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Questions and 
Presumptions 

General description Specification 

 
 
Q 1  
Examples of best 
practices 
 
 
 

meetings with user 
organisations 

Since this year they use hearings- planned 
systematic meetings with user organisations. 
Main aim is to get more feedback from the 
patients/ users when selecting their 
supervisory activities. To ask them what they 
think which are the most risky areas that 
they should look at. 

Q1 
Example of less 
successful  
practices  
 
 

Communication with 
patients via 
Complaint handling. 
User platforms. 

Patients are very aware of their rights and 
very emotional when they contact the 
inspectorate and it takes time before they 
understand what has been done.  
User platforms are not been widely used. 

Q1 
What do they 
have to share  
 
 

First phase of 
involving patients 
more in their 
supervisory activities. 

User involvement is a part of their new 
supervisory plan and they just started with 
the hearings –meetings with user 
organisations.  
Their experience says to pay extra attention 
also to those institutions for which they do 
not receive any complaints or feedback.  

Q2 
 
Changes 
compared to 
2013 
 

Then it was only 
complaints and now 
they want to 
highlight also the  
user participation  

First steps are being made (see previous 
answers) 

Q3 What do they 
want to learn 
from others 

Best practices -Top 10 best practices what others do. In 
Finland they are not advanced in measuring 
the quality of the user feedback.  
-How do handle users answers.  
-How to give voice to those users, who 
cannot talk for themselves i.e. organisations 
with learning disabilities.  
- who to ask /listen? In Finland dilemma with 
NGO’s who are at the same time patient 
representatives and service providers. 
- input and influence of social media 



 
 

 
The following presumptions are to be used in the interviews to discuss with the 
interviewees the possible focus of the EPSO working group on one or more of these 
topics / dimensions.   
 

 
Presumption a 
What is the aimed  
and hoped effect  
 

To get information 
before the serious 
problems occur. 

-gives extra information; 
- of serious problems they will hear anyway, 
but they hope more to get info about quality 
issues and first signs, where the risks are; 
-they consider important what patients (not 
only – also users in social care) find, but of 
course they have other tasks to fill and they 
cannot really concentrate on that. 
-cooperation with third parties is a link 
between inspectorates and patients. 
 

Presumption b  
How do you use/ 
analyse the 
information you 
get  
 
 

They use the 
statistics, but no 
systematic way to 
analyse 

-they do not rank and they do not have 
separate system, but they find it important 
that all the users can share and compare. So 
there is plans for a new platform and 
proposition to new legislation, so that users 
could choose the services they use. And to 
do that they need to compare the services. 
-For them also no feedback or no complaints 
from the institutions are an alarming signal – 
be aware of the quiet ones as usually there 
can be things going bad (especially in elderly 
care and in handicap services, where people 
cannot express themselves fully). 

Presumption c 
What is the effect 
and outcome  
 
 
 

To get a wide picture - To get new information, which you 
won’t get from staff and from 
indicators; 

- Yes, looking through the eyes of 
patient; 

- Capture is not really a problem; 
- Their inspectors get special training 

and to be professional inspectors; 
- Yes, it increases their accountability. 

Presumption d  
Why and when do 
users co-operate 
best  

Depends on many 
factors, but they do 
not have beside 
complaints any direct 
contact with users 

- Motivating facts; 
- They are very well aware of their 

rights. 

Presumption e 
Why and when 
are users not co-
operative 

No trust - Yes, afraid of repercussions and in 
anonymity; 

- Age and cultural differences with the 
inspectors.  



 
 

Finland : 
Preferred focus  
of the EPSO 
working group on 
one or more 
topics / 
dimensions.  
 

 -Best practices 
-how to choose who and when to listen, so it 
will have best input for their supervisory task 
- how to use the user voice as alarming sign 
to find out where the risks are  

 
 

  

 


