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MirvA LoOHINIVA-KERKELA:

LEGAL DIMENSIOS OF ENSURING CUS-
TOMER SAFETY IN SOCIAL CARE

The article examines customer safety
in social care from a legal viewpoint,
broken down into providers and pro-
tessionals whose work is related to the
customers’ rights. It also examines su-
pervision as the last safeguard of cus-
tomer safety. Legislation, government
proposals and materials produced by
supervisory authorities, are used as ma-
terials. Guaranteeing customer safety is
a key starting point in social care le-
gislation. Initially, regulation focuses
on the requirements for different ac-
tivities, such as facilities, personnel and
operating practices. In terms of con-
tent, customer safety is linked to cus-
tomer rights and the quality of social
care. The regulation of and guidance
for ensuring customer safety general-
ly emphasise action in the immediate
client situation, but the customer safety
risks included in decision-making have

been raised less often. The problem
with regulation is that obligations re-
lating to the planning, implementation
and monitoring of patient and custo-
mer safety are common and scattered
across a number of laws, regulations
and guidelines, which makes it difficult
to apply them in practice.

SANNA LAHTEINEN & AINT PEHKONEN
& ANNELI PoHjoLA:

DIMENSIONS OF CLIENT SAFETY IN SO-
CIAL WELFARE

The article examines the dimensions of
client safety in social welfare through
expert interviews (n=15). The research
question is how health and social welfare
experts analyse client safety in social wel-
fare. Interview data was analysed by con-
tent analysis. As a result of the analysis, we
formed four categories that embody the
dimensions of client safety, which were
designated as the Strategy, Responsibil-
ity, Sanction and Ethos categories. In the



Strategy category, activities are based on
ensuring the structural conditions for cli-
ent safety, the organisation of social ser-
vices in the Responsibility category, the
conduct of risk assessment in the Sanc-
tioning category and professional activi-
ties in the Ethos category. The categories
are intertwined to embody the multidi-
mensionality of client safety. As a whole,
the dimensions are built upon tasks, ex-
pectations and responsibilities at the soci-
etal level, organisational and community
levels, as well as at the individual level.

ANNE-MARI JAAROLA & TARJA POsO:

ASSESSING THE CHILD’S SITUATION IN
CHILD WELFARE: ANALYSIS FROM THE
POINT OF VIEW OF CLIENT SAFETY

The article focuses on social work-
ers’ views on assessment and its quality
in child welfare. The assessment of the
childs situation is a crucial point in social
work as it guides the next steps in work-
ing and related decisions. Assessment
practices studied from the point of view
of quality as well as errors and mistakes.
The analysis is based on a survey of social
workers (N=210). The quality of assess-
ment is connected to factors such as ful-
fillment of the rights of the client and by
the sufficient use of time in an assessment.
The social workers regard the quality of
the assessments as being quite high al-
though there are no agency-based guide-
lines or practices to define good quality
or its shortcomings or the informants
do not know whether they existed. This
raises the question of social workers” and

agencies’ awareness of quality and errors.
Therefore, it is essential to clarify what
good quality assessments and competen-
cies are as part of developing practices to
promote client safety.

Herr VaLokivi & HeELENA HIRVONEN:

CLIENT SAFETY IN SERVICES FOR OLDER
PEOPLE

This article analyses how client safety is
defined in policy documents concerning
ageing and services for older people. Re-
cent public scandals concerning shortages
in the quality of care for older people call
for an investigation of the services in terms
of client safety. This article approaches cli-
ent safety as a question of trust in soci-
ety and in relationships. According to the
results of our analysis, the content and
significance of the concepts of client and
patient safety are intertwined and con-
stantly evolving. Moreover, client safety is
understood in the documents primarily
as service providers’ responsibility to de-
velop a culture of safety and as an urge to
implement technology-assisted means to
improve client safety, particularly at home.
These measures are expected to prevent
clients’ feelings of insecurity. However, at-
tention should also be given to stability in
interpersonal care relationships because it
reinforces trust between clients and ser-
vice providers and strengthens organisa-
tional and institutional trust in the service
system.

427



428

AINO KAARIAINEN:

DOCUMENTATION AS PART OF CLIENT
SAFETY

The article examines documentation
of client work as part of client safety in
social care. In social work, one key tool
for knowledge production is written
documents. Analyzing the Ombudsman’s
complaints solutions (n = 41) sheds light
to the problem of documentation of cli-
ent work in complaints to the Ombuds-
man. Based on the content analysis, the

following document-related comments
were found from the data: 1) partial docu-
mentation of client work, 2) errors in data
collection, failure to request information
and misuse of information, and 3) defi-
ciencies in plans and errors in decision
making. Documentation of social work is
central to retrospectively evaluating social
work and in the use of clients’ remedies.
In particular, vulnerable social care clients
need to be able to rely on the correctness
and fairness of the services they receive
and equal treatment in services.



