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Management of Quality in Health and Social Care

Evaluating Quality in Health and Social Care Services

Accountability refers to the responsibility of health and social care services to provide high-quality care,
answer to patients, and be transparent in their decision-making processes. This concept is closely related to
governance and leadership, as it requires a strong framework for overseeing and managing care services.
Effective accountability mechanisms help to ensure that services are delivered in a way that is responsive to
the needs of patients and communities. For example, a hospital may establish an accountability framework
that includes regular audits and reviews of patient care, as well as a system for handling patient complaints
and feedback.

Accreditation is a process of evaluating health and social care services against established standards and
criteria. This process helps to ensure that services meet minimum requirements for quality and safety, and
provides a way for services to demonstrate their commitment to excellence. Accreditation can be voluntary
or mandatory, depending on the context and the type of service being provided. For instance, a nursing
home may undergo accreditation to demonstrate its adherence to national standards for care and safety.

Activity-based costing is a method of costing that involves assigning costs to specific activities or tasks
within a health or social care service. This approach helps to provide a more accurate picture of the costs
associated with delivering care, and can help services to identify areas where costs can be reduced or
optimized. For example, a hospital may use activity-based costing to determine the cost of providing a
specific procedure or treatment, such as a surgical operation.

Adverse event is an unintended or unanticipated incident that occurs during the delivery of health or social
care services, and results in harm or injury to a patient. Adverse events can be caused by a variety of factors,
including human error, equipment failure, or systemic problems. For instance, a patient may experience an
adverse event such as a medication error or a fall while in hospital.

Benchmarking is a process of comparing health and social care services against best practices or standards
in order to identify areas for improvement. This approach helps services to learn from others and to adopt
new and innovative approaches to care. Benchmarking can be internal or external, depending on whether
the comparison is being made within the service or with other services. For example, a hospital may
benchmark its patient satisfaction rates against those of other hospitals in the region.

Care pathway is a structured approach to delivering care that outlines the steps and interventions that
should be taken to manage a specific condition or need. Care pathways are often developed by
multidisciplinary teams and are based on evidence-based practice. For instance, a care pathway for patients
with diabetes may include regular monitoring of blood sugar levels, medication management, and lifestyle
interventions such as diet and exercise.

Clinical governance is a framework for ensuring that health and social care services are delivered in a way
that is safe, effective, and of high quality. This approach involves a range of activities, including audit,
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research, and quality improvement initiatives. Clinical governance is often led by senior clinicians and
involves a multidisciplinary approach to care. For example, a hospital may establish a clinical governance
committee to oversee the implementation of evidence-based practice and to monitor patient outcomes.

Commissioning is the process of planning, procuring, and monitoring health and social care services to
meet the needs of populations or communities. This approach involves working with a range of
stakeholders, including patients, providers, and other organizations, to design and deliver services that are
responsive to local needs. For instance, a local authority may commission services for older adults, including
home care, day care, and respite care.

Complaints handling is the process of managing and responding to complaints from patients, families, or
carers about the care they have received. This approach involves listening to concerns, investigating
incidents, and resolving problems in a fair and timely manner. Effective complaints handling is essential for
building trust and improving the quality of care. For example, a hospital may establish a complaints
handling procedure that includes a clear process for reporting and investigating incidents.

Continuing professional development is the process of maintaining and improving the skills and knowledge
of health and social care professionals. This approach involves a range of activities, including education,
training, and mentorship, and is essential for staying up-to-date with the latest research and best practices.
For instance, a nurse may participate in continuing professional development activities such as attending
conferences, workshops, and online courses.

Data quality is the accuracy, completeness, and reliability of data used to inform decision-making in health
and social care services. High-quality data is essential for monitoring patient outcomes, evaluating service
performance, and identifying areas for improvement. For example, a hospital may use data on patient
length of stay to identify areas where care can be streamlined and improved.

Decision support systems are computer-based tools that provide guidance and recommendations to health
and social care professionals when making clinical decisions. These systems use algorithms and data to
provide personalized advice and support. For instance, a decision support system may be used to diagnose
and manage patients with complex conditions such as diabetes or heart disease.

Duty of care is the legal and moral obligation of health and social care services to provide care that is safe,
effective, and of high quality. This concept is closely related to accountability and governance, as it requires
services to be transparent and responsive to the needs of patients and communities. For example, a hospital
may have a duty of care to provide patients with accurate and timely information about their care and
treatment.

Economic evaluation is the process of assessing the cost-effectiveness of health and social care
interventions or programs. This approach involves comparing the costs and outcomes of different options
in order to determine which one provides the best value for money. For instance, a local authority may
conduct an economic evaluation of different interventions for supporting older adults, such as home care or
residential care.

Effectiveness is the degree to which a health or social care intervention or program achieves its intended
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outcomes. This concept is closely related to quality and safety, as it requires services to be responsive to the
needs of patients and communities. For example, a hospital may evaluate the effectiveness of a new
medication or treatment in reducing patient symptoms or improving health outcomes.

Efficiency is the ratio of outputs to inputs in the delivery of health and social care services. This concept is
closely related to productivity and cost-effectiveness, as it requires services to optimize their use of
resources and minimize waste. For instance, a hospital may aim to reduce its length of stay for patients with
certain conditions in order to improve efficiency and reduce costs.

Evidence-based practice is an approach to delivering health and social care services that is grounded in the
best available evidence. This concept involves integrating research findings, clinical expertise, and patient
preferences to provide care that is safe, effective, and of high quality. For example, a hospital may adopt
evidence-based practice guidelines for managing patients with chronic conditions such as diabetes or heart
disease.

Governance is the system of oversight and accountability that ensures health and social care services are
delivered in a way that is safe, effective, and of high quality. This concept involves a range of activities,
including strategic planning, performance monitoring, and quality improvement initiatives. For instance, a
hospital may establish a governance framework that includes a board of directors, clinical governance
committees, and quality improvement teams.

Health impact assessment is a process of evaluating the potential health effects of a policy, program, or
project on a population or community. This approach involves assessing the potential risks and benefits of
an intervention, as well as identifying strategies for mitigating adverse effects. For example, a local authority
may conduct a health impact assessment of a new development project to determine its potential effects
on the health and wellbeing of local residents.

Informed consent is the process of obtaining informed agreement from patients or carers before providing
care or treatment. This concept involves providing clear and accurate information about the risks and
benefits of a particular intervention, as well as respecting the autonomy and decision-making capacity of
patients. For instance, a doctor may obtain informed consent from a patient before performing a surgical
operation or administering a new medication.

Integrated care is an approach to delivering health and social care services that coordinates and integrates
different services and providers to meet the complex needs of patients and communities. This concept
involves collaboration and partnership between different organizations and professionals, and requires a
patient-centered approach to care. For example, a hospital may establish an integrated care pathway for
patients with complex conditions such as dementia or heart failure.

Leadership is the process of inspiring and motivating others to achieve a shared vision or goal in health and
social care services. This concept involves a range of activities, including strategic planning, communication,
and team building, and requires strong interpersonal skills and emotional intelligence. For instance, a
hospital may have a leadership team that includes a chief executive, medical director, and director of
nursing.
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Lean thinking is an approach to improving the efficiency and effectiveness of health and social care services
by eliminating waste and optimizing workflows. This concept involves a range of techniques, including value
stream mapping, root cause analysis, and quality improvement initiatives. For example, a hospital may use
lean thinking to streamline its patient flow and reduce waiting times.

Medication management is the process of managing and coordinating the use of medications in health and
social care services. This concept involves a range of activities, including prescribing, dispensing, and
monitoring the use of medications, and requires strong clinical skills and pharmacological knowledge. For
instance, a hospital may have a medication management team that includes pharmacists, doctors, and
nurses.

Mental capacity is the ability of an individual to make informed decisions about their own care and
treatment. This concept is closely related to informed consent and autonomy, as it requires services to
respect the decision-making capacity of patients and support them in making choices about their care. For
example, a hospital may have a mental capacity team that includes specialists in psychology and law.

National standards are established guidelines or criteria for health and social care services that outline the
minimum requirements for quality and safety. These standards are often developed by national
organizations or governments and are used to accredit or certify services that meet the required standards.
For instance, a hospital may be accredited against national standards for patient safety and quality of care.

Outcome-based commissioning is an approach to commissioning health and social care services that
focuses on achieving specific outcomes or results rather than simply purchasing services. This concept
involves defining clear outcomes and indicators, and monitoring and evaluating progress towards these
outcomes. For example, a local authority may commission services for older adults with a focus on
improving their health and wellbeing and reducing their need for hospital care.

Patient advocacy is the process of supporting and empowering patients to make informed decisions about
their care and treatment. This concept involves a range of activities, including education, advice, and
representation, and requires strong communication skills and emotional intelligence. For instance, a hospital
may have a patient advocacy team that includes specialists in patient support and complaints handling.

Patient-centered care is an approach to delivering health and social care services that puts the needs and
preferences of patients at the forefront of care. This concept involves a range of activities, including
communication, education, and involvement in decision-making, and requires a strong focus on patient
experience and satisfaction. For example, a hospital may establish a patient-centered care pathway for
patients with complex conditions such as cancer or dementia.

Performance management is the process of monitoring and evaluating the performance of health and social
care services against established standards or targets. This concept involves a range of activities, including
data collection, analysis, and reporting, and requires strong analytical skills and attention to detail. For
instance, a hospital may use performance management to monitor its patient satisfaction rates and identify
areas for improvement.

Personalization is an approach to delivering health and social care services that tailors care to the individual
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needs and preferences of patients. This concept involves a range of activities, including assessment,
planning, and review, and requires a strong focus on patient-centered care and patient experience. For
example, a hospital may establish a personalized care pathway for patients with complex conditions such as
chronic obstructive pulmonary disease (COPD) or heart failure.

Quality assurance is the process of ensuring that health and social care services meet established standards
or criteria for quality and safety. This concept involves a range of activities, including audit, inspection, and
accreditation, and requires strong governance and leadership. For instance, a hospital may establish a
quality assurance framework that includes regular audits and inspections to ensure that care is safe and of
high quality.

Quality improvement is the process of identifying and addressing areas for improvement in health and
social care services. This concept involves a range of activities, including data collection, analysis, and
implementation of changes, and requires strong collaboration and communication between different teams
and stakeholders. For example, a hospital may establish a quality improvement team that includes clinicians,
managers, and patients to identify and address areas for improvement in care.

Risk management is the process of identifying, assessing, and mitigating risks to patients, staff, and
organizations in health and social care services. This concept involves a range of activities, including risk
assessment, incident reporting, and implementation of controls, and requires strong governance and
leadership. For instance, a hospital may establish a risk management framework that includes regular risk
assessments and incident reporting to identify and mitigate risks to patients and staff.

Safeguarding is the process of protecting vulnerable adults or children from harm or abuse in health and
social care services. This concept involves a range of activities, including assessment, planning, and
intervention, and requires strong collaboration and communication between different teams and agencies.
For example, a hospital may establish a safeguarding team that includes specialists in child protection and
adult safeguarding.

Service user involvement is the process of involving patients, families, and carers in the planning, delivery,
and evaluation of health and social care services. This concept involves a range of activities, including
consultation, participation, and empowerment, and requires strong communication skills and emotional
intelligence. For instance, a hospital may establish a service user involvement group that includes patients,
families, and carers to provide feedback and guidance on care.

Social care is a range of services that support individuals with social needs, such as housing, employment,
and relationships. For example, a local authority may provide social care services for older adults, including
home care, day care, and respite care.

Staff development is the process of supporting and developing the skills and knowledge of health and
social care staff. This concept involves a range of activities, including education, training, and mentorship,
and requires strong leadership and management. For instance, a hospital may establish a staff development
program that includes training and education in clinical skills and leadership.

User-led services are health and social care services that are led and delivered by patients, families, and
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carers. This concept involves a range of activities, including planning, delivery, and evaluation of services,
and requires strong partnership and collaboration between different teams and stakeholders. For example,
a hospital may establish a user-led service for patients with complex conditions such as diabetes or heart
disease.

Value-based commissioning is an approach to commissioning health and social care services that focuses
on achieving value for patients and populations. This concept involves defining clear outcomes and
indicators, and monitoring and evaluating progress towards these outcomes. For instance, a local authority
may commission services for older adults with a focus on improving their health and wellbeing and
reducing their need for hospital care.

Whole system approach is a way of thinking and working that considers the entire health and social care
system, including patients, providers, and communities. This concept involves a range of activities, including
planning, delivery, and evaluation of services, and requires strong collaboration and partnership between
different teams and stakeholders. For example, a hospital may take a whole system approach to improving
patient flow and reducing waiting times, by working with primary care providers, community services, and
social care agencies.
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