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1. About quality

The issue of quality in social service provision experienced increasing interest. There are a lot of different approaches,
which have a lot of different motivations: increasing quality for the sake of the clients, increasing efficiency and effec-
tiveness, increasing transparency of services,...

What we don’t want to discuss are these different motivations. In fact the discussion of quality has been entered a few
years ago and in most cases reached in a top-down process the operative level (the behaviour of the professionals wor-
king with people with disability).

And this is exactly, what Egm-pd is about: There are hardly any attempts existing to describe and define quality criteria
for the concrete behaviour of a professional working with people with disability in different settings.

With a mix of different actors in the area of working with people with disability (Styrian provincial government; IBAN Austria
— a lobby for disabled employees; service providers as Lebenshilfe Graz und Umgebung, Voitsberg; umbrella organisati-
ons of people with disability (as Aozpo in Slovakia); research- and trainings-establishments;...) we try to assure that all
relevant actors take part in developing quality criteria and indicators.

Beneficiaries are on the one hand the professionals (using the instrument they are able to assess the quality of their own
work and with the curriculum they have the possibility to become their own quality-manager) and on the other hand the
people with disability themselves (using the instrument, they are able to assess the quality of the services they are taking

up.)
Which concept of quality is this project based on?
a) Observability of concrete behaviour as quality indicator

This concept tries to define quality in concrete observable behaviour of the professional working with a person with dis-
ability. This has proofed to be very difficult. There is a tendency to define quality in terms which are highly abstract and
difficult to operationalise.

Critical readers may say that there are still a lot of abstract terms in our instrument. This is true, but at least in some cases
intended: e.g.: When it says “| create a friendly environment” (item of the service domain) the term “friendly” of course is
rather abstract. But this also allows an individual examination of what the client needs (what he/she regards as a friend-
ly environment).

That means that in the concrete work with people with disability the egm-pd instrument offers also the possibility or even
necessity for an intensive dialogue.

b) Dialogue and Participation:

This dialogue is wanted and even claimed: The instrument can not measure an “objective reality of assistance”, it offers
the possibility to examine — with clients and colleagues — own concepts, perceptions and hypothesis.

Because of the internationality and the heterogeneity of the partners the instrument also offers the possibility to “look over
the fence”: “In which direction should processes of change lead us?”

This is also possible because of the fact, that for the first time people with disability themselves are able to describe the
quality of the service they are consuming.

In the development of the indicators and the items we tried to reach maximum participation of people with disability. We
included several feedback loops to check relevance and comprehensibility of the items.
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c) Quality as continued process of approximation

Quality cannot be seen as something static. Quality needs the motivation of all involved persons to at least stay on a high
level, if not even increase.

This is also true for the egm-pd instrument. Of course we know, that some items could be expressed in a better way, or
that we could have emphasized this or that aspect.

Especially our scientific evaluator often had constructive suggestions.

We consider our product as an approach to the issue, knowing that we will in the frame of the ongoing project have the
possibility to further adapt it.

We want to stress that the quality of the service provision is not so much depending on questionnaires and instruments,
certificates and curricula, but on the concrete dialogue with all actors: the clients, the organisations, the financing bodies
and the research institutions.
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2. About the target group

Can it be expected that one quality instrument is able to describe and measure such different activities as the support for
visually handicapped persons in the context of a mobility training, the consultation by an assistant at the working place,
the joint design of leisure time activities in the context of leisure time assistance for people with learning disabilities or assi-
stance in the context of assisted living for a wheelchair-bound person?

The answer can neither be a definite yes nor a clear no. On the one hand, the needs of handicapped persons appear to
require different kinds of assistance — dependent on their disabilities. On the other hand, it can be assumed for purposes
of communication that assistance services can be described by using super-ordinate categories: This pertains

e to information on offers,

¢ t0 the possibility to choose between alternatives,

¢ {0 enable decisions with respect to individual needs,
e ctc.

Finally we decided to design a measuring instrument and training modules for persons with only slight handicaps — also
considering the chance for clients to participate. There was consensus that persons with physical handicaps or with sen-
sual disabilities very likely need other kinds of assistance than persons with a mild intellectual disability (especially with
respect to freedom from barriers, mobility or technical devices). In addition, usual assistance services (living assistance,
leisure time assistance, learning assistance) are directed to a high degree to persons with intellectual handicaps.

An exception is the group of employed persons, because from pragmatic reasons our project focused on working per-
sons with physical handicaps. Another reason is that most persons with mild intellectual disability are in occupational
therapy, even if their vocational integration is intended. This is the case especially in Austria. That is, with the exception
of the module “work” which focuses on (generally physically) handicapped persons in the working force, the main target
group of the project are “persons with mild intellectual disability”. The operational definition of the project is based on the
prevalent ICD-10 approaches (summarised).

Persons with a mild intellectual handicap can acquire the necessary linguistic competence belatedly but sufficiently well
to manage everyday life, as well as a normal conversation and a clinical interview. Most of these persons gain self-suffi-
ciency and independence with respect to practical domestic work — even if the pace of their development is sometimes
considerably slower than normal. The main difficulties arise during schooling, where many of them have special problems
with reading and writing. Persons with mild intellectual disability are helped most through a type of training in which their
skills are developed further and their deficits are compensated. Most of them can be integrated in a type of work which
requires practical rather than theoretical competences, including unskilled and semi-skilled manual labour. A mild intellec-
tual disability can be diagnosed by means of standardised intelligence tests (IQ within 50 to 69).

This is by no means a homogenous group of people: many of them are able to live by themselves in assisted types of
living, mostly find work in day cares and — dependent on the assistance offered — pursue their interests with respect to
sports, leisure activities, educational opportunities or in their social networks.

The label “mild intellectual disability” is not intended to categorise or stigmatise persons. In fact, these are persons who
use specific assistance services at a certain point of time in their lives. However most of these people commonly are
assigned the attribute “mild intellectual disability”. However, the focus is on the human being with his or her needs, whe-
reas the attribute is of secondary importance in our view.

The intensive discussion within the EQM-PD working group made it clear that the articulation of need is closely related to
the existence of service offers.
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[t seems important to refrain from comparisons between different partners, because different socio-political and socio-
cultural developments lead to different resources as well as offers with respect to assistance services for handicapped
persons (especially in the new member states of the EU). We want to take account of these differences but at the same
time we want to develop shared future perspectives of tangible quality.

Besides this, we are also concerned about employed handicapped persons, as it is in the nature of our partnership. As
a result, our primary target group is heterogeneous indeed:

e Persons with physical handicaps in the context of the module “work”
e Persons with mild intellectual disability in the context of the modules “living assistance, leisure time assistance,
assistance through counselling, assistance in initial and further training - education”

EQM-PD is a pilot project with innovative character. It provides the opportunity to measure quality on a concrete level also
from the perspective of the target group and to train skilled employees in quality management.

As pilot project EQM-PD has also experimental character. We are working at the transferability of its results — e.g. for per-
sons with increased need for assistance.
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3. About the modules
“Work” - “Counselling” - “Education” - “Leisure Time” - “Living”

Please note that we are talking about concrete support activities and not about technical devices or freedom of barriers,
which are quite common quality criteria for the work with people with disability.

We assume, and that is also what can be experienced, that persons with mild intellectual disabilities consume services
in these areas.

Ser vice provision within the module Work:

As already mentioned, this concerns (in the Egm-pd project) services and activities of specific professionals (in Austria:
BHP in connection with the works council and security representatives), who support persons with primarily physical dis-
abilities, who are actually holding a job. (adaptations of the working place, counselling, conflict management)

Service provision within the module Counselling:

This is a rather new service — especially for persons with intellectual disabilities.
But anyway, counselling is taking place in a lot of different circumstances within the work with people with disability.
Therefore this module can be used in different contexts (e.g. initial contact, crisis intervention, in evaluation).

The items of this module and also the Modules Education, Leisure Time and Living are adapted to the target group of
persons with intellectual disability by following principles of easy reading. The items for the clients are therefor put into
easy understandable words and are printed with bigger letters. The German version also uses pictograms.

Of course there also seems to be the possibility, that the client is supported by a staff member, when completing the que-
stionnaire.

Service provision within the module Leisure Time:

This module concerns especially offers for joined leisure activities, which can be highly heterogeneous (individual offers,
group activities, joined adventures). The target group again are persons with mild intellectual disability.

Service provision within the module Education:

Please note that within this module we primarily talk about persons with mild intellectual disability, who would have no
access to education offers without assistance (e.g. visiting an adult education program).

So we do not primarily talk about school education, but rather about further education and adult education.

This area is gaining importance, because persons with mild intellectual disability increasingly are interested in further edu-
cation offers in the sense of lifelong learning.

Using this module also for compulsory school education is not out of the question, because of the rather open items.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 8
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Service provision within the module Living:

This module includes all services which help persons with mild intellectual disability to live, as far as possible, on their own.
This includes support systems of institutions and mobile support systems as well.
The items are usable for assessing quality of quite different organisation forms.
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4. About using the instrument

The questionnaire is available in two versions .
One version for the clients and a corresponding version for the staff. The items are following the same structure but they
differ, because the client version has been developed according to easy reading principles (except module work).

In principle the questionnaire was developed as an online-instrument, to facilitate general statistical comparisons.
But of course there is also a download version available, which offers more clarity and comprehensibility for the clients.

In addition there is an accompanying curriculum, teaching the staff to analyse meaning and relevance of the items for the
support process. Detailed information on the curriculum will be found in our final product “Curriculum”.

A face to face comparison between the results of a client and the results of the clients assistant can only take place wit-
hin a real dialog. Because of data protection an identification in the online data base is only possible with appropriate pas-
swords and access codes.

If it is wanted an analysis on organisation level is possible (comparison with whole organisation or parts of the organisa-
tion).

In practice it should look like the following:

A staff member supports the client in completing the instrument, by explaining the items (if necessary). Also the staff mem-
ber should state his/her assessments. The online instrument is able to compare the data, which allow a positioning of
assessments in relation to relevant groups (e.g. to all other clients).

To define new targets to increase quality ,based on the clients assessments is of course possible and highly desired.

The instrument is consisting of three parts:

e a questionnaire for the “service domain”, which is asking about common quality indicators in the view of the
clients, especially structural questions of the service provision.

e a questionnaire for the “personal domain”: This part includes quality indictors of the domains “well being”,
“being informed”, “ability to co-facilitate”, “empowerment” and “personality development”. These domains have
been developed by the egm-pd group in a one and a half year consensus process.

e a questionnaire about usability and comprehensibility of the instrument.

Following graphics represent the 2 big domains “service domain” and personal domain” and the related items of the que-
stionnaire. The items are related to the staff-version.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 0
and the Federal Ministry of Education, Culture and Science, Austria



SERVICE DOMAIN (STAFF)

DIMENSIONS ITEMS

| create a friendly environment.

| ensure that the chosen surrounding is

designed to consider the disabled needs.

| create a situation in which my clients
TANGIBLES intimacy is kept.

| ensure that the service is accessible to

my client.

| take care of an appropriate appearance.

By asking about my clients wishes and
making suggestions | am also sensitive to
wishes that he/she does not mention
explicitly.

EMPATHY

| show empathy by providing feedback on
how | understand my client.

RESPONSIVENESS —— | / react to my clients wishes and needs.

__
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PERSONAL DOMAIN (STAFF): E.G. LIVING

DIMENSIONS ITEMS

| show my client that during the assistance he/she is
unique to me.

| ensure my clients physical well-being within his/her living
situation.

| discuss with my client how to satisfy his/her basic daily
needs.

| discuss with my client possible sources of danger related to
living situations.

PHYSIOLOGICAL
DIMENSION

I discuss with my client about basic health and hygiene stan-
dards within his/her living situation.

| discuss with my client about his/her ideas and expectations
of “living”.

| discuss with my client about his/her living preferences and
needs.

| show my client , that | understand his/her needs, by telling

him/her how | understand him/her.

I inform my client about different possibilities of living.

| ask my client about where he/she feels to need support.

| provide feedback on how | assess my clients need
for support.

| assess the skills and resources of my client.

| provide my client with different choices.

PSYCHOLOGICAL
DIMENSION

| try to find a common solution if we do not agree.

| establish/form contacts to other relevant people related to
my clients living situation.

| encourage my client to take part in public activities, by
suggesting/presenting different possibilities.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 2
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DIMENSIONS ITEMS

==

Target group “Work”™:
a) employees with primarily physical disabilities.
b) specific experts directly supporting the above mentioned clients. (in Austria BVP)

Target group “Counselling”:
a) Persons with mild intellectual disability
b) Experts, who do counselling for persons with mild intellectual disability.

Target group “Education”:
a) Persons with mild intellectual disability
b) Experts who support persons with mild intellectual disability in further education (especially in adult education).

Target group “Leisure Time”:
a) Persons with mild intellectual disability
b) Experts who support persons with mild intellectual disability regarding their leisure activities.

Target group “Living”:
a) Persons with mild intellectual disability
b) experts, who offer living assistance for persons with mild intellectual disability.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 3
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5. The instrument for the clients

The Instruction, the Service Domain and the Usefulness-Questionnaire are only included for the modules Work and
Counselling. For the modules Education, Leisure time and Living they just correspond with the Counselling version.
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5.1 WORK CLIENT - INSTRUCTIC E Q M_ P D

Dear Participant!

You are getting help at your workplace?

The instrument ,EQM-PD*" is measuring your personal assessment of the quality of work in different services for people
with disability.
The instrument consists of two parts.

e the Service Domain, asking about your assessment concerning issues, which from the clients point of view
are important
e the Personal Domain, which is specific to different services

Your data helps to assess the quality of the service-process.

The questionnaires are consisting of about 40 statements. Please judge for each statement, if it is true or not true,
regarding the assistance, that you get.

Mark “Yes’ or ‘No’ with a cross.

If you don’t know an answer, just mark ‘I don’t know’ with a cross.

Your answers are treated and kept anonymous.

With your registration in the online questionnaire (www.egm-pd.com), you are the only one having access to your data
and your personal assessment.

You can compare directly your answers with answers of professionals and answers of clients in general, so you get a
direct feedback about your service.

Please mark with a cross the appropriate answer on your online questionnaire (www.egm-pd.com), your data will be
treated anonymous.

In case you use this paper-version of the questionnaire, please send it before 30.03.2006 to:

S.LN.N.

Dr. Manfred Pretis
Lerchengasse 4c

8054 Graz

Tel: ++43-699-12652070

Fax: ++43-316-251699

E-mail: office@sinn-evaluation.at
www.sinn-evaluation.at

Thank you for participating!

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 5
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Service Domain WORK - CLIEN EQ M_ P D

Yes | No | | don’t know

swi | Upon contact with me my assistant creates a 0 Q Q
friendly environment.

sw2 | My assistant ensures that the chosen surroundings are 0 Q Q
designed as to consider my needs as a person with disability.

sw3 | My assistant creates a situation in which my 0 Q Q
intimacy is ensured.

sw4 | My assistant ensures that assistant-services are Q Q Q
accessible to me (telephone, opening times, waiting room).

sws | My assistant takes care of his/her own appearance. 0 Q Q

swe | By asking about my wishes and making suggestions 0 Q Q
my assistant is also sensitive to wishes that |
do not mention explicitly.

sw7 | My assistant shows empathy by providing feedback 0 Q Q
on how he/she understands me.

sws | My assistant reacts to my wishes and needs. 0 Q Q

swo | My assistant sticks to our agreements. Q Q Q

swio | My assistant informs me about his/her qualification. 0 Q Q

sw11 [ My assistant agrees upon a working contract with me. Q Q Q

swi2 | My assistant provides his/her service by means 0 Q Q
of his/her qualification.

sw13 | My assistant discusses with me the quality Q Q Q
of the service.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 6
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Personal Domain WORK - CLIE EQ M_ P D

Yes | No | | don’t know
Wi My assistant shows me that to him/her at my workplace 4 4 4
| am unique and valued.
W2 My assistant visits me at my workplace. 4 4 4
W3 | At my workplace my assistant ensures that my basic 4 4 4
physiological needs are met.
W4 | My assistant takes care of health issues related 4 4 4
to my workplace.
W5 | At work my assistant takes care of a balanced ratio between 4 4 4
working time and breaks (matters of working time and legal
requirements).
W6 | My assistant ensures that the safety regulations at 4 4 4
the workplace are followed.
W7 | My assistant discusses my work related needs with me. 4 4 4
W8 | My assistant offers counselling (i.e. regular consulting days). 4 4 4
W9 | My assistant supports me during changes 4 4 4
related to my workplace.
W10 | My assistant supports me concerning all questions about 4 4 4
integration and participation related to my daily work.
W11 | My assistant asks me about my personal needs 4 4 4
(success, appreciation, creativity.).
W12 | My assistant discusses with me my contentedness at work. 4 4 4
W13 | My assistant discusses gender related working issues with me.| [ 4 4
W14 | My assistant knows many workplaces to facilitate for 4 4 4
me a good compatibility between my individual needs and
the requirements of the workplace.
W15 | My assistant discusses my resources and possibilities 4 4 4
for the workplace with me.
W16 | My assistant discusses work related barriers with me. 4 4 4
W17 | My assistant represents my interests as an employee. 4 4 4
W18 | | am satisfied with my assistance at work. 4 4 4
The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 7
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USEFULNESS ASSESSMENT CLIENT - GENERAL

U1 How much time did you need to fill in the questionnaire? Minutes:
Notes:
U2 | Please judge the degree of difficulty of filing 3 3 Q Q
in the questionnaire? High |Medium| Low None
Notes:
us Has the instruction been sufficient to complete Q a
the questionnaire? Yes No
Notes:
U4 Would prior training be necessary in order to be able Q a
to complete the questionnaire? Yes No
If yes: what kind of training would be needed?

Notes:
Us | Please judge the usefulness of the questionnaire data Q Qa Q Q
for judging the quality of the service. High [Medium| Low None
ue Is there a question missing to properly assess the Q a
quality of the service? Yes No
If yes, please specify:
Notes:
u7 Are there any irrelevant items in the questionnaire? 4 a
. Yes No
If yes, please specify:
Notes:
U8 | Please judge clarity and comprehensibility of the Q Q a d
information provided by the questionnaire: High |Medium| Low None
Notes:
The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 8
and the Federal Ministry of Education, Culture and Science, Austria



INSTRUCTION CLIENT - GENE E Q M_ P D

Dear Participant!

You are receiving help with living, spending your leisure time, at
work or in education? You need counselling?
What do you think is good Quality assistance?

To check this, we have a questionnaire.
You can complete it on your own or ask your assistant for help.

If you don’t understand a question please ask your assistant for
help.

We have 40 statements regarding quality.
Are they true regarding the help that you get or are they not true?

Mark ‘yes’ or ‘no’ on your computer or on the paper,
with a cross.

If you don’t know an answer just mark ‘I don’t know’ with a cross.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 1 9
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INSTRUCTION CLIENT - GENER EQ M_ P D

What happens to your answers?
We can see how you think about the quality of the service you get.
We collect a lot of questionnaires to show how good the help is.

If you complete the paper version of the questionnaire please send
it before 30.03.2006 to:

S.I.N.N. Dr. Manfred Pretis
Lerchengasse 4c¢

8054 Graz

Tel: ++43-699-12652070

Fax: ++43-316-251699

E-mail: office@sinn-evaluation.at
www.Ssinn-evaluation.at

Thank you for participating!
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Service Domain CLIENT - GENE, EQ M_ P D

Yes | No | | don’t know

St | The location at which | speak to my assistant Q Q Q
is pleasant for me.

S2 | At this place | can move freely. Q Q Q
There are no barriers. | can find my way around.

S3 | | can talk well to my assistant. Q Q Q
| feel fine talking to him/her.

S4 | | know when and where | can talk to my assistant. | Q4 Q Q

S6 | My assistant has nice clothes. Q Q Q

s6 | My assistant talks to me and | can understand Q Q Q
what he/she says.

S7 | My assistant understands what | say. Q Q Q
He/She then knows what | would like.

S8 | My assistant talks to me about what | like. Q Q Q
Together we do what | like.

S9 | My assistant does what he/she says. Q Q Q
| can rely on him/her.

$10 | My assistant talks to me about what he/she can Q Q Q
do for me, respectively, can’t do.

S11 | My assistant talks to me about how Q Q Q
he/she can help me.

S12 | My assistant helps me a lot. Q Q Q

S13 | My assistant asks me if | need anything. d a a

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 2 1
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5.2 Personal Domain COUNSELL E Q M - P D

Yes | No | | don’t know

C1 | My advisor likes me. Q Q Q

C2 | During counselling | feel physically well. | feel fine. Q Q Q

C3 | | know how much time we have to talk. Q Q Q
| talk about this time with my advisor.

C4 | My advisor speaks to me. Q Q Q
| can understand what he/she says.

C5 | My advisor asks me what | would like Q Q Q
to talk about.

C6 | My advisor talks to me about what | am Q Q Q
good at and what | like doing.

C7 | My advisor knows what pains me. Q Q Q

c8 | | feel good when | talk to him/her. d a a
My advisor gives me strength.

Co | My advisor talks to me about what | can Q Q Q
do to make me feel good.

¢10 | My advisor talks to me about what happens Q Q Q
when | do a certain thing.

C11 | My advisor talks to me about how | can Q Q Q
do something.| feel good then.

¢12 | My advisor asks me how | feel when | am Q Q Q
talking to him/her.

€13 | My advisor understands what | am saying. d a 3
She/He talks with me about it.

C14 | My advisor talks to me about things that | am d a 3
good at and like doing. | have a good feeling then.
It makes me feel strong.

¢15 | My advisor asks me if what we are talking Q Q Q
about is good for me.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 22
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Personal Domain COUNSELLING E Q M_ P D

Yes | No | | don’'t know

c16 | | feel comfortable as a woman/man. Q Q Q
My advisor supports me.

C17 | My advisor talks to me about money. Q Q Q

¢18 | My advisor tells me who else could help Q Q Q

me when | feel bad.

c19 | | like talking to my advisor. | feel fine about it. Q Q Q

C20 | | especially like:

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 23
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USEFULNESS ASSESSMENT CLIENT - GENERAL

ut | How much time did you need to fill in the questionnaire? | Minutes:

Was it difficult to fill in the questionnaire? 4 4 4
Yes No |don’t know

u2

Did you need help to fill in the questionnaire? A A A
Yes No |don’t know

u3

Did you receive help to fill in the questionnaire? | O O Q
Yes No |don’t know

U4

If yes, from whom did you get help?
us

Were the questions easy to understand? | A A
Yes No |don’t know

u6

Did filling in the questionnaire help you to
assess if the assistence for you is good | | |

ur
or not good? Yes No |don’t know

To the questionnaire, | would like to add...

us

s Did you enjoy filling in the questionnaire? 0 0 0

Yes No | don’t know
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5.3 Personal Domain EDUCATIO E Q M - P D

Yes | No | | don’'t know

El | My learning assistant likes me. Q Q Q

E2 | My body feels good when | am learning a a a
with him/her.

ES | | know how much time we have to learn. Q Q Q

| talk to my learning assistant about the time.

E4 | My learning assistant talks to me about Q Q Q
what | like.

ES | My learning assistant talks to me about, Q Q Q
what | am good at and what | like doing.

E6 | My learning assistant talks to me about the Q Q Q
help | need.

E7 | My learning assistant offers to help me Q Q Q
with learning.

E8 | My learning assistant gives me courage. Q Q Q
| also learn alone.

E9 | My learning assistant talks to me about what Q Q Q
| can do when | have a problem.

E10 | My learning assistant talks to my teachers. Q Q Q

E11 [ My learning assistant supports me in Q Q Q
finding friends.

E12 | My learning assistant asks me how | feel Q Q Q
about learning with him/her.

E13 | My learning assistant talks to me about Q Q Q
what | can do well.

E14 | My learning assistant has patience. | can work Q Q Q
at my own pace.

E15 | My learning assistant gives me courage Q Q Q
to work well.

E16 | | feel comfortable as a woman/man. a a a

My learning assistant supports me.
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Personal Domain EDUCATION - C EQ M_ P D

Yes | No | | don’t know

E17 | My learning assistant talks to me about Q Q Q
difficulties with learning. He/she talks to me
about how it becomes easier.

E18 | My learning assistant talks to me about Q Q Q
what | need for learning (e.g. books).

E19 | | am content with my learning assistant. Q Q Q

E20 | | especially like
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5.4 Personal Domain LEISURE EQ M_ P D

Yes | No | | don’t know

LT1 | My assistant likes me. Q Q Q

T2 | My assistant does activities with me. Q Q Q
My body feels good.

LT3 | My assistant makes me feel secure. Q Q Q
| don’t have any fears.

LT4 | The activities with my assistant are fun. Q Q Q
| am happy.

75 | My assistant speaks to me. Q Q Q
| can understand what he/she says.

76 | My assistant talks to me about what | like. Q Q Q

L7 | My assistant talks to me about what | am Q Q Q
good at and what | like doing.

T8 | My assistant gives me courage to do Q Q Q
what | like doing.

L9 | My assistant talks to me about activities Q Q Q
| enjoy having and can do well.

LT10 | My assistant does things with me that | like Q Q Q
and that | can do well.

L1 | My assistant talks to me about what | like doing.| Q4 Q Q

LT12 | My assistant asks me if | am feeling fine. d a a
| talk to him/her if | am feeling bad.

LT13 | My assistant is there for me if | need him/her. Q Q Q

LT14 | | feel comfortable as a woman/man. Q Q Q

My assistant supports me.

LT15 | My assistant talks to me about many Q Q Q
different activities.

LT16 | My assistant talks to me about the money Q Q Q
needed for activities.
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Personal Domain LEISURE TIME

EQM-PD

Yes | No | | don’t know
LT17 | My assistant helps me if | need certain Q Q Q
things for the activities.
LT18 | | like the activities. | feel fine. a d d
LT19 | | especially like:
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5.5 Personal Domain LIVING - C E Q M - P D

Yes | No | | don’'t know

L1 | My assistant likes me. Q Q Q

L2 | | feel comfortable at my home. Q Q Q
My assistant talks to me about it.

L3 | My assistant supports me very well with Q Q Q
living in my home.

L4 | My assistant talks to me about possible Q Q Q
dangers when living in my home.

L5 | My assistant talks to me about my health Q Q Q
and hygiene.

L6 | My assistant talks to me about living at home. d a a
| know all about living at home.

L7 | My assistant talks to me about how | Q Q Q
would like to live.

L8 | | know about different living possibilities. Q Q Q

L9 | My assistant understands what | want. Q Q Q

L10 | My assistant talks to me about the help | need. Q Q Q

L11 | My assistant tells me which kind of help I can get. | U Q Q

L12 | My assistant talks to me about what | am Q Q Q
good at and enjoy doing.

L13 | | can decide what | want to do in my home. Q Q Q

L14 | My assistant and | find solutions even if we Q Q Q
disagree on something.

L15 | | meet my family and friends. My assistant a d d
helps me when | say it.

L16 | | go to parties. d a a
My assistant helps me when | say it.
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Personal Domain LIVING - CLIE E Q M - P D

Yes | No | | don’t know

L17 | My assistant talks to me about how | am Q Q Q
managing living in my home.

L18 | My assistant talks to me about what | can Q Q Q
do myself. He/she tells me where he/she
can help me.

L19 | | feel comfortable as a woman/man. Q Q Q

My assistant supports me.

L20 | My assistant talks to me about what | Q Q Q
need in my home.

L21 | My assistant talks to me about barriers Q Q Q
in my home.

L22 | My assistant talks to me about money, Q Q Q

that | need for living.

L23 | | am content with my assistant. Q Q Q

L24 | | especially like:
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6. The instrument for the staff

Instruction and Usefulness-Questionnaire are for all five modules the same so they are included only once (module work).

The Service Domain is included for the modules work and counselling. For the modules education, living and leisure time
it corresponds to the module counselling.
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INSTRUCTION STAFF - GENERA EQ M_ P D

Dear Participant!

The instrument ,EQM-PD*“ measures your personal assessment of the quality of work in services for people with disabi-
lity. The instrument consists of two parts.

e the Service Domain, asking about your assessment concerning issues, which from the clients point of view
are important
e the Personal Domain, which is specific to different services

Your data helps you and people with disability, to assess the quality of the service-process.

The questionnaires consist of about 40 questions, which can be assessed on a four point scale:

From ++ (very much) to — (not at all), including “irrelevant”, if an item is not relevant to your service.
Your answers are kept anonymous.

With your registration in the online questionnaire (www.egm-pd.com), you are the only one having access to your data
and your personal assessment.

You can compare your answers directly with answers of other professionals and answers of clients in general, so you get
a direct feedback on your work.

Please mark with a cross the appropriate answer on your online questionnaire (www.eqgm-pd.com), your data will be
kept anonymous.

If you use this paper-version of the questionnaire, please send it before 30.03.2006 to

S.I.N.N.

Dr. Manfred Pretis
Lerchengasse 4c

8054 Graz

Tel: ++43-699-12652070

Fax: ++43-316-251699

E-mail: office@sinn-evaluation.at
www.sinn-evaluation.at

Thank you for participating!
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6.1 Service Domain WORK - STA E Q M - P D

++ + - == |irrelevant
Swi1 | Upon contact with my client | create a friendly environment. a a a a a
Sw2 | | ensure that the chosen surroundings are designed as a a a a a

to consider the needs of my client with disability.

SW3 | | create a situation in which my client’s intimacy is ensured.

U
U
U
U
U

SW4 | | ensure that the my services are accessible to my client a a a a a
(telephone, opening times, waiting room).

SW5 | | take care of my own appearance.

U
U
U
U
U

SWe | By asking about my client’s wishes and making suggestions
| am also sensitive to wishes that he/she does not mention explicitly.

U
U
U
U
U

Sw7 I show empathy by providing feedback on how |
understand my client.

U
U
L
U
U

SWs8 | | react to my client’s wishes and needs. a a a a a
SW9 | | stick to our agreements. a Qa a a a
SW10 [ I'inform my client about my qualification. a a a a a
SwW11 [ | agree upon a working contract with my client. a a a a a
Swi12 [ | provide my service by means of my qualification. a a a a a
Sw18 [ | discuss with my client the quality of the service. a a a a a
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Personal Domain WORK - STAFF EQ M_ P D

++ + - -- irrelevant

W1 | | show to my client that at his/her workplace he/she is a a ala a
unique and valued.

w2 | | visit my client at his/her workplace.

L
U
L
L
U

W3 | At the client’s workplace | ensure that basic physiological a a a a a
needs are met.

W4 | | take care of health issues related to my client’s workplace.

L
U
U
L
U

W5 | At work | take care of a balanced ratio between working
time and breaks (matters of working time and legal requirements).

L
U
L
L
U

W6 | | ensure that the safety regulations at the workplace are followed.
W7 | | discuss work related needs with my client.
w8 | | offer counselling. (i.e. regular consultation days)

W9 | | support my client during changes related to my workplace.

U |0 |0 |0 |0
0|0 |0 (0|0
U |0 |0 |0 |0
U |0 |0 |0 |0
U |0 |0 |0 |0

W10 | | support my client concerning all questions about integration
and participation related to my client’s daily work.

W11 | | ask my client about his/her personal needs
(success, appreciation, creativity).

L
U
L
L
U

w12 | | discuss with my client his/her contentedness at work.

U
U
L
L
U

W13 | | discuss gender related working issues with my client.

U
U
U
L
U

W14 | | know many workplaces to facilitate a good compatibility a a a a a
between my client’s individual needs and the requirements
of the workplace.

W15 | | discuss his/her resources and possibilities for the workplace a a a a a
with my client.

W16 | | discuss work related barriers with my client.

L
U
L
L
U

W17 | | take care of the legal, social and health related interests of a a a a a
my employed client.

The “EQM-PD” project is funded by the Sozialressort des Landes Steiermark, Austria 3 4
and the Federal Ministry of Education, Culture and Science, Austria



USEFULNESS ASSESSMENT STAFF - GENERAL

U1 How much time did you need to fill in the questionnaire? Minutes:
Notes:
U2 | Please judge the degree of difficulty of filing in 3 3 Q Q
the questionnaire? High |Medium| Low None
Notes :
us Has the instruction been sufficient to complete Q a
the questionnaire? Yes No
Notes :
U4 Would prior training be necessary in order to be able to Q a
complete the questionnaire? Yes No
If yes: what kind of training would be needed?

Notes :
Us | Please judge the usefulness of the questionnaire data for Q Qa Q Q
judging the quality of the service. High [Medium| Low None
ue Is there a question missing to properly assess the Q a
quallity of the service? Yes No
If yes, please specify:
Notes :
u7 Are there any irrelevant items in the questionnaire? 4 a
. Yes No
If yes, please specify:
Notes :
us Please judge clarity and comprehensibility of the information d Q a d
provided by the questionnaire: High |Medium| Low None
Notes :
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Service Domain STAFF - GENER E Q M - P D

++ + - == | irrelevant
St | create a friendly environment. a Qa a a Qa
S2 | | ensure that the chosen surrounding is designed a a a a a
to consider the disabled needs.
83 | | create a situation in which my clients intimacy is kept. a a ala a
S4 | | ensure that the service is accessible to my client. al Qa Q| Qa Q
S5 | | take care of an appropriate appearance. a a a a a
S6 By asking about my clients wishes and making suggestions a a a a a

| am also sensitive to wishes that he/she does not
mention explicitly.

S7 | show empathy by providing feedback on how |
understand my client.

U
U
U
U
U

S8 | | react to my clients wishes and needs. a a a a a

S9 | I stick to our agreements. a a ala a

$10 | linform my client about my qualification. a a a a a

S11 | | enter into a working contract with my client. a a a a a

S12 | | provide my service by means of my qualification. a a a a a

S$13 | | discuss with my client about the quality of the service. a a a a a
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6.2 Personal Domain COUNSEL E Q M - P D

++ + - == |irrelevant

C1 | show my client that during counselling he/she is unique to me. | a a a a
C2 | I ensure my clients physical well-being during counselling. a a a a a
C3 | Iinform my client about the time structure of the counselling a a a a a

process and about possibilities to participate so that he/she

does not feel overloaded.
C4 | | use words and phrases that my client can understand well. a a a a a
C5 | | discuss with my client his/her expectations and needs. a a a a a
C6 | I assess my clients skills and resources. a a a a a
C7 | I'verbally communicate, that | understand my clients a a a a a

problems/issues.
C8 | | encourage my client to find solutions by him/herself. a a a a a
C9 | Idiscuss with my client various possibilities to solve the problem. a a a a a
C10 | linform my client about possible impacts of individual solutions. | J a a a a
C11 | | help my client to work out specific steps in order to make a a a a a

personal changes.

C12 | I ask my client how he/she feels during counselling.

U
U
U
U
U

C13 | By providing feedback during counselling | improve my
clients self-esteem.

U
U
U
U
U

C14 | | give my client the feeling that he/she is able to make use of a a a a a
his/her skills by focusing on his/her strengths.

C15 | lask my client if the solutions found during counselling are a a a a a
meaningful to him/her.

C16 | | discuss gender related counselling issues with my client.

L
U
U
U
U

C17 | linform my client about financial issues. a a a a a
C18 | linform my client about further possible counselling alternatives. | [ a a a a
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6.3 Personal Domain EDUCATIO E Q M - P D

++ + - -- irrelevant

E1 | show my client that during the learning process he/she is a a a a a a
unique person for me.

E2 I ensure my clients physical well-being during a learning situation.

U
U
U
U

a

E3 I inform my client about the time structure of the learning
process and about possibilities to participate so that he/she
does not feel overloaded.

U
U
U
U
U

E4 | | discuss my clients expectations and needs with him/her. a a a a a
E5 | | assess the skills and resources of my client. a a a a a
E6 | | provide feedback on how | assess my clients need for assistance. | [J a a a a
E7 | offer my client individual support during the learning process. | Qa a a a
E8 | I encourage my client to show initiative during the learning process. | [ a a a a
E9 | | encourage my client to find solutions by him/herself when a a a a a

problems occur.

E10 | | keep up the contact to the teachers.

U
U
U
U
U

E11 | By establishing/forming contacts | encourage my client to
integrate him/herself into the group.

U
U
U
U
U

E12 | | ask my client how he/she feels during the learning process.

U
U
U
U
U

E13 | By providing positive feedback during the learning process a Qa a a a
I improve my clients self- esteem.

E14 | | respect my clients pace of learning.

U
U
U
U
U

E15 | | encourage my client to pursue my individual goals during a a a a a
the learning process.

E16 | | discuss gender related learning issues with my client.

U
U
U
U
U

E17 | | discuss with my client about possible barriers and resources | [ a a a a
related to the learning process.

E18 | | give my client advice on material necessities (books etc.) a a a a a
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6.4 Personal Domain LEISURE T E QM -‘ D

++ + - == |irrelevant
LTt | | show my client that he/she is unique to me. a a a a a
LT2 | | ensure my clients physical well being during leisure activities. | ] a a a a
LT3 | | take care about safety-issues regarding my clients a a a a a

leisure activities.

LT4 | | take care that my client doesn’t feel overloaded with
his/her leisure activities.

U
U
U
U
U

LT5 | | use words and phrases that my client can understand well.

LT6 | | discuss with my client his/her needs regarding leisure time.

LT7 | | assess my clients skills and resources.

LT8 | | encourage my client to develop own ideas.

U|0|0|0 |0
OU|0|0|0 |0
U |0 |0|0 |0
U |0 |0|0 |0
U|0|0|0 |0

LT9 | | discuss with my client various possibilities to spend
leisure time.

LT10 | Focusing on my clients strengths, | help him/her to make
use of his/her skills during leisure time.

U
U
U
U
U

LT11 | | ask about my clients individual needs regarding
leisure activities.

U
U
U
U
U

LT12 | | ask my client how he/she feels during the leisure activities.

LT13 [ | am available for my client primarily when he needs me.

LT14 [ | discuss with my client gender-related issues.

LT15 | | know a variety of different possibilities to spend leisure
time in order to better meet my clients individual needs
and requirements.

U0 |0 |0
U|0|0 |0
U0 |0 |0
U0 |0 |0
0|00 |0

LT16 | | inform my client about financial costs of different
leisure activities.

U
U
U
U
U

LT17 | | help to acquire necessary material things. a a a a a
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6.5 Personal Domain LIVING - S E Q M - P D

++ + - == |irrelevant
L1 | show my client that during the assistance he/she is unique to me. Q Q Q Q Q
L2 | ensure my clients physical well-being within his/her living situation. Q Qa Q Q Q
L3 | discuss with my client how to satisfy his/her basic daily needs. Q Q Q Q Q
L4 | discuss with my client possible sources of danger Q Qa Q Q Q

related to living situations.

L5 | discuss with my client about basic health and hygiene
standards within his/her living situation.

U
(]
U
U
(]

L6 | | discuss with my client about his/her ideas and Ql ol alaa Q
expectations of “living”.

L7 | discuss with my client about his/her living preferences and needs.

U
(]
U
U
U

L8 | show my client , that | understand his/her needs,
by telling him/her how | understand him/her.

U
(]
U
U
U

L9 I inform my client about different possibilities of living.

L10 | | ask my client about where he/she feels to need support.

L11 | provide feedback on how | assess my clients need for support.

L12 | | assess the skills and resources of my client.

L13 | | provide my client with different choices.

L14 | |try to find a common solution if we do not agree.

U |00 |0 |0 |0 |0
U000 |0 |0 |0
U |00 |0 |0 |0 |0
U000 |0 |0 |0
U000 |0|0 |0

L15 | | establish/form contacts to other relevant people related
to my clients living situation.

Li6 | | encourage my client to take part in public activities,
by suggesting/presenting different possibilities.

U
(]
U
U
(]

L17 | | ask me client how he feels about his/her living situation.

U
(]
U
U
(]

L1g8 | lask my client if he/she is able to make use of all his/her Ql ol alaa Q
skills within his/her living situation.

L19 | | discuss gender related living issues with my client . Ql ol alaa Q

L2o | I discuss with my client about material needs related to
his/her living situation.

U
(]
U
U
(]

L21 | I discuss with my client about possible barriers related to Q| Qa Ql a Q
his/her living situation.
L22 | linform my client about financial issues related to living. Ql alalaa Q
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7. Quality of the service provision from the
disabled points of view (interviews)

Interview 1:

Bulgaria (from our Partner Marie Curie): My idea of quality of life (Alexandar Mateev - 28
years old, Plovdiv)

In the afternoon of 28.05.2005 Alexander was so kind as to share with us his idea of quality of life. He is 28 years old,
he has studied in a specialized school for children with learning disabilities. He graduates successfully but for the last nine
years he has not been able to find even a temporary job. He is presently living with his aunt and uncle and is actively hel-
ping in the housekeeping.

AM: It is for the first time that someone is asking about my life and whether | feel good.”

Interviewer: “Have you heard the word quality?”

AM: Yes”.

Interviewer: “Where and from whom?”

AM: | don’t remember, it seems it was on television.”

Interviewer: “Has anyone of your relatives, friends or teachers mentioned the word quality?”

AM: | don’t know, | don’t remember well.”

Interviewer: “Do you know what it means?”

AM: It seems it is something nice, good. When you want to say that you like something.”

Interviewer: “Can you explain then what quality of life is according to you?”

AM: | don’t understand.”

Interviewer: “How do you imagine your life, what should it be in order for you to say that it is quality life?”

AM: | have never been asked such thing. | have never thought about it.”

Interviewer: ,Do you want to think about it now and tell me?”

AM: Al right”.

After thinking it over for a few minutes, Alexander said:

AM: My life is good when | get along with my aunt and uncle, when we are not fighting. Then | feel calm and nice. | also

feel good when | talk to the neighbours and when we take a walk together. Last week a friend of mine and | went to a
match. It seems that this word quality that you say can be mentioned about the match because | liked it a lot.”
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Interviewer: “What else do you think that quality of life means?”

AM: ,For example, to have a nice TV in my room and a nice cassette-recorder to listen to different songs. Stefan, the boy
from the second floor has a very nice cassette-recorder. | want the same.”

Interviewer: “You think that this cassette-recorder will bring quality to your life?”
AM: Well, yes. When | listen to music time goes faster and | cheer up.”

Interviewer: “You mentioned that you help in housekeeping. What do you think may be useful to you in order to say that
you are doing good, i.e. quality?”

AM: ,Sometimes | can’t do the things well. Someone has to explain and repeat them to me. It is even better to show me.
When | watch on TV how they cook and they show it all the time, then | can understand how food is prepared and then
| can cook myself.”

Alexandar stopped his narrative, thought for a while and then added:

AM: | remember now, | imagine the word. Quality. Yes, quality, when | have new clothes and sporting shoes. When they
buy me something like this | am very happy.”

Interviewer: “So, according to you quality means something good that gives you pleasure?”

AM: Yes.”

Interviewer: “You relate it to things that you would like to possess, things that you saw on TV or with your friends?”
AM: Yes.”

Interviewer: “And quality of life means to feel good all the time, to help at preparing the food, to go out frequently, to
have nice clothes, TV and cassette-recorder. You want to be like your neighbors from the block?*

AM: Yes. | also want to go out with them and to have wristwatches like theirs. Generally, they have nice things. | don’t
want to be different.”

Interviewer: “And all this according to you means quality of life?”
AM: | call it good life. | learned this word quality from you now which seems to mean the same.”

Interviewer: “Now that you know what quality is will you try to achieve it? For example, by talking about quality much
more with your relatives, acquaintances and even with your psychologist when you visit him?”

AM: ,All right, why not.”
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Interview 2:
Interview with a visually impaired employee (30 years old, employed as typist)

Interviewer: May | ask you some questions about the quality of services for people with disability?

G: Yes, of course.

Interviewer: How would you describe your impairment?

G: My impairment is being blind . Regarding mobility | need some help — especially if it is something more complicated.
Interviewer: \What services are you cosuming?

G: Leisure time assistance, living assistance and one project where | get assistance for attending an English-course —
that was quite good.

Interviewer: \What is especially important for you to have a good quality of life?
G: To live as self determined as possible and that there are offers one can take up — if one wants to.
Interviewer: You took up different offers — how did they contribute to increase your quality of life?

G: Regarding leisure time assistance, these are group activities, they have been quite some fun. Activities in groups |
didn’t take up for quite a long time — because they didn’t suit me. There are activities, and | just choose.

Interviewer: \Why didn’t you take up these group activities for a long time?

G: It didn’t suit for me personally— the offers, e.g. to visit a football-game — did not suit me. If there is something inte-
resting, then | attend it. Basically there is a big choice. There are a lot of different offers.

Interviewer: How would you define good quality of leisure time assistance?

G: Let me think about it, | need to figure it out...good quality....

Interviewer: \What is characteristic for a good quality leisure time assistance?

G: The assistant needs to be friendly, it should be fun, no hecticness — unhurried.

Interviewer: \What would be an inappropriate leisure time assistance?

G: If it would be not voluntarily or, - that is difficult to answer, if | would have to do it. This is just a thought.

Interviewer: |ets talk about living-assistance?
What is characteristic for a good quality living assistance? What would it need?

G: To mix well with the assistant, that is always important, to be on good terms. To be able to work together in a good way.
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Interviewer: Something else?

G: Hm — | don’t know.

Interviewer: \When have you been especially satisfied with your living assistance?
G: Actually — I'm always satisfied.

Interviewer: How often is your assistant coming, how often do you need her?

G: Once a week.

Interviewer: \What is happening in detail?

G: We are visiting flea markets, sometimes more complicated shopping. She describes things to me, that | think are
important.

Interviewer: \What is characteristic for a good quality learning assistance?

G: The assistant should be empathic and should be able to describe the learning matter - for me it is pictures: He needs
to be able to describe pictures so that I'm able to imagine them. Or to read out for me, and telling me what to read out
—if it's my turn.

He should help me doing the homework, to prepare and also reinforce learning matters.

Interviewer: |s there something else coming to your mind?

G: No - not that quickly.

Interviewer: |s there any offer, missing?

G: No | couldn’t think of any.

Interviewer: Thank you!
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Interview 3:

Email of a woman with multiple sclerosis, Austria.

Mrs. S. is suffering from multiple sclerosis, she works as skilled employee for administration in an association, that offers
services for children with disabilities. Mrs. S is in a wheelchair and needs technical devices for using the computer-key-
pad, because of severely limited ability to move her hands.

“I'm sorry for answering so late. Usually | work only 20 hours a week, but in the last months it has been a lot more than
that - in addition | do some further education and one day my body just said: “Stop it”"....

now to my experience with assistance:

At the moment | have no leisure time assistance (in the sense of our new laws for disability) because our organisation
(association for mobile support for people with disability — | work in administration) has no staff members for that purpo-
se. Our pedagogical staff are primarily supporting families. The hourly wage rate for leisure time assistance, which the
association gets, is only 11 . That’s why the association doesn’t include leisure time assistance in their offers.

Bad luck for me! — | get (theoretically) 180 hours of leisure time assistance a year but there are no leisure time assistants
—and | am not allowed to employ them on my own.

| would love to consume leisure time assistance for visiting cinema, theatre or go to spa. My problem is also that | don’t
feel comfortable with male assistants (personal hygiene, change clothes, toilette, etc.). Out of that reason I’'m still depen-
dant on volunteers, or | pay on my own, or I'm dependant on friends.

What | have is assistance at my workplace and for education, so | can describe what quality means for me in these areas.

On first place | want to mention the personal level. At the moment | have two assistants. With one of them working
together is very easy, because we match on personal level, that means she loves doing her work, she regards me as
equal in spite of my disability — so assistance is sound.

With the second assistant it is different. There are always tensions/conflicts, which of course for both of us are a strain.
(That’s why I’'m already searching for a new one.)

Next thing is the flexibility f the assistants. Especially leisure time assistants | would need on weekends or evenings.
Experiences show that this is very difficult.

In my everyday life as a disabled, which | lead for almost 17 years, | have experienced a lot. | experienced a lot of psy-
chological strains because of disrespect / of ruling me / of dismissing my needs / of not regarding me as physical han-
dicapped but equal woman.

That’s the reason why | regard to appreciate one another and to deal fairly with each other as very important!
that is quality of life, when | as a concerned person, experience equality within the support process!
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8. Future prospects

EQM-PD has set itself a high aim with its two goals of developing an instrument to collect data on the quality of assi-
stance services for handicapped people and of designing a curriculum to train skilled employees in quality management.

We succeeded in developing a product which guarantees especially the active involvement of handicapped persons in
the discussion and management of quality. This has been a result of our cooperative studies of the different philosophies,
organisational systems and different resources of the participating institutions.

Precisely the interviews with handicapped persons clarify their divergent claims and needs with respect to the quality of
life and of assistance services.

Whether having a cassette-recorder is part of quality of life for a person or not, their assertions mirror their request not to
be excluded from social processes and to participate at all levels of social life:
e On the micro level: to have resources at their disposal just like their neighbour, to be esteemed and treated
respectfully by their attendants,
e On the meso level: to be treated on equal terms or
e On the macro level: to have comparable opportunities.

Participation is one aspect of the project, the quality of the necessary assistance services is another. EQM-PD offers both:
a specific tool for this purpose and a training curriculum for qualified employees.
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