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Commitment to Dignity
Adopted 2012-12-19 by the Health and Care Board of the Municipality of 
Gävle.

Effective as of 2013-03-01. Replaces the former Declarations of Quality.

1. INTRODUCTION
The Commitment to Dignity summarizes the commitments made by the Health and Care 

Board of Gävle to you as their customer. It also describes your options in case you find 

that the Board has not carried out its obligations in a satisfactory manner.

The Commitment to Dignity is based on the national values governing the care of old 

people, referred to in Chapter 5, Section 4 of the Social Services Act:

"The Social Services care of the elderly should strive to enable elderly people to live a 

dignified and pleasant life (basic value)"

and in Chapter 5, Section 5 of the Social Services Act:

"The elderly should, as far as possible, be able to choose when and how 

assistance in their home and other easily accessible services should be 

provided."

On that basis, The Municipality of Gävle has decided to make a commitment to dignity, 

which unless an exception is explicitly stated applies to all activities under the Health 

and Care Board. This means that the commitment does not only apply to services for the 

elderly, but also to services for younger people provided according to the Act concerning 

Service and Support to Persons with Certain Functional Impairments (LSS). It also 

applies both to the care and service administered by the Board itself and to care and 

service administered by other agencies contracted by the Board. The Commitment 

implies a guarantee made by the Board to rectify any shortcomings that occur.

The Administration supplements the Commitment to Dignity with general guidelines 

for each field of activity (such as housing, home care, personal assistance, etc.). The 

guidelines also cover those care assignments that are governed by the Health and 

Medical Service Act (HSL).

For the guarantee to be valid, you must be receiving assistance or services according to a 

decision by the assistance officer of the Health and Care Board. This means that the 

guarantee applies to you as a customer and user of the services provided by the Health 

and Care Board. The guarantee outlines a number of quality expectations concerning the 

services/assistance you are entitled to. At the same time, it explains to the management 

and the employees carrying out the activities what requirements must be fulfilled.

It also specifies certain limitations to the services/assistance provided, to clarify what 

you cannot expect from the Health and Care Board.
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2. ASSISTANCE ASSESSMENT
The legislation does not in detail regulate what a municipality must provide, nor how 

assistance or services should be organized. Therefore, each municipality is allowed some 

scope when deciding how to organize its services, and you are allowed to suggest what 

may be suitable in your particular case. The assistance officer should consider your 

suggestions when deciding what assistance or services best fit your needs and wishes.

Anyone residing in the Municipality of Gävle, permanently, or for the purpose of the 

Social Services Act, temporarily, may apply for support and help in the form of 

assistance or services within the area of responsibility of the Health and Care Board. 

Such applications for support are submitted to the Health and Care Office in Gävle, 

which will investigate and decide the level of support to be provided. The assessment is 

individual and in line with the applicable legislation.

You should note that an assistance assessment does not necessarily mean that 

assistance/services will be provided, or that your wishes will be granted. Part of the 

assistance officer's duties is to guide you in finding ways to achieve a reasonable 

standard of living and acceptable living conditions without relying on the municipality 

or other agencies.

The assistance/services granted to you by the assistance officer under the Health and 

Care Board is based on your rights according to the Social Services Act (SoL) and the Act 

concerning Service and Support to Persons with Certain Functional Impairments (LSS). 

The starting point is that which in the legislative text is called "right to assistance" (SoL) 

and "right to services" (LSS). If you are dissatisfied with a decision made by the Health 

and Care Office in Gävle, you can appeal against the decision.

2.1. YOUR RIGHT TO ASSISTANCE OR SERVICES
The Municipality of Gävle is by law required to give assistance and support in the home, 

as well as other easily accessible services, to people who need it for their daily living.

According to Chapter 4, Section 1 of SoL, this right applies to anyone not being 

able to provide for themselves nor being provided for by others.

According to Section 7 of LSS, this right applies to people with:

- intellectual development disorder, autism or autism spectrum disorder

- significant and permanent intellectual disability resulting from brain damage as an 

adult, caused by trauma or disease

- other long-term physical or mental disabilities clearly not caused by normal aging, if 

they are major and give rise to significant difficulties in daily living and a consequent 

need of considerable assistance or services.
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2.2. THE OBJECTIVE OF ASSISTANCE OR SERVICES PROVIDED
The assistance provided according to the SoL is intended to:

- ensure that the individual being assisted gets a reasonable standard of living, the 

assistance strengthening his or her ability to live an independent life (Chap. 4, Sec. 1 

SoL).

The services provided according to the LSS are intended to:

- promote equality in living conditions and a full participation in community activities

for individuals belonging to the target groups of the Act (Sec. 5 LSS)

- make it possible for the individual to live like others (Sec. 5 LSS).

2.3. A REASONABLE STANDARD OF LIVING
Assistance provided to an individual according to the SoL should ensure that this 

individual gets a reasonable standard of living (Chap. 4, Sec. 1 SoL).

The assistance officer should on this basis investigate, assess and decide your need of 

assistance. The fundamental principle is to determine the level of assistance best suited 

to your physical and/or mental needs. Some consideration should be given to your daily 

life before the need of assistance arose.

This means that the assistance granted by the assistance officer should be forward-

looking and make it possible for you to live as much as possible the same way as before, 

in those sectors of daily living where your abilities permit it.

2.4. GOOD LIVING CONDITIONS
Services provided according to the LSS should ensure good living conditions (Sec. 7 

LSS). This means that the services granted to you by the assistance officer should be 

adapted to your individual needs and be easily accessible for you. The services should

strengthen your ability to live an independent life, and they should be permanent and 

coordinated.

3. WHAT YOU CAN RIGHTLY EXPECT

3.1. HIGH QUALITY
According to Chap. 3 SoL and Sec. 6 LSS, social welfare services must be of a high 

quality. High quality means there are personnel available with suitable education and 

experience. The available personnel must be able to provide good assistance and services 

and care. The quality of the activities must be developed and assured in a systematic 

way.
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The Health and Care Board also promotes equal treatment when exercising its authority 

and providing care, considering this as a prerequisite for high quality. This means you 

should be given individually adapted assistance according to your needs, irrespective of 

gender, ethnicity, religion or other system of beliefs, disability, sexual orientation, 

transsexual identity or expression, or age.

3.2. INFORMATION
You are always entitled to receive information about the structure of our organization, so 

that you know what assistance or services you can apply for, what alternative ways there 

are to satisfy your needs, and how you may take part in the planning and 

implementation of assistance or services. The people involved are instructed to inform 

you, in a manner understandable to you (language, speech, enhanced legibility if 

necessary, etc.), about:

- what activities are included and what goals and attitudes determine how they are 

carried out

- what quality level is required for the activities and how the activities have been 

evaluated and judged according to various quality assessments, customer surveys, etc.

- what is required to be eligible for assistance

- what options and rights you have

- what fees are applicable to the assistance you are granted.

3.3. YOUR ABILITY TO EXERT AN INFLUENCE
The Health and Care Board want you to be able to exert influence, make choices and take 

part when the decision is made to grant you assistance and implement it.

3.3.1. INFLUENCE

You should be able to influence what assistance you are to be granted, in connection 

with the assistance assessment. The assistance officer will consult with you when 

deciding which assistance and services best suit your needs in relation to a reasonable 

standard of living (SoL) or good living conditions (LSS).

3.3.2. CHOICES

If you occupy a flat in alternative housing you are entitled to switch to another housing 

unit.

If you have special needs, you can apply for living quarters adapted to your needs.

If you have been granted home-help service you can choose between the municipality 

and an external agency as your service provider. 

If you are entitled to a personal assistant, you are entitled by law to choose your 

assistance agency and take part in the agency's recruitment procedures.
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3.3.3. PARTICIPATION

You should be able to take part in and influence the detailed elaboration and planning of 

your assistance, within the framework laid down in your assistance decision. Your 

participation should be ensured by the adoption of a plan of implementation.

3.4. TREATMENT
You are entitled to a pleasant and dignified treatment. This also applies to your 

immediate family and any other persons involved in the assistance assessment and in 

your assistance and services, and in any other contacts they have with the activities.

A pleasant treatment is intended to make you feel involved and safe. The assistance 

officer and other personnel should be sensitive to your wishes.

A dignified treatment is intended to acknowledge you and strengthen your self-

confidence. This means you should always be listened to, and be nicely and correctly 

treated, in a way that you can appreciate, with respect shown for your personal integrity.

The personnel should:

- have enough information about you to be able to perceive and satisfy your special 

needs

- be observant of factors that can contribute to your feelings of security or insecurity and 

to the satisfaction of your needs

- respect your need of attention, and refrain from talking on the telephone, talking above 

your head and ignoring you when providing your assistance/services.

3.5. CASE WORKER
To ensure that you are able to exert your influence and are kept informed about the 

activities, a case worker is assigned to you. It is not always required to appoint a case 

worker, for example when providing assistance/services of a temporary or limited 

nature. In such cases, the responsibilities of the case worker lie with the manager 

concerned. A case worker must earn your trust, and it is therefore important that you 

and your case worker are in agreement, and that you are satisfied with the way the case

worker carries out his/her assignment.

The case worker should:

- act as a link between you/your family/your representative and the activities, make sure 

everything works as well as possible around you, and maintain contact with any other 

parties involved, for coordination of assistance efforts

- inform you and - with your consent - your family/representative of changes in the 

activities and of practical issues concerning your assistance/services
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- regularly, after consulting you, allocate time for discussions about issues you find 

important

- if necessary, and after consulting you, help you with cash according to the established 

procedure for handling cash.

You are always entitled to replace your case worker if you so wish, without having to give 

any reasons therefor. You should be assigned a deputy, who will step in when your 

regular case worker is off duty.

3.6. IMPLEMENTATION PLAN
The implementation plan should be elaborated in detail by your assistance agency in 

cooperation with you and/or your representative, and should be regarded as an 

agreement between you and the agency concerning the implementation of your 

assistance or your services.

It is very helpful if you yourself, or someone close to you, can inform the personnel about 

your present and previous situation in life, in order for them to know what is important 

when adapting your care to your needs.

The implementation plan should:

- give an overall description of where, when and how your assistance/services are to be 

provided, based on the assistance decision

- present your wishes and priorities in connection with the implementation of your 

assistance/services

- be elaborated in consideration of your personal needs and wishes, in relation to 

disabilities, age, culture, religion, gender, sexual orientation and any other factors 

relevant to the implementation of the assistance/services

- indicate your participation and how you have been able to influence planning

- indicate the intended cooperation with your family and other people close to you

- be under preparation within a week and be finished no later than two weeks after the 

assistance decision

- be kept current and be updated at least twice a year, unless changes in your needs 

require an earlier update.

The implementation plan should comply with the current legislation and with applicable

agreements on working hours and working environment.
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3.7. PERSONNEL COMPETENCE AND CONTINUITY 
You should be in contact with personnel having the necessary competence to give you 

the care and service you are entitled to. When necessary, there should always be 

personnel available within all parts of the organization that are competent in the areas of 

dementia, mental disabilities, sign language, etc.

In addition to this, Health and Care in Gävle also carries out activities designed for 

special target groups, with personnel adapted to the respective needs of those targets 

group.

3.7.1. PERSONNEL AND CARE CONTINUITY 

You are entitled to continuity in the care you receive. This means that the number of 

individuals assisting you should be restricted to as few as possible, and you should be 

informed well ahead of time about necessary staff changes, for example in connection 

with holidays.

Continuity should also be maintained in relation to the manner of giving care, meaning 

that you meet personnel being well aware of your needs and preferences, having talked 

to you and having read the available documentation about you.

You should also be able to expect the personnel to provide the assistance/services you 

have been granted in a way that has been agreed with you. You should also be able to 

expect the personnel to show up at the agreed time, or to let you know if a change of time 

has become necessary.

3.8. COOPERATION/FAMILY
Cooperation should take place to give you good and effective care and service. 

Fundamental to all cooperation is your consent and/or the consent of your 

representative.

Cooperation and joint use of resources can be especially important if you live far from 

the centre of the Municipality of Gävle, in order to satisfy both your need of assistance 

and the closeness and continuity necessary for good care. The way care is organized 

geographically must not impede your right to good care on equal terms.

The assistance officer and the assistance agency should:

- determine, in cooperation with you, if collaboration with others in relation to your 

assistance/services may result in a quality improvement, and if so, make sure that such 

collaboration takes place
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- if collaboration is warranted, act as an intermediary to or initiate collaboration with 

other agencies concerned and other caregivers, such as primary care units or the 

hospital. You should be able to express wishes as to which other collaborators may be 

relevant. The objective should be to provide care that is as homogenous as possible.

- try to establish a running collaboration with non-governmental organizations, 

meeting-places and voluntary activities, in order to use their support to strengthen your 

participation in community life and your feelings of belonging, if you need it and/or you 

consider it important.

3.8.1. FAMILY

Cooperation is also possible with people close to you, if necessary. Such a person could 

be a public trustee, a member of your immediate family or any other person close to you, 

provided their experience or knowledge can contribute to your care.

This means that people close to you may:

- take part in planning your assistance and elaborating the implementation plan, if you 

give your consent

- be invited to discussions about your care and receive information about available types 

of assistance, through the Family Support organization of the Municipality.

- provide information about your background and lifestyle, if you give your consent. 

They can provide a resume, which may be used as a basis for planning and implementing 

your assistance/services, in order to adapt them as far as possible to your situation and 

needs.

- if relevant, be informed about the possibilities of being provided with a public trustee. 

The person implementing your assistance/services can help you apply for a trustee.

3.9. SECURITY
You should always be able to feel secure and have your rights protected in connection 

with the implementation of your assistance/services.

To feel secure, you should be able to demand that service, care and other support be 

available when needed. If a need arises suddenly, you should be given support in taking 

the necessary steps.

Premises where the activities are carried out should meet the standards of accessibility 

and be adapted to provide equal terms also for those with a disability (such as access to a 

hearing loop, if necessary).

The daily routines of your assistance should be so well developed that you feel that your 

wishes are being satisfied and that your contacts with the Health and Care Board and the 

assistance agency are handled correctly and professionally.
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The care you are given should be adapted to meet your need of stimulation in life and 

counteract any loneliness and isolation.

The personnel are responsible for obtaining, using and maintaining any aids you may 

need.

The safe use of medical equipment should be so well established that there is no risk of 

causing any damage.

The safety in connection with threats and violence should be so well established that 

such situations are prevented to the extent possible, and there should be a well-practised 

follow-up routine in case one does occur.

Your personal legal rights should be protected in all steps of handling your affairs. 

Special attention should be given to the protection of children’s rights.

In connection with the efforts to provide security, procedures have been established 

concerning gifts, confidentiality, complaints, hygiene, threats and violence, fire 

protection, personal protection, addressing shortcomings, etc.

3.9.1. YOUR PERSONAL INTEGRITY

The care you are given should be based on respect for your personal integrity.

You should never be abused or violated physically or mentally, in any way.

You should not be put in situations that you find disgraceful.

You should not be subject to the staff failing to listen to you and not acting to rectify 

aspects of your care that you find abusive or disgraceful.

You are entitled to a private sphere and you should be in control of your personal 

belongings, unless you have consented to having them handled by the personnel.

In certain cases - such as if a person is confused and might become exposed to traffic 

risk or risk of freezing - it may be necessary to act without first getting the consent of the 

person concerned, even if that breaks the basic rule of never using physical violence 

against anyone. The decisive factor in such cases is that the interference must be 

regarded as a safety measure, intended to protect the individual's life and health.

There may be other situations when personal integrity must be weighed against the goal 

of the Health and Care Board to always meet the needs of the individual. Individuals 

may for example refuse to satisfy bodily needs, under the influence of illness or for other 

reasons, and stop eating, expose themselves to risk, act aggressively towards those 

around them, or neglect their personal hygiene, thereby inconveniencing themselves and 

those around them. This may justify resorting to safety measures to protect the 

individuals concerned and the people around them.
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3.9.2. SAFE RELATIONS

You should be able to trust the personnel you meet. For employment working with 

children in our LSS activities, and for appointment as a contact person and a companion 

under LSS, an extract from the judicial register is required.

All personnel you meet should identify themselves.

All personnel (including temporary replacements) should wear a name tag, and if 

necessary should present their professional proof of identity.

Anyone having a professional proof of identity should wear it in full view.

3.9.3. ECONOMIC ISSUES, etc.

3.9.3.1.Gifts to personnel

The personnel are not allowed to receive any rewards for the work they are paid to do. 

You and/or those close to you should not need to feel obligated to reward the personnel 

by giving them gifts, money or the like, even if they have treated you well and done a 

good job.

3.9.3.2.Testaments

The personnel must under no circumstances let themselves become involved in the 

making of a will. This includes attesting a will.

3.9.3.3.Private funds

You are responsible for your own funds and you make the buying decisions. The 

personnel can help you with this, according to the established procedure for handling 

private funds. If you cannot take responsibility for this, because of illness or disability, 

you can apply to the local court for a public trustee.

If you need help from the personnel with smaller purchases, the personnel will help you 

only with your consent, according to an agreement between you and/or your 

representative and the personnel.

3.9.4. CONFIDENTIALITY AND PROFESSIONAL SECRECY

The personnel implementing your assistance/services are sworn to secrecy. This also 

applies to other employees within the organization. This means that the personnel must 

not divulge to any third party what you have told them, or pass on any information they 

have gained concerning you and your situation in life. Without your prior consent, the 

personnel are not allowed to disclose information to anyone else. The implementation 

plan and any medical notes concerning you must be kept unavailable to third parties.
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3.9.5. INADEQUATE CARE

The person implementing your assistance/services is responsible for maintaining the 

high quality required by law and stated in this Commitment to Dignity. If the care you 

are given is in any way inadequate, it is important that you or your family report the 

shortcoming, so that your assistant can rectify any mistakes.

3.9.5.1.Complaints/comments

The Health and Care Board has established a special procedure for complaints or 

comments, which you and/or your family may use when you want to report short-

comings, tell us about positive experiences or give us other information about your care.

You, your family or anyone else may at any time submit a complaint or a comment if 

your assistance/services do not meet the established standards of high quality.

You should always feel that your complaints or views are taken seriously, and you should 

be notified that your complaints or comments have been received and be informed about 

how they will be handled. Within 7 days, you should be informed by the manager 

concerned about any steps planned or taken.

3.9.5.2.Lex Sarah

In order to have any shortcomings detected in time and rectified, a special piece of 

legislation has been enacted, the so-called Lex Sarah, which imposes certain obligations 

on the agency responsible for your assistance/services. According to Lex Sarah, the 

personnel must immediately report the shortcomings in question to the responsible 

agency, which in turn must investigate and rectify the shortcomings without delay. The 

responsible agency must report the shortcoming to the National Health and Welfare 

Board, if the investigation shows that the shortcoming is significant.

You should be aware that Lex Sarah makes it mandatory for personnel working for the 

responsible agency to report any shortcoming. If you yourself or your family wish to 

report a shortcoming, you should submit a complaint/comment through the complaint 

procedure of the Health and Care Board.

3.9.6. LANGUAGES AND OTHER TYPES OF COMMUNICATION

There should not be any risk that you are misunderstood because of language. If you find 

it difficult to understand Swedish, or for other reasons find it difficult to understand 

and/or make yourself understood, an interpreter should be present during your initial 

contacts with the organization and during any important discussions.

You should also be given the opportunity to interact with people around you and take 

part in community activities if you need other types of communication assistance 

(communication aids, sign language, etc.). You should, when necessary, have access to 

personnel familiar with pictograms, speaking computers, braille, etc.
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3.10. FOLLOW-UP
Your needs may change, making it necessary to modify your assistance/services, adding 

new types of assistance/services, or discontinuing with your assistance/services. If the 

changes are major, a new assistance assessment should be carried out. It is part of the 

assistance manager's responsibilities to consult with you and if necessary tell the 

assistance officer of any such changes.

The assistance officer is responsible for following up the implementation of the decision 

to grant you assistance/services:

- in case your needs have changed so that a new decision is necessary

- in case the decision is incorrect, due to oversight or for other reasons

- if the assistance involves extensive and complicated care.

You should always be informed by the assistance officer when your needs have changed 

to the extent that a new decision may be necessary.

You should always be given a personal feed-back, which should be clear to you and/or 

your representative, if there is to be any change in your assistance/services or in the way 

they are implemented. The assistance agency should make sure you and/or your family 

have understood what the change will mean.

It is part of the assistance agency's responsibility to continuously follow-up your own 

experience of your assistance/services, in order to make sure your assistance decision is 

implemented as required.
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