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Zlepsovani verejnych sluzeb
prostrednictvim chart sluzeb:

Vypracovani a zavadéni akénich plant
zlepsovani sluzeb (SIAP)

Dr. Elke Loffler a Prof. Salvador
Parrado
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Obsah

—

Tato prezentace vam pomiize

* seznamit se s klicovymi prvky ak€éniho planu
zlepsovani sluzeb (Service Improvement Action
Plan, SIAP)

« vypracovat akéni plan zlepsovani sluzeb

 uvedomit si, co je hnaci silou a co prekazkou
zlepsovani sluzby

« pochopit, co je treba k posunu od jednorazového
zlepseni sluzby ke kulture priibézného zlepsovani
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O €em je akcni plan zlepsovani sluzby (SIAP)

—
SIAP uréuje jak zavadét zlepsovani PRIORITNICH

sluzeb po analyze silnych a slabych stranek toho,
jak vase organizace zavedla svou chartu sluzeb.

Tato diagn6za by méla vychazet z nékolika zdroju
informaci:

o samohodnoceni provedené tymem pro zlepsovani
sluzby (napf. na zakladé nastroje Charter Mark
pouzivaného ve Spojeném kralovstvi)

o pruzkum mezi uzivateli, ktery by mél byt proveden

jednou rocneé

stiznosti a naméty od uzivatelu sluzby

konzultace se stalym panelem uzivatell,

tematickymi skupinami apod.

O O
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Klicoveé prvky SIAPu (1)
‘G

(1) Uvod
vymezuje, jak SIAP zapada do celkové strategie
modernizace mistniho uradu

(2) Uéel a zasady
stanovuje jak se SIAP vztahuje ke strategickému planu
a vysledkim pruzkumu

(3) Vize
stanovi celkové cile akcniho planu zlepSovani sluzeb

(4) Zainteresované strany
vymezuje kliCoveé zainteresované strany, které jsou
relevantni pro danou sluzbu

(5) Konkrétni navrhy s vymezenim etap na dalsich 6
meésicl, strednédobé (6 mésicu az 5 let) a
dlouhodobé (5 az 30 let)
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Klicove prvky SIAPu (2)
‘G

(6) Systémova podpora
ramec vymezujici, kteri jednotlivci a které organizace a
skupiny se zapoji, jak a kdy (v ktereé etape)

(7) Obchodni procesy
analyza toho, jak se sou€asné zpusoby prace budou
muset zmeénit, aby se podarilo vytvorit pro uzivatele
lepSi sluzby (a aby soucCasni neuzivatelé mohli vyuzivat
sluzby, na které maji narok)

(8) Rozvoj organizace
vymezuje skoleni personalu, které je nezbytné k tomu,
aby pracovnici poskytovali lepsi sluzby; také nastifuje,
jaké dalsi investice do sluzby budou nezbytné (napf.
informacni a komunikac€ni technologie nebo dalsi
zafizeni nebo prostory)
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Klicové prvky SIAPu (3)
—

(9) Rizeni vykont a odpovédnost
stanovuje nékolik kliCovych ukazatelt k méreni
uspesnosti planu a definuje, kdo bude zodpovidat za
monitorovani postupu zavadéni SIAPu

(10) Finanéni dusledky
tento oddil stanovuje, kolik bude zlepsSovani sluzby stat
a jak bude financovano
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Plan zlepsovani sluzeb londynského méstského

obvodu Barking a Dagenham

(s vyjimkou jedné prioritni oblasti)

RECOMMENDATION

ACTIVITIES

TIMESCALE

RESOURCES

LEAD

PROGRESS/EVIDENCE

4. Social Services
should ensure that its
staff are adequately
trained to

undertake effectively
direct work with
children and young
people

To be
addressed
through Action
Learning sects
for Team
Managers and
staff

September
2005 —
January 2006

Facilitated by
Q Learning

Service
Managers &
Team
Managers

Case file audit

Full
implementation
of the
Children’s
Services
Training and
Development
Plan (includes
training on
child
protection,
assessments
and case
recording)

May 2006

Training and
Development
Activity

Service
Managers &
Team
Managers

Attendance and
participation in training

Improved outcomes
evidenced in service
specific audits

Internal, office
based
lunchtime
seminars on
child
protection, case
recording,
thresholds,
assessment
framework

June 2005 —
December
2005

In house

Child
Protection
Advisor

Improved outcomes
evidenced in service
specific audits

Review of
whether the
Action
Learning Sets
should be
sustained in-
house
following the
completion of
the work
programme

June 2006

TBC

Service
Manager
Safeguarding,
Strategy &
Performance

Action Learning Sets
incorporated into Training
Plan 06/07




Systém rizeni vykonnosti v ramci Planu zlepsovani

sluzeb pro deéti a mladez v kraji Wakefield v Britanii
—

. Make a Achieve
95" _qu_ Be Healthy Stay Safe Enjoy and Positive Economic Our key indicators
vision riorities Achieve
P Contribution Well-being
. This priority will address specific issues raised by children and young people. During the -Proppmqn of d"”.‘es“c violence cases (where children are present) where there is recurrence
Bullying, . - . following intervention
Racism and course of the plan we will take action to: *Proportion of children and young people who report bullying as a concern
Personal *reduce concerns about bullying, racism, personal safety and the fear of crime; *Proportion of attendances at A&E of children and young people under 18 years due to
Safe *decrease the number of admissions to accident and emergency services in local hospitals; accidpental iniu young peop Y
ty «cut the numbers killed or injured in road traffic accidents. alinjury .
*Proportion of children and young people who report racism as a concern
Safe Teenage pregnancy rates
. - . . . . . y
This priority will §eek to |m_prove.the health of children and young people. During the course « Proportion of diagnosed cases of Chlamydia in young people aged 15-25
of the plan we will take action to: ; . .
Healthy <reduce childhood obesity: *Development of emotional health screening tools to be introduced as part of the Common
Lifestyles *improve the emotional well-being of children and young people; :A;fgsjﬁggto';?h?ggﬁrﬁn der 11 vears classified as obese
*reduce unwanted teenage pregnancies and lower the incidence of sexually transmitted . port ye:
infections Propor’qon of women who smoke during pregnancy _ )
: *Proportion of children and young people with substance misuse problems who are in treatment
This priority will address the needs of the whole family with the aim of improving the well-
. being of children and young people. During the course of the plan we will take action to: *Proportion of looked after children
Total Famil
Subbort Y *improve the integrated support available for families; *Number of children with speech and language needs entering Key Stage 1
PP *provide childcare places for all parents who want to access them; *Children’s readiness for school
*improve opportunities for parents to be involved in education.
Support
ed This priority will focus upon the needs of certain groups identified through the annual review, «Educational achievement of looked after children at Key Stage 2
e.g. minority ethnic groups, looked after children, young offenders, more able pupils, those «Educational achievement of looked after children at Key Stage 4
Everybody with disabilities and special educational needs. During the course of the plan we will take «Number of first ti h hiusti ¥ Stag
Counts action to: Pum ef [ fr‘?t tllr(nzl er;}trants tolt c youF Jgstlce} system ) d 1
eensure that services are accessible and sensitive to the specific needs of such groups; .Pmpog?m 0 ¢ 00 .le a ﬂ:rs(;;r\f jeavers 't': M ucat}llon’l training and employment
*ensure that the needs of these groups are addressed through the other five priorities. roportion ol puptis w1 1 mams{ream SChools
This priority will seek to raise achievement, improve life skills and encourage children and «Percentage of pupils achieving Level 4 at Kev Stage 2 in English
young people to make a positive contribution. During the course of the plan we will take 9 pup! leving yoage 2| g .
’ ’ *Percentage of pupils achieving Level 4 at Key Stage 2 in mathematics
Learning for action to: *Percentage of pupils gaining 5+A*-C, including English and mathematics, at GCSE or
Life *encourage high achievement by all children and young people in everything that they do; equivalent ’ ’
*encourage greater involvement by children and young people in their local community; -groportion of children and young people who say they.enjoy their learning
Fulfilled ;':gr;?/?eevéhif;mg'%i?ﬁg;;ﬁg'ﬁroine:gd young people in service planning, development *Number of children and young people voting in the UK Youth Parliament elections
This priority will seek to raise the aspirations of children and young people in all that they : :_,.
Raisin want to do with their lives. During the course of the plan we will take action to: *Proportion of 19 year olds achieving aslevel2 qualification il sl "= o=
As irati(?ns «improve achievement at 16 and 19; «Number of 16-18 year olds not in edueation, employment or tr: e | el
P *increase participation in further learning; *Proportion of young people remaining in learning.post-16 o
»develop the employability and enterprise skills of young people.
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Jak stanovit priority SIAPu (1)

"G

« Jednim ze zpusobu jak stanovit priority pro zlepSovani
sluzeb je vytvorenit matice zlepsovani sluzeb. Ta
umoznuje rozhodujicim Cinitelim vizualizaci potencialné
zlepsSitelnych oblasti sluzeb na zakladé odezvy uzivatelu
zjisténé v pruzkumech.

* Vynesenim téchto dvou ruznych hodnot na osy
dvojrozmérného grafu Ize rychle zjistit, ktera zlepseni
jsou pro klienty jak nezbytna (nizka spokojenost), tak i
vyznamna (vysoka dulezitost).

Zdroj: http://www.tbs-sct.gc.calsi-as/tools-outils/tools-outils04 _e.asp
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Jak stanovit priority SIAPu (2)
T
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Jak stanovit priority SIAPu (3)
‘G

Ctyfi kvadranty matice
*  Priority zlepsovani. Prvky sluzby vykazuji nizkou miru spokojenosti klientt, avSak

vvvvvv

prvky sluzby vyzaduji okamzitou pozornost.
« Silné stranky. Zde jsou ty prvky sluzby, které klient povazuje za dulezité a které
vykazuji vysokou miru spokojenosti. ZlepSovani tohoto prvku sluzby neni potreba.

*  Preskupeni? Prvky v tomto kvadrantu vykazuji vysokou mirou spokojenosti, ale
nejsou pro klienty dulezité. ZlepSovani téchto prvkl sluzeb neni potfeba, anebo mize
existovat moznost realokace zdroju s cilem podpofit jiné priority zlepSovani.

»  Prilezitosti. Klienti uvadéji nizkou spokojenost s témito prvky, avsak tyto prvky
zaroven nejsou dulezité. Zlepseni téchto prvkl v sou¢asnosti neni prioritou.

Zdroj: http:/MWww.tbs -sct.gc.caki-as fools -outils fools -outils04_e.asp
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Hnaci sily a prekazky zlepsovani sluzeb
—

Hnaci sily Prekazky

« vedeni shora az dolu cekani na pokyny

* motivace personalu nedostatecné dovednosti personalu
» strategické zaméreni ,Nejvyssi prioritou je vSechno®

* partnerstvi oddélenost utvaru

e zamérfeni na zakaznika ,Zameéreni na dodavatele”

« technologie umoznujici praci ,Jposouvani papird*

* interni komunikace Jhoubové fizeni“

* |niciativa a inovace Jak, jak to je, to staci®
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Jak zajistit udrzitelnost zlepsovani sluzeb
T ———

SIAP pravdépodobné zustane jednorazovym projektem
bez zasadnich prinosu pro uzivatele, pokud:

* organizace neprekona oddélenost svych utvaru a nezaéne se
divat na sluzbu z pohledu jejich uzivatelu

e organizace nebude pracovat s uzivateli sluzeb (napr. ustavenim
stalych komisi uzivatelu, pravidelnymi setkanimi tematickych
skupin, pruzkumy nazoru atd.)

e organizace nebude pracovat se svymi partnery a nebude
vyuzivat jejich odbornosti a mobilizovat jejich zdroje

* manazeri nezmeni soucasnou hierarchickou kulturu a nebudou
podporovat NEZAVISLE mysleni svého personalu
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