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	APPLYING QUALITY MANAGEMENT SYSTEMS IN SERVICES FOR THE HOMELESS

	What is/are the main SOCIAL ISSUE/S that you wish to raise for debate and discussion in this 90 minute workshop? 
1. Implementation of quality management systems in social services centres.

2. Needs assessment and identification of intervention processes. Are professional and client goals the same? 
 

3. User satisfaction and participation.


	Please describe your project briefly here, indicating what makes it special:

Puerta Abierta is a non-restrictive care centre for homeless people, suitable for intervention with highly damaged homeless people due to the chronic situation on the streets or them having trouble adjusting to other more regimented and restricted centres. 
We have a large multidisciplinary team that provides comprehensive care to people living in Puerta Abierta. We have 76 spaces with stable and long-term accommodation. Our service is open 24 hours per day, 365 days a year. 
In 2007 we implemented the Puerta Abierta Quality Plan which is included in the Action Group 5’s Quality Plan and Social Management. This process began in 2005 and in 2007 was graded Excellent EFQM Model by the Certification Centre. In 2008 we adjusted and consolidated the quality system through its development and implementation, thereby ensuring its usefulness and relevance as a tool for assessment and continuous improvement. This process has several phases, starting with the training and familiarization of the Puerta Abierta team with the EFQM model, description of the processes and analysis of the dynamics of work, goal setting, systems for collecting information, participation and evaluation.
The process of implementing the quality system that we have carried out at Puerta Abierta has brought benefits that go beyond the granting of the seal that certifies good management. These benefits are clearly reflected in two aspects: the systematization of recording its daily activities which provides evidence that facilitates continuous evaluation of interventions and processes, and also the importance of the participation of Puerta Abierta users on a daily service from being mere recipients of services to players participating in the operation of the centre.
Since 2007, we have established a system of holding assemblies of workers and users of Puerta Abierta. Thus, we promote a meeting space, free expression of grievances and proposals for dealing with everyday life of the centre. We have promoted and encouraged the users to come up with their own suggestions for dealing with issues at the centre. In addition, we conduct regular user satisfaction surveys as a means of gathering information.
The active participation of users in these processes challenged the team in their professional capacity because of the exclusion situation and the chronic dislocation of the people we serve. However, these activities have succeeded in assisting with integration processes, recovery of social skills and resocialization . 

The goals are that the users are involved in the operations of the centre, each individual is responsible for their own actions and behaviour and that decisions are consensual and not imposed unilaterally. Such actions reinforce the feeling of belonging at the centre which is in itself a goal of Puerta Abierta and the users identify the centre as a positive model.
Proposed workshop format:
We will present real cases, accompanied by real life stories. The group will identify needs as observed from a professional point of view. After this, we will compare these needs and the expectations of the users. The objective is to assess the level of satisfaction of the users in relation to the intervention process that we have previously mentioned and if the professional approach has considered the users’ assessment and considered  the possibilities of making the appropriate changes in the intervention programme.
The workshop will be presented in Spanish with the help of a translator. 

The different views and proposals of the participants will be presented orally and recorded in Spanish by the presenter and co-presenter of the workshop, as well as the conclusions.













