu vdahemalt 2 artiklit. Vahe-

Postimees, Parnu Raadio) ja malt 1 saade ERR-s.
tileriigilistes kanalites.

f) EAK panustab ithiskonda ja on seotud kogukonnapdhiste tegevustega.

a) Osalemine heakorratalgutel. a) 15tootajat osaleb tritusel, | Mai

korrastatakse 1 objekt.
) b) Urituse ldpetamine toi- | Oktoober

b) TU Parnu Kolledzi iilidpilaste mub Metsa 10 keskuses.
poolt korraldatava Eakate pae-
va iiritusele kaasa aitamine.

II Kvaliteetne juhtimine
EQUASS Assurance sertifi- | 1. Asutuse tegevus ja dokumentatsioon vastab kvaliteedi pohimadtetele.
kaat. a) Loppauditi ettevalmistamine. a) Auditi taotlus. Veebruar

b) EQUASS Assurance l6ppaudit. b) EQUASS Assurance sertifi- | Marts-Aprill

kaat.
Asutuse jarjepidev areng. 2. Asutuse arengukava koostamine.

a) Arengukava koostamise ajaka- | a) Kinnitatud ajakava, t66- | Veebruar-
va koostamine. grupid. marts

b) Arengukava todgruppide koos- | b) EAK arengukava. Marts-Juuli
olekud.

c) Arengukava arutelud, parandu- | ¢) Parandusettepanekud, pa- | August-
sed. randatud arengukava. september

d) Arengukava kinnitamine. d) Volikogu poolt kinnitatud | September

arengukava.

Kompetentne ja motiveeri- | 3. Téo6tajate koolitamine ja arendamise motiveerimine.

tud personal. a) Koolituste korraldamine. a) Toimub vidhemalt 3 kooli- | Jaanuar-
tust kogu personalile. detsember
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b) Koolituste tulemuslikkuse ana- | b) Koolituste tagasiside ja | Veebruar-
liitisimine. selle analiiiis. detsember
c) Iseseisev koolitustel osalemine. | ¢) Tunnistused. Jaanuar-
d) Erialase hariduseta toodtajate | d) Vahemalt 1 to6taja on asu- | detsember
suunamine tasemeodppesse. nud omandama hooldus- | Juuli
tootaja kutset.
4. Arenguvestluste korraldamine.
a) Arenguvestlused tootajatega. a) Isiklikud arenguplaanid. Detsember
Asutuse koolitusplaan | Jaanuar
2016.
5. Tootajate motiveerimine.
a) Kandidaadi esitamine ESTA | a) Hooldustootaja esitamine | Veebruar
2014 aasta parimate sotsiaal- aasta hooldustootaja ni-
alal tegutsenute konkursile. metusele.
b) Tootajate tunnustamine t66- | b) Valja tootatud tunnusta- | Jaanuar-
alaste tdhtpaevade puhul. missiisteem. detsember
c) Palgatdusu tagamine asutuse | c) Palgatduson2016.a.vdhe- | Detsember
eelarvelistest vahenditest malt 5%.
2016. aastal.
d) Motivatsioonitirituste Kkorral- | d) Suvine véljasdit to6tajate- | August-
damine. le, aastalopupidu, ekskur- | detsember
sioon Hiiumaale. Osaleb
vahemalt 60% todtajatest.
e) Personali rahulolu Kkiisitluse | e) 80% todtajatest on tootin- | Oktoober-
korraldamine. gimustega ja organisat- | november

sioonikultuuriga rahul.

I1I Sihtgruppide aktiveerimine ja uute projektide algatamine.

Kaasatud on uued sihtgrupid,
kes panustavad kogukonnas
inimeste joustamisse.

1. Osalemine rahvusvahelises projektis ,Let Us Be Active“ 2015-1016 (kui
projekt saab rahastuse).

a) Projekti korralduslik tegevus | a) Aruanded, dokumendid, | Mai 2015-
(koosolekud, aruandlus jm) protokollid jms. dets. 2016

b) Situatsiooni kaardistamine, in- | b) Hetkeolukorra analiitis. August-
tervjuud eakate organisatsioo- oktoober
nidega, eakatega, jt organisat- 2015
sioonidega.

¢) Seminar Riias ¢) 3inimest osaleb seminaril | Jaanuar

2016

d) Seminar Parnus d) Tootajad, partnerid, Parnu | Jaanuar

organisatsioonide esinda- | 2016
jad jm osalevad seminaril,

e) Kogemuskohtumised sotsiaal- | e) Trikitud materjalid Jaanuar-
tootajatega, tervishoiutdotaja- aprill 2016
tega jt sihtgruppidega

f) Tootoad sotsiaaltootajatele, ea- | f) Loodud on tugisiisteem | Mai-
katele, konsultatsioonid pere- iiksikutele eakatele nende | september
kondadega. Uritused eakatele. joustamiseks ja aktiivseks | 2016

kaasamiseks iithiskonda.

g) Seminar Turus g) Osaleb projekti juht September

2016

IV Pdevakeskuse tegevuse arendamine koostdos seal tegutsevate organisatsioonide, huviringide ja huviklu-

bidega.

Koost6o keskuses tegutseva-
te MTU-dega huvi- ja harras-
tustegevuse ning siindmuste
korraldamisel.

1. Vdimaluste loomine eakate organisatsioonidele aktiivseks huvi- ja
harrastustegevuseks ning aktiivsena vananaemiseks.
a) Piisivaks tegevuseks voimalus- | a) Lepingud 3 katusorgani- | Jaanuar

te loomine eakate katusorgani-
satsioonidele (PPL, EU Elulust,
Klubi Tervisesport).

satsiooniga.
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b) Teistele organisatsioonidele | b) Lepingud 15 eakate selt- | Jaanuar
vajadustele ja soovidele vasta- singu, eraisiku, MTU-ga,
vate vdimaluste loomine tege- kes korraldavad huviringi-
vusteks, trituste korraldami- de tegevust Metsa 10 kes-
seks, koosolekuteks, seminari- kuses.
deks jms.

c¢) Omatulu teenimine ruumide | ¢) Omatulu plaan on tdide- | Jaanuar-
rendiga. tud. Keskuses tegutseb 3 | detsember

pusivalt ruumide renti
maksvat huvigruppi. 10
eakat eraisikut tdhistab
keskuses oma juubelisiin-
nipdeva. Keskuse ruume
renditakse vilja huvitege-
vusest vabal ajal, vihemalt
10 korral.

d) Keskuse tingimuste parenda- | d) 2014. aastal eelarves pla- | Marts-
mine tulenevalt Kkiilastajatelt neeritud tulust enamtee- | detsember
laekunud ettepanekutele. nitud vahendite investee-

rimine - 40 tooli, 8 lauda ja
2 laudade vedamise karu.

e) Metsa 10 keskusesse planeeri- | e) Kohviku projekt. Detsember
tava kohvikuruumi projekteeri-
mine.

f) Keskuse kasutajate rahulolukii- | f) 75% keskuse huviringides | November-
sitluse korraldamine. kaijatest on neile loodud | detsember

tingimustega rahul.
Metsa 10 keskuses toimub | 2. Sihtgruppide huvidele vastavate siindmuste korraldamine iseseisvalt voi
alati midagi huvitavat, sisu- koostdds erinevate asutuste ning organisatsioonidega.
kat, ponevat ning inimestele | a) Avalikkusele suunatud siind- | a) Iseseisvalt v0i koostods | Jaanuar-
meeldib sinna tulla. muste (kontserdid, loengud, korraldatakse EAK poolt | detsember
kohtumised, tantsuéhtud jms) aastas vahemalt 35 erine-
korraldamine Metsa 10 kesku- vat kultuurisiindmust, se-
ses. minari, tdhtpaevade tdhis-
tamist vims.
Siindmusi kiilastab aastas
kuni 5000 inimest.
Avalikkusele suunatud te-
gevus moodustab 50% ko-
gu keskuse tegevusest.

b) Eakate pdeva slindmuste kor- | b) Siindmust (kontsert, tant- | Oktoober
raldamine koostéés TU Parnu sudhtu jm) kiilastab kokku
KolledZiga. kuni 200 inimest.

c) Tingimuste loomine keskuses | c) Aastastoimub kuni 50 eri- | Jaanuar-
tegutsevatele huviringidele or- nevat koosviibimist, peo- | detsember
ganisatsioonisisese  seltsielu ohtut, kohtumist jms.
korraldamiseks, tdhtpdevade
tahistamiseks jms.

d) Tantsuklubi tegevuse kiivita- | d) Tantsuklubi liritused 2X Marts-
mine seltskonnatantsuhuvi- kuus, osalejaid 30-40 detsember
listele. inimest.

e) ,Tulejalaula!“kiivitamine lau- | €) Uritused 1X kuus, osale- | Oktoober-
luhuvilistele eakatele. jaid 20-30 inimest. detsember
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1. Information of the social service provider

Name of the social service
provider

Eakate Avahoolduskeskus (hereinafter EAK)

Address:

Metsa 10, 80024 Piarnu

Post box:

N/A

Person responsible (CEO):

Heli Kallasmaa, general manager

Contact person: Heli Kallasmaa, general manager
Phone: (+372) 442 5289, (+372) 512 3701
Fax: -

E-mail: avahoolduskeskus@gmail.com
Web site: www.avahoolduskeskus.ee

Name of Auditor:

Mariliis Mannik-Sepp

Dates of audit:

02.-03.06.2015

Clients: 194
Staff: 29
Services: Home care services
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2. Audit program

02.06.2015 Day 1
Time Activity
8.00-8.15 Opening meeting
8.15-12.00 Documentation review, up-dating files
12.00-13.00 Lunch break
13.00-13.30 Interview with staff (administration): Katrin Siim, Marika Raiend
13.30-13.45 Documentation review, up-dating files
13.45-14.15 Interview with staff (care takers):
Hele Teor, Ilvi Kukk
14.15-14.30 Documentation review, up-dating files
14.30-15.00 Interview with cooperation partners:
Pilvi Tolmik - Parnu City Government social welfare department (open
care specialist);
Ilme Seepere - NGO Horisont.
15.00-15.15 Documentation review, up-dating files
15.15-15.45 Interview with financing body:
Iris Ruut - Parnu City Government, elderly care specialist;
Katrin Tsuiman - Parnu City Government, disabled people care specialist.
15.45-17.00 Documentation review, up-dating files
03.06.2015 Day 2
Time Activity
8.00-10.00 Documentation review, up-dating files
10.00-10.30 Interview with persons served (home care clients):
Hille Pohinurm, Selma Pajur, Peeter Kaelep.
10.30-12.00 Documentation review, up-dating files
12.00-13.00 Lunch break
13.00-14.00 Interview with general manager:
Heli Kallasmaa
14.00-14.30 Documentation review, up-dating files

14.30-15.00

Closing meeting
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3. Detailed feedback on performance

1. The social service provider defines documents and implements its vision and

mission values on service provision.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The mission, vision and values of EAK are stated
in the quality manual and on the EAK’s website
http://www.avahoolduskeskus.ee/ and were de-
veloped together with the personnel of the orga-
nization.

The mission of EAK is to help the elderly or those
adults temporarily in need of help to cope with
their lives in familiar surroundings - at home.
EAK creates possibilities for comprehensive ac-
tive life and aging being active at the same time.

The employees of EAK demonstrated through in-
terviews that they are aware of the organization’s
mission, vision and core values and they imple-
ment the vision and mission values on service
provision.

2. The social service provider defines, documents, and implements its quality policy by
determining long term quality goals, and its commitment to continuous improvement.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The quality standard, long-term goals and com-
mitment to continuous improvement are stated in
the in the quality manual of EAK. The organiza-
tion does not have its own development plan, but
its long-term plans are paid down in the develop-
ment plan of Parnu City.

The overall strategic objective is creating for the
elderly and those working-age people in need of
temporarily help, the opportunity to live a digni-
fied and secure life in their own homes, and to
support, promote and preserve their livelihood
and quality of life.

It appeared from the interviews that the staff of
EAK is knowledgeable of the quality standard and
long term goals of the organization. Also, the staff
seemed to be devoted to deliver quality services
and pursue for continuous improvement.

The criterion is met, but as a further improve-
ment, it would be advisable to create and lay down
the long-term goals and plans of EAK in the orga-
nization’s own development plan.

Kriteerium on tiidetud, kuid edasise aren-
gukohana oleks soovitatav koostada ja
kirja panna asutuse strateegilised eesmir-
gid ja plaanid asutuse enda arengukavas.
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3. Persons served, family members and service user organisations are able to give
feedback on their individual and collective experience of programmes and services.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has developed different methods to ask and
receive feedback from persons served, staff and
other groups of stakeholders.

The procedure of gaining feedback has been desc-
ribed in the quality manual of EAK. According to
the system of feedback, the gained information,
including suggestions and complaints, are analy-
zed and taken into account in annual planning
procedure.

The main method for gaining feedback is using
questionnaires and satisfaction surveys.

Employees and clients have a chance to give feed-
back on ongoing basis and also feedback is asked
during staff performance reviews. Regular staff
motivation and satisfaction surveys are conducted
as well.

4. The social service provider informs all stakeholders about the offered programmes

and services available.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has informed possible stakeholders about its

services using a variety of methods and approac-
hes.

The homepage of EAK
(http://www.avahoolduskeskus.ee/) is very infor-
mative, giving a lot of information about EAK and
its services.

The most popular channel of information for
clients has proven to be the “information wall”,
which includes the most important information
for the clients coming to the center.

For home care clients the “customer package"
(which is added to the client contract and brought
to each home) is the most important piece of in-
formation.

For staff, there are regular personnel meetings.
For informing wider publicity, various articles
have been publicized f.e in the local newspapers.

The criterion is met, but for better communica-
tion, it would be good to issue also brochures, as
an alternative media of communication, besides
the home page and the information wall, that can
be distributed in medical institutions etc.

Kriteerium on tididetud, kuid alternatiivse
kommunikatsiooni vahendina kodulehele
jaseinalehele oleks hea vilja anda infobro-
Siilire, mida jagada meditsiiniasutustes
jne.
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Stakeholders are aware of the services of EAK,
which was verified implemented through inter-
views with persons served, staff and partners.

5. The social service provider management establishes and documents an annual

planning and review process.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The annual planning and review process is inte-
grated into the management process of the orga-
nization. The planning procedure is described in
the quality manual. The process is reviewed regu-
larly.

The results of the annual plans are summarized in
the annual activity reports.

The criterion is met, but as for future, a develop-
ment would be to lay down the annual planning
procedure more precisely, especially the revie-
wing part of it.

Kriteerium on tididetud, kuid tuleviku
arendusena on soovitatav aastase planee-
rimise protseduuri iiksikasjalikumalt kir-
jeldada, eriti plaani iilevaatamisega seon-
duvat osa.

6. The plan includes:
e annual outcomes / targets

e the activities to be undertaken in achieving the annual targets
e monitoring of the performance of the organisation in meeting its annual targets
time-scales and procedures for review and revision.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The annual planning process of EAK has a cyclic
character.

The annual work plan includes objectives, measu-
res and activities, tangible results and deadlines.

The annual action plans are developed and revie-
wed. For 2015 the plans included four main objec-
tives: the provision and development of quality
services; high-quality management of the organi-
zation; the activation of target groups and the ini-
tiation of new projects; the development of the
day care center.

The annual plans is reviewed once a year. The re-
view is summarized in the minutes of the mee-
tings and in the annual activity report.

The annual plan is accepted by the general manag-
ement and approved by the board of guardians.

The criterion is fulfilled, but it would be advisable
to add the information concerning monitoring the
performance of the organization in meeting its an-
nual targets in the annual plan.

Kriteerium on tiidetud, kuid on soovitatav
lisada informatsioon organisatsiooni tege-
vuse iillevaatamise kohta aasta eesmirkide
saavutamisel aastaplaani vormi.
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7. The social service provider demonstrates organization’s success in satisfying the

needs and expectations of the society.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK is active, when it comes to satisfying the
needs and expectations of the society and de-
monstrating social responsibility contributing to
the society.

The general manager of EAK has participated in
the meetings of Parnu City Government and stood
for the services for elderly and participated in the
development of the related legislation.

EAK organized a special week for the elderly in
2014. It has partnerships agreements with the ma-
jor organizations for the elderly (Parnu pensio-
ners' association, NGO Elulust), who use the pre-
mises of EAK and are involved in tight coopera-
tion.

8. The social service provider demonstrates organisation’s social responsibility
through activities contributing to the society.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has demonstrated social responsibility
through different activities contributing to the so-
ciety.

It has contract with Viru Prison to organize com-
munity service hours; contract with NGO PRKF
(choir festival); cooperation agreement with the
organization of elderly NGO Elulust, etc.

EAK has traineeship contracts with Parnumaa Vo-
cational Education Centre, Parnu College of the
University of Tartu and other educational estab-
lishments to organize students’ traineeship.
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9. The social service provider has a staff recruitment and retention policy that
promotes the selection of qualified personnel based on required knowledge, skills and

competences.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has committed and competent staff. The staff
is highly valued by the general manager.

Recruitment and selection procedure for person-
nel has been developed in cooperation with the
staff and is described in the staff policy. This also
includes the principles for equality and non-disc-
rimination.

All employees have individual job descriptions,
which include required knowledge, skills and
competences.

It appeared from the interviews with the person-
nel that they all are well aware of their roles, rights
and duties.

It also came out that the employees are well moti-
vated, like their jobs and are devoted to delivering
high quality service.

10. The social service provider operates in compliance with mandatory national
legislation, providing appropriate working conditions, adequate and agreed staff level
and staff ratio, and appropriate rewarding for staff and volunteers.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The documentation of EAK meets legal require-
ments and is reviewed to do this.

The staff level is tried to be kept at optimum and
this is reviewed also regularly.

Rules of the organization have been developed in
cooperation with the staff.

The working conditions are evaluated (risk asses-
sments are carried out by EAK staff) and neces-
sary action plans are drawn up and amendments
made.

The principles for showing recognition to employ-
ees are described in the staff policy. Employees
are given recognitions. Last year one of the emp-
loyees of EAK was given nationwide recognition
by the Estonian Association of Social Work.

As it appeared from the interviews, the work load
of the personnel has grown lately due to the
growth in the number of clients. In order to gua-
rantee the ongoing quality of the service delivered,
it might serve useful to recruit additional person-
nel (care takers and if possible also social worker).

Intervjuudest selgus, et seoses klientide
arvu tousuga on kasvanud tootajate
tookoormus. Teenuse kvaliteedi jatkuvaks
tagamiseks on soovitatav toole votta
taiendavat personali (hooldustootajad ja
sotsiaaltootaja).
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11. The social service provider trains all staff based on a plan for leaning and
development and evaluates the effectiveness of the training.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

Staff development and training needs are assessed
annually during the performance reviews of per-
sonnel.

Annual training plan is created, that includes in-
formation about the trainings (part of the annual
activity plan).

The staff of EAK is trained based on their needs.
Feedback on trainings is collected and analyzed by
the employees themselves and collectively by the
general manager.

12. The social service provider applies requirements for competence in the identified
roles and functions of staff and evaluates them on annual basis.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The competence requirements for employees are
described in their job descriptions and are revie-
wed annually.

Annual performance reviews are conducted with
the staff members, during which their competen-
ces are assessed and training needs discussed.

Also annually feedback on motivation and satis-
faction is collected.

13. The social service provider recognizes the staff as a resource for feedback on
organizational performance, service development and staff development

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The involvement of staff in the planning and eva-
luation of services is described in the quality ma-
nual and staff policy.

EAK recognizes staff as a useful tool for gaining
information. It has regular staff meetings and per-
formance reviews.
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All staff members have mobile phones to be able
to contact each other and the administration in
time.

Feedback from staff is used in the annual planning
procedure.

14. The social service provider has mechanisms in place to enhance satisfaction and
motivation of staff

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

Staff evaluations, staff questionnaires and emplo-
yees’ surveys are used to gain feedback on satis-
faction and motivation. Summary is given in the
annual activity report.

Mechanisms to provide recognition are described
in staff policy. They include both verbal and writ-
ten recognitions.

Special events for showing recognition are organi-
zed, f.e birthdays are celebrated.

15. The social service provider assures the rights of persons served outlined in a
Charter of Rights which is based on the EU Charter of Fundamental Rights, the
European Convention for the Protection of Human Rights and Fundamental Freedoms
of the Council of Europe and other international human rights conventions, especially
those elaborated under the United Nations.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

EAK has developed the rights and duties of per-
sons served, which conform to international hu-
man rights conventions.

The rights and duties are part of the service deli-
very contract.

They are introduced to persons served by care ta-
kers and are available to the clients at their homes
(part of the client package).

The persons served confirm their understanding
of the rights and duties by signing the service
contract.

The staff demonstrated their knowledge of the
rights and duties through the interviews.
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16. The social service provider informs the person served about his/her rights and
duties especially to equal treatment on grounds of age, disability, gender, race, religion
or belief and sexual orientation before receiving the services.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The rights and duties are introduced to persons
served by staff and are available to the clients at
their homes (part of client package).

The persons served confirm their understanding
of the rights and duties by signing the service
contract.

The clients demonstrated their knowledge of the
rights and duties through the interviews.

17. The social service provider has accessible complaint management system which
registers feedback on performance from persons served, purchasers and other

relevant stakeholders.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has developed a procedure for handling
complaints.

The various ways on complaining include sending
an e-mail, oral feedback, written complaint by
mail. There is a special box for collecting sugges-
tions and complaints.

If was verified during the interviews that the per-
sons served and other relevant stakeholders were
aware of the ways of submitting complaints.

All complaints are dealt with and answered by the
general manager. A summary of them is presented
in the annual report of EAK.

The complaint management system proves to be
transparent.
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18. The social service provider respects the fundamental right to self-determination of
the person served. They freely determine their political status and freely pursue their

economic, social and cultural development.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The self-determination supporting related prin-
ciples are described in the code of ethics of EAK
and in the clients’ rights and duties document.

Feedback is collected though clients’ surveys and
individual assessments.

It became evident through the interviews that the
staff supported the right to self-determination of
clients and that the persons served were handled
with respect.

19. The social service provider facilitates the person served in choosing and having
access to advocates and/or supporting persons.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

From the interviews with the staff it came out that
the clients were supervised about the possibility of
choosing and having access to advocates and/or
supporting persons.

The performance of EAK in facilitating persons
served in having access to advocates and/or sup-
porting persons was evaluated during the annual
clients’ satisfaction survey and reported in the an-
nual activity report of EAK.

The criterion is met, but the process of facilitating
the persons served in choosing and having access
to advocates and/or supporting persons in descri-
bed in the service delivery could be improved by
describing related activities in the quality manual
of EAK and disseminating more actively related
information using various communication media
to do this.

Kriteerium on tiidetud, kuid teenuse saaja
toetamise protsessi eestkostja ja/voi
tugiisiku leidmisel saaks tiiustada, kirjel-
dades vastavad tegevused EAK kvaliteedi
kidsiraamatus ning edastades aktiivsemalt
sellekohast informatsiooni, kasutades eri-
nevaid kommunikatsioonikanaleid.
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20. The social service provider defines and documents its policy on ethics that respects
and assures the dignity of the persons served, protects them from undue risk and

promotes social justice

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The code of ethics of EAK has been developed in
cooperation with the personnel of EAK. It is disc-
losed on the home page of the organization.

During the interviews the members of staff sho-
wed awareness about the related ethic principles.

The policy respects and assures the dignity of the
persons served, protects them from undue risk
and promotes social justice.

New staff members are introduced the ethical
principles.

21. The social service provider operates mechanisms which prevent the physical,

mental and financial abuse of users.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The code of ethics for the personnel of EAK has
been developed and made available to the staff.
Members of staff showed awareness about the re-
lated ethic principles.

The policy includes principles to prevent physical,
mental and financial abuse of persons served.

Also procedures for abuse prevention have been
developed.

The same principles are also reflected in the servi-
ce delivery process of EAK.

EAK evaluates its prevention activities, draws up
a summary and reflects the results in the annual
activity report.
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22, The social service provider provides services in a safe system of working within a
safe environment to ensure the physical security of persons served, their families and

caretakers.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK provides services in a safe system of working
within a safe environment. Risk assessments of
the work place have been conducted and related
action plans created.

Health and safety system and safe working proce-
dures for staff have been drawn up.

The physical security of persons served and emp-
loyees has been ensured through these activities.

The criterion is met and the risk analysis (health
and safety evaluation) has been conducted by the
trained staff of EAK. Even though it has been done
comprehensively, it could serve useful to conduct
this activity by an outside expert once in a while.

Kriteerium on tiidetud ning tookeskkonna
riskianaliiiisi viib lédbi EAK viljaoppe saa-
nud personal. Kuigi see on pohjalikult Léibi
viidud, voib aeg-ajalt osutuda kasulikuks
vastava to6 tellimine viliseksperdi poolt.

23. The social service provider defines, documents, monitors and evaluates a set of
principles, values and procedures that govern behaviour in service delivery containing
aspects of confidentiality, accuracy, privacy and integrity.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The principles, values and procedures in service
delivery are described in the quality manual and
code of ethics.

It was demonstrated through the interviews of
staff that they are aware of the ethical principles
related to their work.

24. The social service provider defines, documents, monitors and evaluates procedures
for assuring confidentiality of data regarding the persons served and the service

provided to them.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

There is a privacy policy regulating the processing
of personal data. The principles are overviewed
regularly.

It was demonstrated through the interviews of
staff that they are aware of the related principles.
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25. The social service provider defines the roles and responsibilities, authorities and
the interrelation of all personnel who manage, design, deliver, support and evaluate

the service provision to person served.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The necessary roles and responsibilities are desc-
ribed in the statue of EAK and job descriptions of
employees.

The related roles and responsibilities are presen-
ted in detail in the in the service delivery processes
of EAK (home care services procedures).

Relevant information is available also on the web
page of EAK.

26. The social service provider works in partnership with other organisations in the

provision of services.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK works closely with the medical, and social or-
ganizations, as well as organizations uniting el-
derly people, educational institutions etc. It has
made a list of its cooperation partners (available
on home page).

EAK has contracts with its financing body and
main cooperation partners.

With cooperation partners various projects and
activities are organized, which also serve the
needs and expectations of society.

EAK serves also as the training base for students,
mainly from Pirnumaa Vocational Education
Centre, Parnu College of Tartu University and Tal-
linn Health Care College.

EAK evaluates the cooperation related to the ser-
vices delivered by contract partners. F.e discus-
sions with partners.

An overview of the cooperation relations and acti-
vities is given in the annual activity report.
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27. The social service provider works in partnership with persons served, purchasers
and other stakeholders in the development of services.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

The persons served, purchasers and other stake-
holders are involved in the development of servi-
ces of EAK through meetings and surveys.

F,e in 2014 the survey was conducted among the
cooperation partners and financers, to gain feed-
back on their needs, expectations and satisfaction.

Feedback is asked both orally and in a written
form. F.e clients’ satisfaction survey was conduc-
ted in 2014.

The interviewed cooperation partners from Parnu
City Government and NGO Horisont showed high
appreciation to what EAK does.

28. The social service provider includes persons served as active participants in
planning and have set up appraisal made up of on-going of an on-going structured
dialogue process in the management of the service, including the definition of the
needs, the definition of the services, as well as of the evaluation of quality.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

The principles and procedures for the involve-
ment of persons served in the management and
development of the service are described in the
service delivery processes of EAK (home care de-
livery procedure). The topic is also covered in the
quality manual of EAK.

Clients are involved in the service planning, deli-
very and appraisal procedure.

As the clients are served at their homes, the care
takers have the role of talking to the persons ser-
ved and gathering their feedback.

The criterion was verified satisfied also through
exploring client work documentation and through
interviews with staff and clients.
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29. The social service provider institutes an annual evaluation of participation of
persons served both on individual and/or group basis.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

The principles for client participation are agreed
with the persons served. The clients’ rights to be
involved in the management and development of
the service are described in the home care delivery
procedure.

The principles and activities for client involve-
ment are reviewed annually and documented in
the minutes of meetings.

30. The social service provider operates specific instruments for users to improve their
personal empowerment and personal situation and that of their community.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

Empowerment of persons served is an integral
part of service delivery. Related activities were
evidenced in services’ delivery processes and also
came out from the interviews with staff and per-
sons served.

Empowerment is described in the quality manual
of EAK. The measures for empowering clients
have been developed together with the personnel
of EAK.

Annual activity report presents the results related
to empowering persons served.

The criterion was verified satisfied through explo-
ring client work documentation and through in-
terviews with staff and clients.

31. The social service provider operates specific mechanisms for establishing an
empowering environment.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

Empowerment of persons served is an integral
part of service delivery. Related activities were
evidenced in services’ delivery processes and also
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came out from the interviews with staff and per-
sons served.

EAK empowers clients to help them to gain cont-
rol over their lives, notices and recognizes clients’
aspirations, abilities and values.

The employees are trained about empowerment
and the subject is discussed during organization’s
meetings. The results of activities are disclosed in
the annual activity report of EAK.

32. The social service provider selects programmes which are based on a needs
assessment at the location which is most convenient for the person served, family and

care takers

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK has an overview of the needs of potential
clients (Parnu City development plan until 2025
covers the topic).

The more precise needs of the persons served have
been ascertained and are laid down in the indivi-
dual plans of the persons served.

EAK is located in a modern building, especially
designed for the elderly center. There is plenty of
space and an elevator to move with a wheel-chair.
Home care clients are visited at their homes,
which comes from the content of the service.

EAK is well accessible by car and also by public
transportation. On the home page of EAK a map
is presented showing the location of the center.

During the site visit it appeared, that the building
of EAK was not very well accessible by wheel-chair
(the main front door). It would be advisable to
find a way to change the door mechanism so it
could be well accessed by clients in wheel-chairs.

Kohapealse kiilastuse kiigus selgus, et
EAK hoone ei ole viga histi ligipaasetav
ratastoolides klientidele (peamine uks).
Oleks soovitatav leida voimalus ukse
mehhanismi vahetamiseks, et hoone oleks
paremini ligipdidsetav ka ratastoolis klien-
tidele.

33. The social service provider offers programmes consistent with the identified needs
of its customers and objectives for the programme.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK does tight cooperation with the funding body
and has ascertained the needs and expectations of
the Parnu City Government.

The needs of different stakeholders (organizations
of elderly people, Parnu City Government, family
members etc) have been discussed during mee-
tings and during daily cooperation (though e-
mails, telephone).

During the site visit it appeared that some home
care clients need daily service, which they receive
5 days a week at the moment (during business
days). To better response to the needs of these
clients it would be advisable to find a way to deli-
ver the home care services also during week-ends
and public holidays.
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The success and results of the existing services
have been determined and is described in annual
activity report.

The suggestions coming from the stakeholders are
taken seriously when developing the services of
EAK (f.e suggestions to use various medical acces-
sories while providing services; to create a cafete-
ria-type of meeting place for elderly in the premi-
ses of EAK etc).

Kohapealse kiilastuse kiigus selgus, et
moned koduhoolduse kliendid vajavad iga-
péevaselt teenust, kuid praegu osutatakse
teenust viiel pideval niadalas (t6Oopaevadel).
Selliste klientide vajadustele paremaks
vastamiseks on soovitatav leida viis
teenuse osutamiseks ka nidalavahetustel
jariigipiihadel.

34. The social service provider operates individual processes that are driven by the

needs of the person served.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The appraisal of persons served determines the
need for care and social services. The home care
service contracts specify the details.

Detailed information is documented in the
individual plans of the persons served, which was
verified by examples of client documentation seen
during the site visit.

The individual process is described in the service
delivery processes of EAK (home care procedure).

35. The social service provider documents the planning of services based on the
identification of individual needs and expectations of persons served in an Individual

Plan.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The clients’ individual needs and expectations are
written down in the individual action plans.

The individual action plans involve all the infor-
mation set by the criterion and are agreed by the
persons served.

This was verified by examples of client documen-
tation seen during the site visit.

Clients expressed high satisfaction about the ser-
vices during the interviews. They were aware of
their goals, expectations and activities that were
included in their plans.
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36. The social service provider identifies, documents, and maintains the key service
delivery processes to the persons served in line with its vision, mission statement and

quality policy.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The main service delivery processes of EAK are:
home care services, day care center services and
transportation service for disabled people.

The mentioned service delivery processes are des-
cribed in the quality manual and also on the home
page of EAK.

The main service delivery processes are in line
with EAK’s vision, mission and quality principles.

All processes are regularly reviewed.

The summary of home care service delivery pro-
cedure in the quality manual gives an overview of
the process partially, ending with the starting of
delivering the service. It would be advisable to add
information about the service delivery and ending
of service (as it stands in the detailed process
description).

Kvaliteedi kisiraamatus on esitatud kok-
kuvéote koduhoolduse teenusest annab osa-
lise iilevaate teenusest, l6ppedes teenusele
saamisega. Soovitatav oleks lisada infor-
matsioon ka teenuse osutamise ja 1opeta-
mise kohta (nagu on olemas vastavas de-
tailses teenuse kirjelduses).

37. The social service provider reviews this delivery process and maintains control

over the delivery of the service.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The main service delivery processes of EAK are re-
viewed periodically by self-assessment.

So far EQUASS test audits were also used to re-
view the procedures of EAK.

Regular meetings and reviews are conducted to
assure maintaining control over the delivery of
services.

The criterion is fulfilled today, but it would be ad-
visable to give more thought to the way of conduc-
ting internal audits in future, to get assurance
about the functioning of the processes.

Kriteerium on tididetud tinasel pieval,
kuid on soovitatav moéelda selle peale, kui-
das siseauditeerimist edaspidi korraldada,
et saada kindlustunnet protsesside toimi-
mise kohta.

38. The social service provider ensures that the person served can access a continuum
of services that span from early intervention to support and respond to changing

requirements over time.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK ensures that the persons served can access a
continuum of services as needs of persons served
are evaluated and described in individual action

It appeared that the individual plans are overvie-
wed in a period of once in three years or as the si-
tuation of the person served changes. The regular
assessment of an individual should take place at
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plans. According to the individual action plans,
necessary services are provided.

The continuation of service delivery is monitored
and evaluated regularly.

The auditor evidenced examples of individual
plans, minutes of meetings and reports.

least once a year, as the interval of three years is
too long period for the elderly patients.

Ilmnes, et individuaalsed tegevuskavad
vaadatakse iile perioodil kord kolme aasta
jooksul vo6i vajadusel sagedamini. Indivi-
duaalsete plaanide iilevaatus peaks toimu-
ma sagedusega viihemalt kord aastas, kui-
vord kord kolme aasta jooksul on eakate
teenuse saajate puhul liigpikk periood.

39. The social service provider develops a seamless continuum of services and reduces
barriers in a multi-disciplinary or multi-agency setting.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The criterion was verified fulfilled by also explo-
ring the client work documentation, where evi-
dence was found about multidisciplinary app-
roach.

The contracts with clients are open-ended and
reassessments are made to evaluate the changing
needs. As the need for care rises, additional servi-
ces are provided.

40. The social service provider operates services from a holistic approach based on the
needs and expectations of the person served with the aim of improving the quality of

life for the person served.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK uses client-centered holistic approach, which
is aimed to maintain and improve client’s quality
of life.

The quality of life initiative’s effectiveness is mea-
sured and reported in individual plans.

The criterion was verified fulfilled by also explo-
ring the client work documentation, where evi-
dence was found about measuring the quality of
life.
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41. The social service provider identifies the needed competences, skills and support
for staff to enhance the quality of life for person served.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

The necessary competences and skills are descri-
bed in job descriptions of EAK. These are evalua-
ted annually during employees’ performance eva-
luations.

Trainings are provided to employees, which was
evidenced by training plans of EAK and came out
from interviews.

42. The social service provider identifies its business results and provides formal
periodic and independent review and procedures to achieve the targeted results.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

EAK measures its performance against its goals.

Results are reported in annual activity report,
which is disclosed on the web page of EAK.

External reviews are made by Parnu City Govern-
ment and other state agencies.

43. The social service provider identifies and registers the outcomes and benefits for
person served of the receive services on individual and collective basis.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

EAK gathers and documents information regar-
ding results of providing services (both on indi-
vidual and collective basis).

Added value is discussed during making annual
summaries.

Information on the outcomes and benefits for per-
son served are available in individual reports and
a summary is presented also in the annual activity
report of EAK, which is disclosed on the home pa-
ge of the organization.
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44. The social service provider evaluates its business results in order to determine best
value for purchasers and funders (‘best value’ can also be expressed in relation to the
increased quality of life offered to the person being served).

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

EAK evaluates the results and added value of its
work during regular staff meetings and through
clients’ and other stakeholders’ surveys.

Related information is also reflected in the indivi-
dual plans and summarized in the annual activity
report.

45. The social service provider evaluates the individual and collective satisfaction of
persons served and other stakeholders by internal and/or external evaluation.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

EAK organizes surveys to receive feedback from
the persons served and their families.

Also the satisfaction of other stakeholders is eva-
luated by using different means like meetings,
questionnaires etc.

Feedback is disclosed on the home page of EAK.

46. The social service provider provides accessible and easily understandable records
on outcome, including personal perception and achievements

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths Improvement & developments

The records on outcome are communicated to sta-
keholders (via e-mail), staff (through meetings)
and persons served (meetings).

Annual activity reports include personal percep-
tions and achievements. The individual and col-
lective accomplishments have been presented
there with examples.

Annual activity reports are disclosed on the home
page of EAK.
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47. The social service provider actively disseminates organization performance among
its staff, service users and external stakeholders.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

EAK reports its performance to funding body,
staff and service users.

Related information is also available on the home
page of EAK.

Information is disseminated through home page,
e-mail, meetings.

48. The social service provider has a standard procedure for continuous improvement

on the basis of an improvement cycle.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

The PDCA cycle is used and described in the an-
nual planning procedure of EAK. Annual plans are
drawn up and are reviewed.

All the process and activities are reviewed regu-
larly.

The results and performance of EAK is measured
and described in annual activity reports.

Quality improvement plans are documented. For
EAK preparing for EQUASS has been a great imp-
rovement itself.

The criterion is met, but the wording of improve-
ment procedure in the quality manual of EAK has
room for development. It should be made clearer,
what is the difference between action plan, impro-
vement activities and innovation projects.

Kriteerium on tiidetud, kuid parenduste-
gevuste protsessi kirjeldamise sonastuses
kvaliteedi kisiraamatus on arenguruumi.
Tuleks selgemalt viilja tuua, mis vahe on te-
gevuskaval parendusprojektidel ja inno-
vatsiooniprojektidel.

49. The social service provider identifies performance indicators for measuring the

results of the improvement actions.

Remark from the auditor: The services of the social service providers meet this criterion of the

EQUASS Assurance certification program

Strengths

Improvement & developments

Improvement actions are documented, they inclu-
de objectives and respective performance goals.

This was verified through inspecting examples du-
ring site visit.
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50. The service provider introduces and manages innovative ways of working that have
been identified based on the needs of stakeholders.

Remark from the auditor: The services of the social service providers meet this criterion of the
EQUASS Assurance certification program

Strengths

Improvement & developments

rious activities.

mented.

EAK finds ways of being innovative, taking into
account the needs and expectations of stakehol-
ders. EAK participates in different projects with
its cooperation partners. F.e Social Inclusion pro-
ject for using elderly people as volunteers in va-

All related information was verified to be docu-

4. Agreed additional development / improvements

The applicant decided on the following improvement actions and/or additional development for the

period of two years:

Short description of the actions

(including SMART objectives)

1. criterion 2

Create and lay down the long-term goals and plans of EAK in the organiza-
tion’s own development plan.

Koostada ja kirja panna asutuse strateegilised eesmirgid ja plaa-
nid asutuse enda arengukavas.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

2. criterion 4

Issue brochures for better communication about the services of EAK.

Anda vilja infobrosSiiiire paremaks teavitamiseks asutuse teenus-
te kohta.

Person responsible / vastutaja: general manager

Due date / tihtaeg: June 2017

3. criterion 5 and 6

Improvements in annual planning:

- Lay down the annual planning procedure more precisely, especially the
reviewing part of it;

- Add the information concerning monitoring the performance of the
organisation in meeting its annual targets in the annual plan.

Parendusvoimalused aastases planeerimises:

- kirjeldada iiksikasjalikumalt aastase planeerimise protseduu-
ri, eriti plaani lilevaatamisega seonduvat osa;

- lisada informatsioon organisatsiooni tegevuse iilevaatamise
kohta aasta eesmiirkide saavutamisel aastaplaani vormi.
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Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

4. criterion 10

Recruit additional personnel (care takers and if possible also social worker)
to maintain the quality of service and workload at optimum.

Votta toole tiaiendavat personali (hooldustootajad ja voimaluse
korral ka sotsiaaltootaja), et sidilitada teenuse kvaliteet ning opti-
maalne tookoormus.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

5. criterion 19

Describe the process of facilitating the persons served in choosing and
having access to advocates and/or supporting persons in the quality manual
and disseminate more actively related information.

Kirjeldada teenuse saaja toetamise protsess eestkostja ja/voi tu-
giisiku leidmisel kvaliteedi kiisiraamatus ning levitada aktiivse-
malt teemakohast informatsiooni.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

6. criterion 22

Conduct the risk analysis (health and safety evaluation) by an outside expert
once in a while.

Tellida aeg-ajalt tookeskkonna riskianaliiiisi 1abiviima viliseks-
pert.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

7. criterion 32

Change the door mechanism of the EAK front entrance so tht it could be well
accessed by clients in wheel-chairs.

Vahetada EAK esiukse mehhanism, et hoone oleks holpsasti ligi-
piisetav ka ratastoolis klientidele.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

8. criterion 33

During the site visit it appeared that some home care clients need daily
service, which they receive 5 days a week at the moment (during business
days). To better response to the needs of these client it would be advisable to
find a way to deliver the home care services also during the week-end and
public holidays.

Kohapealse kiilastuse kiigus selgus, et moned koduhoolduse
kliendid vajavad igapievaselt teenust, kuid praegu osutatakse
teenust viiel piaeval nidalas (toopidevadel). Selliste klientide vaja-
dustele paremaks vastamiseks on soovitatav leida viis teenuse
osutamiseks ka nidalavahetusel.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017
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7. criterion 36

The summary of home care service delivery procedure in the quality manual
gives an overview of the process partially, ending with the starting of
delivering the service. It would be advisable to add information about the
service delivery and ending of service (as it stands in the detailed process
description).

Kvaliteedi kiasiraamatus on esitatud kokkuvote koduhoolduse
teenusest annab osalise iilevaate teenusest, lo6ppedes teenusele
saamisega. Soovitatav oleks lisada informatsioon ka teenuse osu-
tamise ja lopetamise kohta (nagu on olemas vastavas detailses
teenuse kirjelduses).

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

8. criterion 37

The criterion is fulfilled today, but it would be advisable to give more thought
to the way of conducting internal audits in future, to get assurance about the
functioning of the processes.

Kriteerium on tididetud tinasel péieval, kuid on soovitatav méelda
selle peale, kuidas siseauditeerimist edaspidi korraldada, et saa-
da kindlustunnet protsesside toimimise kohta.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

9. criterion 38

It appeared that the individual plans are overviewed in a period of once in
three years or as the situation of the person served changes. The regular
assessment of an individual should take place at least once a year, as the
interval of three years is too long period for the elderly patients.

Ilmnes, et individuaalsed tegevuskavad vaadatakse iile perioodil
kord kolme aasta jooksul voi vajadusel sagedamini. Indivi-
duaalsete plaanide iilevaatus peaks toimuma vihemalt kord aas-
tas, kuivord kord kolme aasta jooksul on eakate teenuse saajate
puhul liigpikk periood.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017

10. criterion 48

The criterion is met, but the wording of improvement procedure in the
quality manual of EAK has room for development. It should be made clearer,
what is the difference between action plan, improvement activities and
innovation projects.

Kriteerium on tiidetud, kuid parendustegevuste protsessi kirjel-
damise sonastuses kvaliteedi kisiraamatus on arenguruumi. Tu-
leks selgemalt viilja tuua, mis vahe on tegevuskaval parenduspro-
jektidel ja innovatsiooniprojektidel.

Person responsible / vastutaja: general manager

Due date / tdhtaeg: June 2017
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5. Closing remarks

The Day Care Centre for Elderly people is a social welfare institution of Parnu City, what organizers
home care services and supporting services (transport, laundry, bath) for elderly and disabled peo-
ple, different activities (gymnastic, singing, handicraft etc) and concerts, meetings, dances etc in
Day Care Centre.

The mission of EAK is to help the elderly or those adults temporarily in need of help to cope with
their lives in familiar surroundings - at home. EAK creates possibilities for comprehensive active
life and aging being active at the same time. The number of staff is 29 persons at the moment of
which 20 are care takers.

The center is located in Parnu, in Metsa Street, where it functions in a building especially designed
for the elderly center, buil in 2011. The center shares its rooms with the organizations uniting el-
derly people. The organization has near 200 home care clients at the moment, over 400 people can
use its transportation service and over 40 different hobby groups meet in the center.

Over three years the center has been managed by the new general manager, who has created a sig-
nificant qualitative change to the institution's development through her dynamic activity. Prepara-
tions for EQUASS quality system began a few years ago. Previously, there was no integrated mana-
gement system, the documentation was incomplete and, for example, the web page did not exist at
all. On the one hand, the checks done by the Piarnu City Government helped to point out the defi-
ciencies in the activities of the organization. As a result the management of the organization was
improved, as well as the provision of the service. On the other hand, the implementation of the
quality system has brought about a major change to the organization.

The whole personnel has collectively contributed to the preparations for the implementation of the
quality system. Jointly and by involving the staff the principles of quality and service standards
were developed. Joint discussions and cooperation has brought staff members closer to each other
and created a similar understanding of the goals of the organization and the principles of service
delivery. The entire staff was thinking along and took co-responsibility for the development of ser-
vice quality.

EQUASS quality system preparations brought along the revision of work arrangement, common
objectives and targets were agreed upon and, new policies and guidance was created, etc.

Today, the EAK center is reputable and well-known welfare agency in Parnu. The services offered
are of high quality and needed on the opinion of both — the customers and partners. The center has
systematic approach to planning and doing the work, proper documentation and document mana-
gement system, a well-functioning and informative website, contented, and hard-working staff, a
close collaboration between the city government and other partners, as well as a general manager
acting as a leader, who is respected by the staff. The general manager is described as the kind of
person who is open minded and warmhearted, wants to constantly learn and evolve, pleasant per-
sonality, valuing and protecting the rights of the employees, always willing to act and full of energy.

Customers are satisfied with the services offered by the staff and the care and support provided to
them. According to the clients, the offered services resolve all their troubles, and they are treated
with respect by staff. Care takers gained warm praise from customers and the service quality was
highly appreciated. Employees are trained and rewarded to the extent possible. Employees expres-
sed their satisfaction with the employer and particularly they were very much keen on their work.

The auditor experienced on site that the social service provider EAK performs in compliance with
the EQUASS Assurance criteria. The interviewed representatives of partners, financing bodies,
employees of EAK and persons served confirmed this, which was reflected in their satisfaction.
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The whole staff was kind and cooperative in introducing the work of EAK, finding necessary evi-
dential materials and sharing information about fulfilling EQUASS criteria.

For the period of following two years, some improvement actions were agreed that are brought out
in part 4 of the audit report. An overview of suggestions for improvement that are mentioned under
the specific criteria is given as well in part 3.

The improvement areas included the following topics: creating a development plan for the organi-
zation, issuing brochures about the services of EAK, more frequent review of the annual plan and
documenting more precisely about the monitoring of the progress; recruiting additional personnel,
describing some procedures in more detail in the quality manual, conducting risk analysis by an
outside expert, making the center better accessible by wheel-chair, offering services at week-ends
and public holidays, improving the system of internal auditing, more frequently overviewing and
assessing the individual plans.

After verification of the indicators by reviewing documentation, conducting interviews and perfor-
ming site visit, the auditor was confirmed that the criteria for quality assurance of the European
Quality for Social services were fulfilled. The auditor was convinced that EAK is devoted to quality
assurance and improvement in its work and delivers quality services.

*K*

Eakate Avahoolduskeskus on Parnu Linnavalitsuse hallatav hoolekandeasutus, mis pakub kodu-
hooldusteenust ja seda toetavaid teenuseid (transporditeenus, pesu pesemine, saunateenus) Parnu
linnas elavale eakale voi ajutiselt korvalabi vajavale taiskasvanule, voimalusi keskuses eakatele mit-
mekesiseks huvitegevuseks ja vaba aja veetmiseks (voimlemine, laulmine, kasit6o) ja kontserte,
kohtumisi, tantsimist jne paevakeskuses.

Asutuse missiooniks on aidata Parnu linnas vihenenud toimetulekuvoimega eakal voi ajutiselt kor-
valabi vajaval tdiskasvanud inimesel véimalikult paremini iseseisvalt talle harjumusparases kesk-
konnas — kodus - toime tulla, luua igakiilgsed voimalused aktiivseks eluks ja tegusaks vananemi-
seks. Asutuses to6tab 29 inimest, kellest 20 on hooldusto6tajad.

Eakate Avahoolduskeskus asub Parnus Metsa tdnaval, kus ta tegutseb spetsiaalselt keskuse hoo-
neks ehitatud ruumides alates 2011. aastast. Asutus jagab ruume eakate organisatsioonidega. Ava-
hoolduskeskusel on hetkel ligi 200 koduhooldusklienti, iile 400 inimese omavad Gigust kasutada
asutuse transporditeenust ja keskuses kiib koos iile 40 erineva huvi ning harrastusgrupi.

Ule kolme aasta on asutust juhtinud uus juhataja, kes on libi oma jéulise tegevuse loonud olulise
kvalitatiivse muudatuse asutuse arengus. EQUASSi kvaliteedisiisteemi ettevalmistused algasid mo-
ned aastad tagasi. Varasemalt ei olnud asutuses kasutusel terviklikku juhtimissiisteemi, dokumen-
tatsioon oli puudulik ning niiteks kodulehte ei olnud iildse olemas. Uhest kiiljest aitas asutuse kit-
sakohtadele tdhelepanu poorata Parnu Linnavalitsuse poolne jiarelevalve, mille tulemusena asuti
parandama nii juhtimist kui ka teenuse sisulist osutamist. Teisest kiiljest on suure muudatuse asu-
tuse tegevusse kaasa toonud kvaliteedisiisteemi rakendama hakkamine.

Asutuse terve kollektiiv on oma panuse andnud kvaliteedisiisteemi rakendamise ettevalmistusteks.
Uhiselt ja to6tajaid kaasates on vilja tootatud kvaliteedipohimétted ja teenuse osutamise standar-
did. Uhised arutelud ja koostd on lihendanud personali ning loonud sarnase arusaama asutuse
eesmarkidest ja tookordadest. Kogu tootajaskond motles kaasa ja vottis kaasvastutuse teenuse kva-
liteedi tostmiseks.

EQUASS:I kvaliteedisiisteemi ettevalmistus t6i kaasa asutuse tookorralduse timbervaatamise, lepiti
kokku iihised eesmargid ja sihid, loodi uued to6korrad ja juhised jne.
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Tanaseks paevaks on Eakate Avahoolduskeskus hea mainega ja tuntud hoolekandeasutus Parnu
linnas. Pakutavad teenused on vajalikud ja kvaliteetsed nii klientide kui ka koost66partnerite ja
rahastajate hinnangul. Asutusel on siisteemne ldhenemine t66 planeerimisele ja tegemisele, kor-
rekine dokumentatsioon ja dokumendihaldussiisteem, histi toimiv ja informatiivne koduleht, ra-
hulolev ja tookas personal, tihe koostoo linnavalituse ja muude partneritega ning eestvedajast kaa-
sav juht, keda tootajad austavad. Juhti kirjeldatakse kui sellist, kes on avatud ja siidamlik, tahab
pidevalt oppida ja areneda, meeldiv isiksus ja avatud suhtleja toGtajad vaartustav ja nende Gigusi
kaitsev ning suure tegutsemistahte ja energiaga.

Asutuse kliendid on rahulolevad pakutavate teenustega ning hooldustoo6tajate poolt pakutava soo-
juse ja toega. Teenuse saajate sonul saavad koik nende mured lahendatud ning neid koheldakse
austusega. Tootajad palvisid klientide poolt soojasid kiidusonu ning teenuse osutamise kvaliteeti
hinnati korgelt. To6tajaid koolitatakse ja tunnustatakse voimaluste piires. T66tajad viljendasid ra-
hulolu oma t66andajaga ning eelkoige oli neile hingelahedane nende poolt tehtav t60.

Kohapeal koges audiitor, et sotsiaalteenuse osutaja EAK tegutseb vastavuses EQUASS Assurance
kriteeriumitega. Intervjuud huvigruppide ja rahastajate esindajatega, EAK tootajatega ja teenuse
saajatega samuti kinnitasid seda, mis viljendus nende rahulolus.

Kogu asutuse tootajaskond oli lahke ja koosttoaldis EAK t66 tutvustamisel, vajaliku tdendusma-
terjali leidmisel ning informatsiooni jagamisel EQUASS-i kriteeriumite tditmise kohta.

Jiargnevaks kaheks aastaks lepiti kokku moned parendustegevused, mis on vilja toodud aruande 4-
ndas osas. Ulevaade parendussoovitustest konkreetsete kriteeriumite 16ikes on esitatud ka aruande
3-ndas osas.

Parendusvaldkonnad holmasid jargmist: organisatsioonile arengukava loomine, EAK teenuse koh-
ta brosiiiiride tegemine, iga-aastase tegevuskava sagedasem ldbivaatamine ja iilevaatuste tulemuste
tidpsem dokumenteerimine; tdiendava personali varbamine, moningate protseduuride tapsem kir-
jeldamine kvaliteedi kisiraamatus, riskianaliiiisi labiviimine valiseksperdi poolt, keskuse paremini
sissepddsetavamaks muutmine ratastooliga, teenuste pakkumine nidalavahetustel ja riigipiihadel,
siseauditi siisteemi parendamine, sagedasem individuaalsete plaanide iilevaatamine ja hindamine.

Parast indikaatoritele vastamise toendamist, tutvudes dokumentatsiooniga ning viies labi interv-
juud, oli audiitor veendunud, et kriteeriumid Euroopa kvaliteedimérgi jaoks sotsiaalteenustes on
tdidetud. Audiitor sai veendumuse, et EAK on piihendunud oma t66s kvaliteedi tagamisele ja taius-
tamisele ning osutab kvaliteetseid teenuseid.

Tallinn, 10.06.2015

Mariliis Mannik-Sepp
EQUASSI auditor / EQUASS auditor
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Lisa 3 EAK 2015 personali arendus- ja
koolitusplaan.

Koolitusplaan on koostatud koolitusvajaduse hindamisest tulenevalt ja asutuse eelarvelisi
voimalusi arvestades.

Valdkond Teema Toimu- | Toimu- Osaleja (-d) Libiviija Maksumus
mise aeg | mise
koht
I To6ohutus ja Tootervishoiu ja t66- | Mai Parnu Tookeskkonna Juunika 170,00
tootervishoid ohutuse alane koolitus volinik Koolitused
Kodu tuleohutuskoo- | Juuni Pirnu Hooldusto6tajad | Padsteamet Tasuta
litus
IT Hooldustoo Eakate aktiviseerimi- | Nov. Pirnu K&ik tootajad Juhataja Tasuta
ne vabatahtliku tege-
vuse kaudu (EL pro-
jekt)
Maitse- ja ravimtai- | Juuli Audru Hooldusto6tajad | Tamme talu | 110,00
med tootajad
111 Arendus EAK hetkeolukorra | Sept. Pérnu Koik tootajad Juhataja Tasuta
kaardistamine ja
SWOT analiiiis
v Tootajate  motiveeri- | August Harju Juhataja Astangu Tasuta
Kvaliteedikultuur | mine ja kaasamine maakond
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