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Questions and 
Presumptions 

General description Specification 

 
 
Q 1  
Examples of best 
practices 
 
 
 

Patient involvement is high on the 
agenda – growing interest.  

Trying in a pilot a new system with 
patient satisfactory surveys. The patient 
will answer the questionnaire on site. 
They can also leave an email address if 
they have an interest in participating in 
improvement of health care projects. 
The aim is to use these types of surveys 
systematically for improvement work in 
health care. The results can also be used 
as a part of collecting data before 
supervision, to discuss improvement 
plans with care givers and later do follow 
up supervision. 
 
Interviews with staff and management, 
but not patients yet. 
 
Patient and staff call the agency with 
complaints.  
 
 
 
 

Q1 
Example of less 
successful  
practices  
 
 

 Lack of patient perspective the resent 
years especially during the financial 
crises.  
 
 

Q1 
What do they 
have to share  
 
 

 Se above 

Q2 
 
Changes 

 A strengthen patient perspective. 
Research supports the trend. 



 
 

compared to 
2013 
 

Q3 What do they 
want to learn 
from others 

 How patient involvement is promoted in 
other countries 

Other 
information 

  
The goal is to use survey systematically in 
health care to support improvement. 
 
Find ways to routinely involve patient in 
supervision. 
 
 
 
 
 
 
 

 
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 focus health care toward the needs of the patient.  
Raise the level of quality and safety. 

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

 Encouraging care givers to use the result of the survey in 
the quality improvement work.  
In supervision ask what they have done in order to 
improve for patients. Follow up! 

Presumption c 
What is the effect 
and outcome  
 
 
 

 SE Q1 

Presumption d  
Why and when do 
users co-operate 
best  

 When they can trust the person and organisation. 
“tell something confidentially” 

Presumption e    



 
 

Why and when 
are users not co-
operative  

 When they are afraid of consequences for themselves or 
relatives/ others close to them. 
 
 

Other information 
 

 It is important to empower patients to speak up – and 
the staff to listen. Iceland has used the “Speak Up” 
program from the Joint Commission in the US. 
 
Well informed patients are less subject of paternalism. 
 

There is no national organisation for supervision of 
social services in Iceland. A special organisation provides 
supervision with child welfare (Government Agency for 
Child Protection). Other social services are only subject 
to internal supervision. 

There are many groups with weak voices that are not 
heard within social services. 
 
 
 

 


