PANORAMA OF AGING
AND LONG-TERM CARE

‘ Ensuring the Quality
of Long-term Support
Services

Governments can contribute to promoting the quality
of services and play a crucial role as regulator in three
fundamental aspects:

1. the effectiveness of care and safety for the
patient

2. the way of focusing on the patient
3. and the coordination of and integration with

social and health services (OECD and European
Commission 2013)

There are several instruments to ensure quality, and
most countries rarely use only one, as can be seen in
the following table.

The most used are records and licenses for service
providers, as well as minimum standards for physical
infrastructure and care processes (Mor, Leone vy

Maresso 2014).
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The quality of support services is
fundamental because it influences the health
outcomes, autonomy, and living conditions
of people in a status of dependency.

In general, three types of strategies are used to
promote quality. Some countries, such as Germany,
Austria, Japan, and Switzerland, choose to promote
quality based on the professionalization of the
people who provide care. A second strategy is to use
inspections to constantly review compliance with
established standards.

Finally, there is the monitoring of suppliers, which
emphasizes the incentives generated by users’ access
to data and results that may influence the choice of
service providers.
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There are several instruments to ensure quality, and most countries

rarely use only one, as can be seen in the following table.

Regulatory Measures Implemented by Different Countries
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1 Registration and licenses

Standards for physical infrastructure

Standards for professional education and training

Associations of long-term support services

Minimum standards for care processes

Outcome measures of the dependent person

Routine inspections

Random inspections/without notice
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9 Data and inspections based on experiences

10 Monetary penalties for non-compliance

11 Sanctions and alarm systems

12 Legal appeals process

13 Compilation of complaints and monitoring systems

14 Processes to address complaints by phone or Internet

15 Public reports

16 Data to promote consumer choice

17 Quality based on payment for results

Note: The shaded cells indicate that this regulatory action is used. However, this does not reflect the importance or effectiveness of this action.

Source: Mor, Leone y Maresso (2014, Table 16.3).
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