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Abstract

In recent decades the quality of social services pri-
marily means the very clients’ evaluations of and satisfac-
tion with services (Zalimiene, 2006). Therefore, in order to
ensure quality of social services, it is important to meet us-
ers’ expectations. Today no researches on meeting the ex-
pectations of users of social services are carried out becau-
se all scientific researches in the area of management of qu-
ality of social services so far have been carried out within
the limits of one service institution, municipality or focu-
sing more on separate users’ groups. This article aims to
highlight how users’ expectations are met when ensuring
quality of social services in Lithuania. To achieve this aim,
methods of content analysis and expert (interview-based)
are employed.

Keywords: social services, quality of services, us-
ers’ expectations, social policy.

Introduction

Research problem, novelty and relevance. In
modern economy services turned into a dominating
type of activity both in terms of quantity and their im-
pact on people’s daily life. As a result, the area of ser-
vices is one of the most promising and rapidly deve-
loping areas of economy. This is declared in “A New
Strategy for Social Cohesion” approved by the Coun-
cil of Europe (2004). It suggests implementing social
rights following one of the principles thatis directed to-
wards quality services that are available to everyone.

Many countries try to approach social services
to people when responsibility is transferred to regio-
nal and local authorities. Increasingly more often the
governments of various countries acknowledge that
the best way of providing social services is partners-
hip with civil society; i.e. its involvement, ensuring
quality.

As life quality and social welfare are increasin-
gly more often discussed, it is necessary to emphasi-
ze that quality of social services directly influences
life quality of separate and most vulnerable groups
of society and at the same time of the whole society
of Lithuania (A New Strategy for Social Cohesion,
2004).
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According to Zalimiene (2003), encouraging
and developing the idea of mixed market of social
services in the recent decade, opportunities are sear-
ched to create such market of social services which
would enable the client to choose and receive best qu-
ality services for the lowest costs both for him/her
and the state.

Previously the user had to accept such quality
of services which would be provided according to es-
tablished standards. In the recent decades the quality
social service in the first place means the very clients’
evaluation and satisfaction with services (Zalimiene,
2006). Therefore, in order to ensure quality of social
services, it is important to meet users’ expectations.

There are quite many criteria for ensuring qu-
ality of social services, but one of them is meeting
users’ needs (Mikalajauskiene, Tijunaitiene, Vektery-
te, 2001). According to the authors, the user is given
a particular status because it is more difficult to eva-
luate quality of services compared to quality of go-
ods. According to Lydeka, Stanaityte (2002), Vitkie-
ne (2004), Bagdoniene, Hopeniene (2005) the user’s
involvement in the service provision process is one
of the key peculiarities that ensures quality.

Currently there are no researches that would
analyze how the expectations of users of social ser-
vices are met because so far all scientific researches
in the area of management of quality of social ser-
vices have been carried out within the limits of one
service institution, municipality or focusing more on
separate users’ groups. Svedaite-Sakalauske (2007),
Zalimiene (2003, 2006), Ruzevicius (2007) elabora-
ted on management of quality of social services; Kaz-
lauskiene, Ostrauskiene (2010) highlighted evalua-
tion of quality of social services in Lithuania, clarify-
ing quality conceptions and evaluation criteria. Bag-
doniene, Hopeniene (2005) investigated the peculia-
rities of service providers and users, which influen-
ce quality of service; Marcinkeviciute, Petrauskiene
(2007) analyzed development of social services in ru-
ral townships. The role of non-governmental organi-
sations in the provision of social services was genera-
lized by Kliuceviciute (2006); Cepinskis, Kanisaus-



kaite (2010) analyzed development of social services
in Lithuania with regard to the peculiarities of resi-
dents’ aging in municipalities.

There are no researches that would generalize
the situation countrywide and serve as a basis for sys-
tematic ensuring of quality of social services. This re-
search is one of the first works aiming to provide a
general review of the factor that ensures quality of
social services — meeting of users’ expectations. It
was planned that this research would answer the fol-
lowing problem questions: How are the researches on
users’ expectations in the context of quality of social
services carried out? How and in what ways are users
involved in planning, supervision of social services?
How is availability of information for users ensured,
meeting their expectations?

Research aim: to highlight meeting of users’
expectations, ensuring quality of social services.

Research methods:

Content analysis.
Expert method (based on interviews).

Research methodology is based on the follo-
wing essential conceptions and approaches:

» The approach is followed that service pro-
viders and users may understand quality of
service differently. The client often comes
with pre-established expectations regarding
a certain service and further usage of servi-
ces will strongly depend on whether the cli-
ent’s expectations will be met. Therefore,
the provider has to seek correspondence of
services to the client’s expectations or to in-
form him/her so that the client forms his/her
expectations in parallel with received servi-
ces (Lovelock, 2001; Gronroos, 2000).
The research is based on the conception of
the service that encompasses orientation to-
wards both the person, his/her individual ne-
eds and general features of quality of servi-
ce, which inmarket economy conditions me-
ans “the best product with the lowest costs”
(Daft, 1997). Therefore, suitability of the
service is defined through its aims, content
and forms of providing this content, which
in terms of social services mean availabili-
ty, reliability of information, and its suita-
bility (application). Besides, the service is
perceived as exceptional as it is orientated
not to material but to ideal product of cultu-
re, creation of which is a long-term process
and requires efforts from both the service
provider and the service user because the
user is not a passive receiver of these servi-
ces. The user is a creator who together with
the provider participates in the processes of
quality of service. Therefore, the network
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of relations between the user and the provi-
der has to be permanently developed and
maintained at mezzo (the level of ideas),
macro (the level of institutions) and micro
(the level of the interaction of groups and
personalities) levels.

The research is grounded on the phenome-
nological conception that is based on the
conception of phenomenology of Micku-
nas, Stewart (1994), according to which in-
dividuals’ experience is described through
perception of the phenomenon. Phenome-
nological research employs the interview
method (Kvale, 1996), which discloses pe-
ople’s experiences and perception best. As
mentioned above, this research employed
the interview method, which enables to ap-
proach construction of people’s perception,
of meanings of the phenomenon and of re-
ality.

Research Sample and Process

Expert method (based on interviews). The sam-
ple of the research consists of 7 experts. Experts’ se-
lection was carried out so that all institutions that ac-
cording to the law are responsible for ensuring quali-
ty of social services are represented. In addition, the
factor that the expert should know the situation in the
investigated area best was also important. Experts’
sample consists of the following represented institu-
tions:

Ministry of Social Security and Labour —
1 expert,

Department of Supervision of Social Servi-
ces — 1 expert,

Municipality — 4 experts,

Methodical Centre — 1 expert.

Two municipalities were chosen for the rese-
arch. One of them represents one of three major ci-
ties with the developed system of infrastructure for
social services and the other is the municipality of
a small district, which has only one institution pro-
viding social services, namely general, social super-
vision and social care services, founded by the mu-
nicipality. At each municipality 2 experts were inter-
viewed. These were the representative of administra-
tion of the municipality, in the area of social support
represented by social support department, and the rep-
resentative of main social service providers — social
support centres, which provide general and social su-
pervision services.

The representative of the Methodical Centre
was involved in the research because staff qualifica-
tion and spread of good practice is one of the factors
ensuring quality of services.



Counties were not investigated in the research
because according to the programme of the Govern-
ment of the Republic of Lithuania it is planned to li-
quidate counties this year (2010), delegating part of
functions to other institutions.

Method of content analysis. The sample of the
research is social services plans of all municipalities
of Lithuania (60 in total). The research used social
services plans that are obligatory for municipalities
and must be made every year. One of the aims of ma-
king these plans is to improve quality of social servi-
ces. The latest social services plans were used for the
analysis.

To reveal availability of user information on
the Internet, websites of municipalities were analy-
zed (websites of 60 municipalities in total).

Surveys on User Expectations as a Means of En-
suring Quality of Social Services

Survey, discussion, receiving and provision of
information enable to form adequate expectations of
users and encourage their involvement in service pro-
vision; both of these conditions improve quality of
services.

The performed content analysis allows to state
that the survey of users’ needs and expectations is fo-
reseen in legal acts: methods for preparation of social
services plan recommend applying methods of local
residents’ interviewing, questionnaire, data analysis,
projection, SWOT and other methods, use of data of
residents’ questionnaires, information provided by so-
cial services providers and other institutions.

Having analyzed experts’ interviews, it can be
stated that the major city municipality employs surve-
ys in order to find out users’ needs and expectations
(“In 2009, the Social Support Department plans to
carry out the interview of service receivers although
the Social Services Centre of the municipality has
been doing this for many years”). According to the
experts, interviews are intended for separate users’
groups ( “separate questionnaires compiled by the de-
partment according to groups of social services are
used: one questionnaire for receivers of short-term
social care; others for receivers of other services”).
The above-mentioned interviews are planned to be
carried out systematically (“We are planning to carry
out such interviews systematically: to interview servi-
ce receivers once a year. We compile certain question-
naires for separate groups of clients: the homeless,
the visitors of day care centres, the visitors of day ca-
re centres for people with intellectual disabilities. Du-
ring surveys interviews both for staff and clients are
planned”).

The experts mention that interviews are plan-
ned when organisational issues are surveyed and
when personnel ( “in this survey we shall analyze qu-
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ality in two aspects: in the aspect of organisation of
services, communicating with personnel and man-
gers, and we hope that we shall spot where we as the
Social Support Department of the municipality could
make certain organisational decisions”’) and service
receivers (“and in the second aspect: interviews of
services receivers. The Social Support Department,
as I mentioned, would not do this earlier. It was the
practice of the Social Support Centre to interview its
clients or the groups they would choose or buying a
service”) are interviewed. It can be stated that so far
users’ needs in the municipalities of major cities have
been surveyed at the level of separate institutions (in
this case the Social Support Centre) but not at the le-
vel of the whole municipality. It is planned that since
2009 users’ needs will be surveyed at the level of the
municipality as well.

At the municipality of a small district survey
possibilities are not clearly expressed either in the as-
pect of the subject of the interview or systematicity
(“We measure quality during interviews; i.e. when
we are preparing a social services plan. However, he-
re we focus more on finding out residents needs. And
as to quality, we have carried out neither the survey
nor the interview. All we can evaluate is via residents’
feedback”). The experts could not evaluate whether
surveys were carried out at the level of the municipa-
lity or of a separate institution.

After completion of the analysis of social plans
of municipalities, it can be stated that 92 percent of
municipalities did not carry out residents’ surveys
when evaluating quality of social services.

The analysis of these social services plans of
municipalities, which provide information about sur-
veys carried out by municipalities (8% of the total
number of municipalities), of interviews and other
means disclosed that surveys carried out by municipa-
lities differed. There were municipalities which limi-
ted themselves to the analysis of certain documents
“..with the analysis of the documents of residents’
social groups of the municipality, which receive so-
cial support”. Experts mention that “persons do not
use all services provided” and conclude that “provi-
ded information is still insufficient”. Being asked,
how the providers know that the corresponding infor-
mation reaches the users, they name various means
of informing ( “Information about social services is
provided by the administration of the district munici-
pality at the Social Support Department and elders-
hips. Persons and their families learn about social
services from social workers, read in press or hear
on TV”) and generalize obtained proposals ( “we ha-
ve received wishes to expand provision of day social
care services to children with disabilities, disabled
persons and the elderly both at home and at the ins-
titution”).



In other municipalities surveys were directed
to a certain group of clients: social risk families, lo-
nely disabled persons ( “Several social surveys were
carried out. One of them is the survey of social risk
families. During another survey carried out in 2008,
154 lonely disabled people were visited and orally
interviewed....”’) or senior age residents (“... During
the interview carried out by the staff of the Depart-
ment of Social Support and Child’s Rights 100 senior
age residents of the municipality were interviewed...).
Experts were positive about such interviews because
quite a lot of residents’ proposals were received. All
the above mentioned interviews disclosed that users
were not satisfied with the current situation: “it was
found that current quality and quantity of social ser-
vices provision did not satisfy them. All respondents
emphasized that it was necessary to expand the spec-
trum of provided services”.

Meeting of Users’ Expectations, Involving into
Planning and Supervision of Social Services

According to the recommendations of legal
acts and methods of planning of social services, us-
ers’ needs have to be found out; the latter proposes
to involve community as users of social services into
planning, discussions and supervision of social servi-
ces. It also says that the municipality invokes commu-
nity members, representatives of an organisation for
preparation of the draft of the social services plan, has
to allocate period of not less than 2 months for public
discussion of the draft of the social services plan, pro-
viding for the possibilities for the society to get fami-
liarized with it, express opinion and give proposals,
organize their discussions with the society, organisa-
tions during the meetings and public discussions.

After analysis of the process of making social
services plans, it can be stated that the above mentio-
ned procedure is implemented in very different wa-
ys. The composition of people preparing municipal
social services plans varied from one specialist of the
Social Support Department to the working group con-
sisting of the representatives of several municipali-
ties, budgetary institutions providing social services,
non-governmental organisations; in some places ot-
her organisations such as Labour Market were invol-
ved.

Such municipalities where the plans were pre-
pared only by the specialists of the Social Support De-
partment stated that information had been provided
by other departments, the draft had been shown to
other organisations involved in social area ( “impor-
tant information for preparation of the plan was gi-
ven by senior specialists and social workers of the
Department of Social Support and Child’s Rights as
well as the chairman of the Association of the Disab-
led of the municipality, the director of the Day Care
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Centre. The draft of the plan was presented to muni-
cipal non-governmental organisations, the Day Care
Centre.”). The above mentioned municipalities provi-
ded information on the website as well ( “Information
about preparation of social services plans was pla-
ced on the website of the municipality”).

To sum up information of those who prepared
social services plans, it can be stated that:

* in 19 municipalities (32%) the social servi-
ces plan was prepared only by the staff of
the Social Support Department;
in 14 municipalities (24%) the representati-
ves of budgetary institutions providing so-
cial services contributed as well;
in 9 municipalities (15%) the plan was pre-
pared solely by administration of the muni-
cipality: most often the departments of pro-
tection of the child’s rights, of strategic plan-
ning, finances, sometimes the deputy direc-
tor of administration of the municipality we-
re involved;
in 15 municipalities (25%) the representa-
tives of users of social services were invol-
ved in the preparation of the plan as well;
in 2 municipalities (4%) budgetary organi-
zations of various areas were involved.

Although methodical recommendations on pre-
paration of the social services plan create good pre-
conditions to form expectations of users of social ser-
vices in every municipality, involving their represen-
tatives in the plan preparation process or receiving wi-
de feedback from existing and potential users during
public discussions, content analysis disclosed that
municipalities are not inclined to use this. The com-
pilers of the plan find it more acceptable to work in
groups, which consist of the staff of the same depart-
ment or other departments of the municipality.

Users are not involved in public discussions of
social services plans. None of the municipalities plan-
ned to do this and no municipality indicated that it had
been doing this. Some municipalities would commit
to discuss the results of the above mentioned plans
with the head of the municipality, non-governmental
organisations (“The results of evaluating the social
services plan are discussed at the meeting attended
by responsible persons of administration of the muni-
cipality, heads of institutions providing social servi-
ces, non-governmental organisations that provide so-
cial services, heads and persons who are responsible
for implementation and supervision of the social ser-
vices plan”).

Meeting of Users’ Expectations, Ensuring Availa-
bility of Information

Formation of users’ expectations is also influ-
enced by availability of information. The analysis of



social services plans in the aspect of presentation of
information to users discloses that there are different
attitudes towards publicising the above mentioned
plans.

The analysis of websites demonstrates that on-
ly one municipality presented social services plans
of 2008 and 2009 and reports on implementation of
the plans on its website. Ten municipalities have not
even placed their social services plans on the websi-
te: they were available only upon calling the Social
Support Department which sent the plans via e-mail
after they found out the number of the decision of the
council of the municipality, and similar inconvenien-
ces. On other 14 websites of municipalities only the
plan for 2008 was announced.

To sum up, it can be stated that during the rese-
arch 45 municipalities either approved the social ser-
vices plan or submitted the social services plan to the
council of the municipality for approval.

There were such municipalities that did not ha-
ve the social services plan at all: they only had a so-
cial services programme approved by the municipali-
ty. After attending to the Social Support Department
of the above mentioned municipality, the reply was
that the plan was prepared long ago but the mayor re-
fused to submit it to the council of the municipality.

Conclusions

1. The performed content analysis allows to state
that the survey of users’ needs and expectations
is foreseen in legal acts, methods for preparation
of social services plans, which recommend ap-
plication of local residents’ interview, question-
naire, data analysis, projection, SWOT and other
methods, use of data of residents’ questionnaires,
information provided by social services providers
and other institutions, involving users into plan-
ning and supervision processes.

Upon completion of the analysis of social plans
of municipalities, it can be stated that 92% of the
municipalities do not carry out residents’ surveys
when evaluating quality of social services. The
municipalities that carried out surveys employed
content analysis and interview methods that we-
re directed only to a certain clients’ group (social
risk families, lonely disabled persons, senior age
residents). Most often users’ needs would be sur-
veyed at the level of separate institutions but not
at the municipal level. To sum up the expert inter-
views, there were such municipalities which we-
re planning to carry out surveys next year in order
to identify users’ needs at the municipal level as
well.

Although methodical recommendations for ma-
king social services plans create good precondi-
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tions in every municipality to form expectations
of users of social services through involvement of
their representatives into the plan preparation pro-
cess, municipalities are not inclined to use this op-
portunity. The compilers of the plan find it more
acceptable to work in groups which consist of the
staff of the same department or other departments
of the municipality.

Formation of users’ expectations is also influen-
ced by availability of information. The analysis
of social services plans in the aspect of presenta-
tion of information to users discloses that muni-
cipalities have different attitudes towards publici-
sing the above mentioned plans. In many muni-
cipalities social services plans are not made pub-
lic on the websites or the plans of previous years
are found. There were such municipalities that did
not have the social services plan at all; they only
had a social services programme approved by the
municipality.
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Vartotojy lukesc¢iy tenkinimas uztikrinant socialiniy paslaugy kokybe

Santrauka

Siuolaikinéje ekonomikoje paslaugos yra tapusios
dominuojancia veiklos rii§imi tiek kiekybine iSraiska, tiek
savo poveikiais kasdieniam zmoniy gyvenimui. Todél pa-
slaugy sfera yra viena perspektyviausiy, sparciai besiplé-
tojanciy tkio (ekonomikos) sfery. Tai deklaruoja Europos
Tarybos patvirtinta ,,Nauja socialinés sanglaudos strategi-
ja“ (2004). Joje socialines teises igyvendinti sitilo vado-
vaujantis vienu i§ principy, nukreipty i visiems prieinamas
kokybiskas paslaugas.

Ne vienoje valstybé¢je socialines paslaugas stengia-
masi priartinti prie zmoniy, kai perduodama atsakomybé
regionings ir vietos valdzios institucijoms. Vis dazniau {vai-
riy Saliy vyriausybés pripazjsta, kad geriausias socialiniy
paslaugy jgyvendinimo biidas yra partnerysté su pilietine
visuomene, t. y. jos jtraukimas uztikrinant kokybe.

Reikia pabrézti, kad vis dazniau kalbant apie gyve-
nimo kokybeg ir visuomenés gerove, socialiniy paslaugy
kokybé tiesiogiai salygoja atskiry ir labiausiai pazeidzia-
my visuomenés grupiy ir kartu visos Lietuvos visuomenés,
gyvenimo kokybe (Nauja socialinés sanglaudos strategija,
2004).

Zalimienés (2003) teigimu, pastaraji deSimtmeti
skatinant ir vystant misrios socialiniy paslaugy rinkos idé-
ja, ieSkoma galimybiy sukurti tokig socialiniy paslaugy rin-
ka, kuri leisty klientui rinktis ir gauti geriausios kokybés
paslaugas maziausiomis sagnaudomis tiek jam paciam, tiek
valstybei.
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Anksciau vartotojas turédavo priimti tokios koky-
bés paslaugas, kokias jam teikdavo pagal nustatytus stan-
dartus. Pastaraisiais deSimtmeciais kokybiska socialiné
paslauga pirmiausia reiskia paties kliento vertinimus ir
pasitenkinima paslaugomis (Zalimiené, 2006), todél uztik-
rinant socialiniy paslaugy kokybe, svarbu patenkinti varto-
toju lukescius.

Siekiant, kad buty uztikrinta socialiniy paslaugy ko-
kybé, yra nemazai kriterijy, taciau vienas ju yra vartotojy
lukesc¢iy tenkinimas (Mikalajauskiené, Tijunaitiené, Vekte-
ryteé, 2001). Kaip teigia autorés, vartotojui suteikiamas ypa-
tingas statusas, nes paslaugy kokybe sudétingiau jvertinti
nei prekiy. Pasak Lydekos, Stanaitytés (2002), Vitkienés
(2004), Bagdonienés, Hopenienés (2005) vartotojo itrau-
kimas { paslaugos teikimo procesg yra vienas pagrindiniy
ypatumy, uztikrinan¢iy kokybe.

Siandien pasigendama tyrimy, kuriuose biity ana-
lizuojamas socialiniy paslaugy vartotoju liikes¢iy tenkini-

......

paslaugu kokybés vadybos darbai buvo vykdomi vienos
paslaugy istaigos, savivaldybés ribose ar labiau orientuo-
jantis { atskiras vartotojy grupes. Svedaité-Sakalauské
(2007), Zalimiené (2003, 2006), Ruzeviius (2007) gilino-
si 1 socialiniy paslaugy kokybés valdyma. Kazlauskiené,
Ostrauskiené (2010) i$ryskino socialiniy paslaugu koky-
bés vertinima Lietuvoje aiskinantis kokybés sampratas ir
vertinimo kriterijus. Bagdoniené, Hopeniené (2005) tyri-



néjo paslaugos tiekéjy ir vartotojy ypatumus, kurie veikia
analizavo socialiniy paslaugy vystymasi kaimiskose seniti-
nijose. Nevyriausybiniy organizaciju vaidmeni teikiant
Cepinskis, Kanisauskaité (2010) analizavo socialiniy pa-
slaugy plétra Lietuvoje atsizvelgiant | gyventojy senéjimo
ypatumus savivaldybése.

Pasigendama tyrimy, kurie apibendrinty situacija
visos $alies mastu, kuriy pagrindu biity sickiama sistemin-
gai uztikrinti socialiniy paslaugy kokybe. Sis tyrimas — tai
vienas pirmyjy darby siekiant bendrai apzvelgti socialiniy
paslaugy kokybe uztikrinantj veiksni — vartotojuy lukes¢iy
tenkinima. Siuo tyrimu siekta atsakyti { §iuos probleminius
klausimus: kaip yra vykdomi vartotojy lukesc¢iy tyrimai so-
cialiniy paslaugy kokybés kontekste? Kaip ir kokiais bii-
dais vartotojai jtraukiami { socialiniy paslaugy planavima,
stebéseng? Kaip uztikrinamas informacijos prieinamumas
vartotojams tenkinant jy likesc¢ius?

Tyrimo tikslas — iSryskinti vartotojy likesciy tenki-
nima uztikrinant socialiniy paslaugy kokybe.

Tyrimo metodai:

*  Dokumenty turinio (angl. Content) analizé.
Eksperty metodas (interviu).

Tyrimo metodologija remiasi Siomis pagrindiné-
mis sampratomis ir pozitiriais:

» Laikomasi poziiirio, kad paslaugy teikéjai ir var-
totojai gali nevienodai suprasti paslaugos koky-
be. Klientas daznai ateina jau turédamas i$ anks-
to suformuotus liikes¢ius dél konkrecios paslau-
gos ir nuo to, ar kliento lukesciai bus patenkinti,
ypac priklausys tolesnis jo naudojimasis paslau-
gomis. Todél tiekéjas turi siekti paslaugy atitiki-
mo klienty likesciams arba ji informuoti taip,
kad klientas savo lukes¢ius formuoty lygiag-
reciai gaunamoms paslaugoms (C. Lovelock,
2001; Gronroos, 2000).

Tyrimas yra grindziamas paslaugos samprata
apimancia orientacija ir { asmenj, individualiuo-
sius jo poreikius bei bendruosius paslaugos ko-
kybés pozymius, kuri rinkos ekonomikos saly-
gomis reiskia ,,geriausig produkta maziausio-
mis sanaudomis® (Daft, 1997). Todél paslaugos
tinkamumas yra apibréziamas per jos tikslus, tu-
rinj ir $io turinio pateikimo formas, kurios socia-
liniy paslaugy prasme reiskia prieinamuma, in-
formacijos patikimuma, jos tinkamuma (pritai-
komuma). Be to, paslauga yra suvokiama kaip
i$skirtiné, orientuota ne | materialy, o i idealyji
kulttiros produkta, kurio kiirimas yra ilgalaikis
procesas ir reikalauja pastangy tiek i$ paslaugy
teikéjo, tiek i§ vartotojo, nes vartotojas néra tik
pasyvus $iy paslaugy perémejas. Vartotojas yra
kiiréjas, kartu su teikéju dalyvaujantis paslaugos
kokybés procesuose. Todél rysiy tinklas tarp var-
totojo ir teikéjo turi biiti nuolat plétojamas ir pa-
laikomas tiek mezo- (idéju lygmuo), tieck mak-
ro- (institucijy lygmuo), tiek ir mikrolygmenyje
(grupiy ir asmenybiy saveikos lygmuo).

Tyrimas grindziamas fenomenologine sampra-
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ta, paremta Mickiino, Stewart (1994) fenomeno-
logijos samprata, pagal kurig individy patirtis
apibiidinama suvokiant fenomena. Fenomenolo-
giniame tyrime taikomas interviu metodas (Kva-
le, 1996), kuris geriausiai atskleidzia zmoniy pa-
tirtis ir suvokima. Siam tyrimui atlikti pasirink-
tas interviu metodas, kuris leidzia priartéti prie
zmoniy suvokimo, fenomeno reik§miy ir realy-
bés konstravimo.

Remiantis tyrime taikytais metodais (dokumenty tu-
rinio (angl. Content) analizé, eksperty metodas (interviu
pagrindu) galima teigti, kad:
tirti vartotojy poreikius ir ltikescius bei jy tenki-
nima yra numatyta teisés aktuose, Socialiniy pa-
slaugy plano rengimo metodikoje, kuriuose re-
komenduojama taikyti vietos gyventojy apklau-
sos, anketavimo, duomeny analizés, prognozavi-
mo, stiprybiy, silpnybiy, galimybiy ir grésmiy
(SSGG) bei kitus metodus, naudoti gyventojy
anketinés apklausos duomenis, socialiniy pa-
slaugu teikeéjy, kity institucijy pateikta informa-
cija, itraukiant vartotojus i planavimo ir stebése-
Nos procesus.

Atlikus $alies savivaldyviy socialiniy plany ana-
lizg, galima teigti, kad 92 proc. savivaldybiu ne-
vykdo gyventojy tyrimy vertinant socialiniy pa-
slaugy kokybe. Tose savivaldybése, kuriose vyk-
domi tyrimai, buvo naudojami dokumenty anali-
z¢€s ir apklausos metodai, nukreipti tik i tam tik-
ra klienty grupe (socialinés rizikos Seimos, vie-
nisi nejgalis asmenys, vyresniojo amziaus gy-
ventojai). Dazniausia vartotojuy poreikiai buvo
tiriami atskiry institucijy, bet ne visos savival-
dybés lygmenyje. Apibendrinant eksperty inter-
viu, pastebéta, kad buvo ir tokiy savivaldybiy,
kurios kitais metais planavo vykdyti tyrimus nu-
statant vartotojuy poreikius ir savivaldybes lyg-
menyje.

Nors socialiniy paslaugy plano sudarymo meto-
dinés rekomendacijos sudaro geras prielaidas
kiekvienoje savivaldybéje formuoti socialiniy
paslaugu vartotojy likescius, ju atstovus jtrau-
kiant i plano rengimo procesa, taciau savivaldy-
bés tuo pasinaudoti nelinkusios. Sudarant pla-
ng rengéjams priimtinesnis darbas grupémis, ku-
rias sudaro to paties skyriaus arba savivaldybés
kity skyriy darbuotojai.

Vartotojo lukes¢iy formavimui itaka daro ir in-
formacijos prieinamumas. Analizuojant sociali-
niy paslaugy planus informacijos vartotojams
pateikimo aspektu, galima teigti, kad savivaldy-
bése vyrauja nevienodas poziiiris i minéty plany
vieSinima. Daugelyje savivaldybiysocialiniy pa-
slaugy planai néra vieS§inami interneto svetainé-
se arba randami pra¢jusiy mety planai. Buvo ir
tokiy savivaldybiy, kuriose socialiniy paslaugy
plano apskritai nebuvo —tik savivaldybés patvir-
tinta socialiniy paslaugy programa.

Pagrindiniai ZodZiai: socialinés paslaugos, paslau-
gu kokybé, vartotojy likesciai, socialiné politika.



