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Preface 

Sri Lanka has reached a high level of health status amongst its population in comparison with the 
countries in the neighbourhood. The preventive care service network which has evolved since 1920s 
and the free curative care services to all the citizens are known to be the leading contributors to the 
country’s achievement in improvement of the health outcomes. Nevertheless, in order to sustain the 
high standard of the preventive and curative services and the high level of the health status amongst 
the population, the managerial bodies of the health system need to be prepared to provide effective and 
efficient administrative support to the service delivery units. 

The National Guidelines for Improvement of Quality and Safety of Healthcare Institutions provide a 
comprehensive set of quality standards and affordable measures to improve the work undertaken by 
the Health Management Units including DDG Units under the Ministry of Health and 
Provincial/Regional Departments of Health Services. They are therefore expected to be fully oriented 
on these Guidelines and prepared to improve their working environment and process, as well as the 
overall management of the units. Needless to say, the strong commitment of heads of units is critical in 
achieving the goals aimed by these Guidelines. 

I wish to thank all the stakeholders involved in the development of this document as well as Japan 
International Cooperation Agency (JICA) for its technical assistance. In particular, I am grateful to Dr. 
Wimal Jayantha, DDG/Planning, who supervised the whole developmental process, Dr. S. Sridharan, 
Director OD, who led and facilitated the drafting work, Dr. C. J. Aluthweera, Coordinator for National 
Quality Assurance Programme, who provided technical inputs in development of the quality standards, 
and Mr. Shogo Kanamori, JICA Expert on Medical Services Administration, who provided 
coordinative and technical assistance.  
 
 

Dr. Ravindra Ruberu 
Secretary 
Ministry of Health 

20 October 2010 
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1. Introduction 

These Guidelines will provide guidance to the health management unit staff involved in the office 
management and administration at the Ministry of Health and Provincial/Regional Departments of 
Health Services (PDHS/RDHS). It is assumed that these Guidelines will be used for the following 
purposes. 

 As a handbook for the health management unit staff in implementing quality improvement 
programmes and related activities 

 As a guiding document for orientation programmes to the health management unit staff conducted 
by the National Quality Secretariat. 

1.1. Target institutions of the Guidelines 

The target institutions of these Guidelines are the health management units including: 

 DDG Units under the Ministry of Health 

 Other Administrative Bodies under the Ministry of Health (except Specialised Public Health 
Units and Campaigns)1 

 Provincial Departments of Health Services (PDHS) 

 Regional Departments of Health Services (RDHS) 

1.2. Institutional Arrangements for Quality Improvement of Health Management 
Units 

The health management units under the Ministry of Health and PDHS/RDHS are to implement 
activities to improve the quality of the office management and administration under the guidance of 
the National Quality Secretariat, according to the “General Circular No.01-29/2009” of the Ministry of 
Healthcare & Nutrition dated 22 September 2009 (attached as APPENDIX). 

2. Quality Standards of Health Management Units 

This chapter provides the quality standards of the Health Management Units. They are divided into 
two aspects and 13 areas. 

                                                      
1 Another series of the Guidelines, “Quality Series No.4: National Guidelines for Improvement of Quality and 
Safety of Healthcare Institutions (for Specialised Public Health Units and Campaigns)” shall be used by the 
Specialised Public Health Units and Campaigns for implementation of the quality improvement activities. 
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I. Working Environment (5S) 
1. Seiri (Sorting) 
2. Seiton (Organisation) 
3. Seiso (Cleaning with Meaning and for Beautifying) 
4. Seiketsu (Standardisation) 
5. Shitsuke (Training & Self-Discipline) 

II. Overall Management of the Unit 
6. Leadership quality 
7. Health information system and performance review 
8. Human resource management 
9. Office management 
10. Financial management 
11. Responsiveness 
12. Productivity and quality improvement programme 
13. Inter-sectoral coordination, public relations and community mobilisation 

These standards will be referred to whenever a Health Management Unit conducts quality 
improvement activities. They are also in line with the criteria for external audits and for selection of 
the National Health Excellency Award recipients. 
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nli

ne
ss

 is
 m

ain
tai

ne
d w

ith
 no

 vi
sib

le 
dir

t: 
 

Bu
ild

ing
s 

 
Of

fic
e v

eh
icl

es
 

 
Of

fic
e e

qu
ipm

en
t 

 
Fu

rn
itu

re
 (t

ab
les

, d
es

ks
, c

ha
irs

, e
tc.

) 
3.3

 
Cl

ea
nin

g p
ra

cti
ce

 
3.3

.1 
An

 or
ga

nis
ed

 cl
ea

nin
g s

ys
tem

 
in 

pla
ce

 
- 

Th
e f

oll
ow

ing
 to

ols
 an

d d
oc

um
en

ts 
ar

e d
isp

lay
ed

/av
ail

ab
le:

 
 

Cl
ea

nin
g r

es
po

ns
ibi

lity
 ch

ar
t 

 
Cl

ea
nin

g s
ch

ed
ule

s 
 

Cl
ea

nin
g g

uid
eli

ne
s 

- 
Th

e a
bo

ve
 to

ols
 an

d d
oc

um
en

ts 
ar

e u
pd

ate
d m

on
thl

y. 
3.3

.2 
Cl

ea
nin

g t
oo

ls 
an

d d
ete

rg
en

ts 
pr

op
er

ly 
sto

re
d 

- 
Pr

op
er

 st
or

ag
e f

ac
ilit

ies
 fo

r c
lea

nin
g t

oo
ls 

an
d d

ete
rg

en
ts 

ar
e a

va
ila

ble
. 

- 
Cl

ea
nin

g t
oo

ls 
for

 ou
tsi

de
 ar

ea
s/t

oil
ets

 an
d i

ns
ide

 ar
ea

s a
re

 se
pa

ra
ted

. 
3.3

.3 
An

 up
da

ted
 cl

ea
nin

g c
he

ck
lis

t 
av

ail
ab

le 
- 

A 
cle

an
ing

 ch
ec

kli
st 

is 
dis

pla
ye

d a
nd

 m
ad

e v
isi

ble
 to

 th
e s

taf
f m

em
be

rs.
 

- 
Re

sp
on

sib
le 

pe
rso

nn
el 

for
 cl

ea
nin

g i
s i

de
nti

fie
d a

nd
 m

en
tio

ne
d i

n t
he

 cl
ea

nin
g c

he
ck

lis
t. 

- 
Th

e c
lea

nin
g c

he
ck

lis
t is

 up
da

ted
 w

ee
kly

. 

A 
sa

m
pl

e c
lea

ni
ng

 ch
ec

kli
st

 is
 p

ro
vid

ed
 in

 “A
NN

EX
 2:

 C
lea

ni
ng

 C
he

ck
lis

t (
Sa

m
pl

e)
”. 

4 
Se

ik
et

su
 (S

ta
nd

ar
di

za
tio

n)
 

G
en

er
at

in
g 

m
ec

ha
ni

sm
s 

to
 m

ai
nt

ai
n 

th
e 

th
re

e 
S

s 
(S

ei
ri,

 S
ei

to
n 

an
d 

S
ei

so
) b

y 
de

ve
lo

pi
ng

 p
ro

ce
du

re
s,

 s
ch

ed
ul

es
 a

nd
 to

ol
s 

fo
r c

on
tin

uo
us

 a
ss

es
sm

en
t a

nd
 

re
gu

la
r a

ud
it.

 

4.1
 

St
an

da
rd

ize
d 

vis
ua

ls 
 

4.1
.1 

Si
gn

 bo
ar

ds
 an

d d
ire

cti
on

al 
bo

ar
ds

 st
an

da
rd

ise
d 

- 
Al

l s
ign

 bo
ar

ds
 an

d d
ire

cti
on

al 
bo

ar
ds

 ar
e s

tan
da

rd
ise

d w
ith

 pr
op

er
 al

ign
me

nt 
an

d c
on

sis
ten

t fo
nts

, 
an

d b
y c

olo
ur

 co
de

s. 
4.1

.2 
Ide

nti
fic

ati
on

 la
be

ls 
pla

ce
d o

n 
all

 m
ac

hin
es

 an
d e

qu
ipm

en
t 

- 
Al

l m
ac

hin
es

 an
d e

qu
ipm

en
t h

av
e i

de
nti

fic
ati

on
 la

be
ls 

wi
th 

the
 fo

llo
wi

ng
 in

for
ma

tio
n: 

 
Na

me
 of

 th
e i

tem
s 

 
Ide

nti
fic

ati
on

 an
d b

atc
h n

um
be

rs 
 

Da
te 

of 
ac

qu
isi

tio
n 

 
Co

nta
ct 

de
tai

ls 
of 

ma
int

en
an

ce
 co

mp
an

y 
 

Re
sp

on
sib

le 
pe

rso
n f

or
 m

ain
ten

an
ce

 
Co

st 
of 

eq
uip

me
nt 
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I. 
W

or
ki

ng
 E

nv
iro

nm
en

t (
5S

) 

Ar
ea

 o
f C

on
ce

rn
 

St
an

da
rd

s 
Me

as
ur

ab
le 

El
em

en
ts

 
4.1

.3 
Ca

uti
on

 si
gn

s d
isp

lay
ed

 at
 

ap
pr

op
ria

te 
pla

ce
s 

- 
“D

an
ge

r” 
sig

ns
 ar

e d
isp

lay
ed

 at
 el

ec
tric

 sw
itc

hb
oa

rd
s a

nd
 tr

an
sfo

rm
er

s. 
- 

“S
lop

es
” s

ing
s a

re
 di

sp
lay

ed
 at

 w
he

re
ve

r t
he

re
 is

 a 
slo

pe
. 

- 
“S

lip
pe

ry”
 si

gn
s w

ith
 ze

br
a c

od
e a

re
 pl

ac
ed

 at
 w

et 
flo

or
 af

ter
 cl

ea
nin

g. 
4.1

.4 
Op

en
 an

d s
hu

t d
ire

cti
on

al 
lab

els
 av

ail
ab

le 
on

 do
or

s 
- 

Th
e d

ire
cti

on
al 

lab
els

 ar
e p

ut 
on

 do
or

 ha
nd

les
 of

 cu
pb

oa
rd

s. 

4.1
.5 

W
as

te 
bin

s s
ep

ar
ate

d, 
lab

ell
ed

 an
d c

olo
ur

-co
de

d 
- 

Al
l th

e w
as

te 
bin

s a
re

 se
pa

ra
ted

, la
be

lle
d a

nd
 co

lou
r-c

od
ed

. 

Th
e c

ol
ou

r-c
od

es
 ar

e e
lab

or
at

ed
 in

 “A
NN

EX
 3:

 S
ta

nd
ar

di
se

d 
Co

lo
ur

 C
od

es
” 

4.2
 

Ma
int

en
an

ce
 of

 
ve

hic
les

 an
d 

eq
uip

me
nt 

4.2
.1 

Ve
hic

les
 an

d e
qu

ipm
en

t 
pr

op
er

ly 
ma

int
ain

ed
 

- 
Ma

int
en

an
ce

 sc
he

du
les

 an
d r

ec
or

ds
 ar

e a
va

ila
ble

 an
d u

pd
ate

d f
or

 th
e f

oll
ow

ing
 ite

ms
: 

 
Ve

hic
les

 
 

Of
fic

e e
qu

ipm
en

t 
- 

Op
er

ati
on

al 
ins

tru
cti

on
s a

re
 m

ad
e a

va
ila

ble
 fo

r e
qu

ipm
en

t. 
4.3

 
Sa

fet
y a

nd
 

se
cu

rity
 

me
as

ur
es

 

4.3
.1 

Se
cu

rity
 m

ea
su

re
s i

n p
lac

e f
or

 
a f

ire
 ev

en
t 

- 
Fu

nc
tio

na
l fi

re
 ex

tin
gu

ish
er

s o
r s

an
d b

uc
ke

ts 
ar

e a
va

ila
ble

. 
- 

Th
e g

uid
eli

ne
s o

r a
 pr

oto
co

l fo
r t

he
 fir

e e
ve

nt 
is 

av
ail

ab
le.

 

5 
Sh

its
uk

e 
(T

ra
in

in
g 

&
 S

el
f-D

is
ci

pl
in

e)
 

W
or

ki
ng

 o
n 

5S
 a

s 
da

ily
 ro

ut
in

es
 a

nd
 e

ns
ur

in
g 

th
at

 it
 b

ec
om

es
 a

n 
in

te
gr

al
 p

ar
t o

f t
he

 w
or

kp
la

ce
 fa

br
ic

. 

5.1
 

Int
er

na
l a

ud
it 

5.1
.1 

Int
er

na
l a

ud
its

 on
 th

e q
ua

lity
 

an
d s

afe
ty 

im
pr

ov
em

en
t 

co
nd

uc
ted

 w
ith

 th
e c

he
ck

lis
t 

- 
An

 in
ter

na
l a

ud
it s

he
et 

on
 th

e q
ua

lity
 im

pr
ov

em
en

t o
f th

e o
ffic

e i
s a

va
ila

ble
. 

- 
A 

tea
m 

ha
s b

ee
n a

pp
oin

ted
 to

 co
nd

uc
t th

e i
nte

rn
al 

au
dit

. 
-

Th
e i

nte
rn

al 
au

dit
 is

 co
nd

uc
ted

 at
 le

as
t o

nc
e i

n t
hr

ee
 m

on
ths

. 
5.2

 
Tr

ain
ing

 an
d 

ra
isi

ng
 

aw
ar

en
es

s 

5.2
.1 

Th
e s

taf
f tr

ain
ed

 on
 5S

, 
pr

od
uc

tiv
ity

 an
d q

ua
lity

 
- 

Al
l th

e s
taf

f a
re

 tr
ain

ed
 on

 5S
, p

ro
du

cti
vit

y a
nd

 qu
ali

ty.
 

-
A 

pr
og

ra
mm

e t
o t

ra
in 

ne
w 

sta
ff o

n 5
S,

 pr
od

uc
tiv

ity
 an

d q
ua

lity
 is

 av
ail

ab
le.

 
5.2

.2 
A 

sy
ste

m 
to 

giv
e a

wa
rd

s t
o 

we
ll-p

er
for

me
d s

taf
f a

nd
 un

its
 

av
ail

ab
le 

- 
An

 ev
en

t to
 ap

pr
ec

iat
e b

es
t p

er
for

mi
ng

 em
plo

ye
es

 is
 ca

rri
ed

 ou
t a

nn
ua

lly
. 
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II.
 

O
ve

ra
ll 

M
an

ag
em

en
t o

f t
he

 U
ni

t 
Ar

ea
s o

f C
on

ce
rn

 
St

an
da

rd
s 

 
Me

as
ur

ab
le 

El
em

en
ts

 

6 
Le

ad
er

sh
ip

 q
ua

lit
y 

6.1
 

Le
ad

er
sh

ip 
qu

ali
ty 

6.1
.1 

Vi
sio

n, 
Mi

ss
ion

 an
d v

alu
es

 of
 

the
 or

ga
nis

ati
on

 av
ail

ab
le 

- 
Th

e V
isi

on
, M

iss
ion

 an
d v

alu
es

 of
 th

e o
rg

an
isa

tio
n a

re
 di

sp
lay

ed
 in

 a 
vis

ibl
e p

lac
e. 

- 
Al

l s
taf

f a
re

 aw
ar

e o
f th

e V
isi

on
, M

iss
ion

 an
d v

alu
es

, a
nd

 un
de

rst
an

d t
he

m.
 

6.1
.2 

Pr
od

uc
tiv

ity
 ba

se
d g

oa
ls 

an
d 

ob
jec

tiv
es

 av
ail

ab
le 

- 
Pr

od
uc

tiv
ity

 ba
se

d g
oa

ls 
an

d o
bje

cti
ve

s o
f th

e u
nit

 ar
e a

va
ila

ble
. 

6.1
.3 

Ma
na

ge
me

nt 
of 

the
 un

it b
as

ed
 

on
 pl

an
s 

- 
Th

e f
oll

ow
ing

 pl
an

s a
re

 de
ve

lop
ed

 an
d a

va
ila

ble
. 

 
Ad

va
nc

e p
ro

gr
am

me
s f

or
 al

l th
e k

ey
 st

aff
 

 
An

nu
al 

pla
n o

f th
e i

ns
titu

tio
n 

 
Me

diu
m-

ter
m 

de
ve

lop
me

nt 
pla

n o
f th

e i
ns

titu
tio

n 
- 

Ind
ica

tor
s t

o m
ea

su
re

 th
e o

rg
an

iza
tio

na
l p

er
for

ma
nc

e a
re

 av
ail

ab
le,

 in
clu

din
g: 

 
Ke

y m
ea

su
re

me
nt 

ar
ea

s 
 

Ra
tes

/ra
tio

s t
o m

ea
su

re
 th

e p
er

for
ma

nc
e 

Ta
rg

ets
 w

ith
 tim

efr
am

e 

7 
H

ea
lth

 in
fo

rm
at

io
n 

sy
st

em
 a

nd
 p

er
fo

rm
an

ce
 re

vi
ew

 

7.1
 

He
alt

h 
inf

or
ma

tio
n 

sy
ste

m 

7.1
.1 

Or
de

rly
 he

alt
h i

nfo
rm

ati
on

 in
 

pla
ce

 
- 

Ac
cu

ra
te,

 co
mp

let
e a

nd
 up

da
ted

 da
ta 

an
d s

tat
ist

ics
 ar

e a
va

ila
ble

. 
- 

Hu
ma

n r
es

ou
rce

 da
tab

as
e i

nc
lud

ing
 th

os
e w

or
kin

g a
t p

er
iph

er
al 

un
its

 is
 av

ail
ab

le 
an

d u
pd

ate
d t

o 
co

mp
ly 

wi
th 

the
 bi

an
nu

al 
sta

ff c
en

su
s. 

-
Ke

y s
tat

ist
ics

 ar
e d

isp
lay

ed
 in

 th
e u

nit
. 

7.1
.2 

De
cis

ion
 m

ak
ing

 ba
se

d o
n 

he
alt

h i
nfo

rm
ati

on
 

- 
Th

e h
ea

lth
 in

for
ma

tio
n i

s u
se

d f
or

 pl
an

nin
g a

nd
 de

cis
ion

 m
ak

ing
 pu

rp
os

es
, a

s e
vid

en
t b

y: 
 

Mi
nu

tes
 of

 m
on

thl
y a

nd
 pe

rfo
rm

an
ce

 re
vie

w 
me

eti
ng

s 
 

An
nu

al 
an

d m
id-

ter
m 

pla
ns

 
7.2

 
Pe

rfo
rm

an
ce

 
re

vie
w 

7.2
.1 

A 
fun

cti
on

al 
su

pe
rvi

so
ry 

sy
ste

m 
in 

pla
ce

 
- 

Th
e m

on
thl

y m
ee

tin
g o

f th
e u

nit
 is

 co
nd

uc
ted

 an
d m

inu
tes

 ar
e k

ep
t in

 or
de

r. 
- 

A 
su

pe
rvi

so
ry 

sta
ff c

ha
rt 

is 
av

ail
ab

le.
 

- 
Re

gu
lar

 in
sp

ec
tio

ns
 of

 th
e p

er
iph

er
al 

un
its

 (if
 an

y) 
ar

e c
on

du
cte

d b
y s

up
er

vis
ing

 st
aff

 at
 le

as
t o

nc
e i

n 
thr

ee
 m

on
ths

. 
- 

Re
po

rts
 on

 su
pe

rvi
so

ry 
vis

its
 ar

e a
va

ila
ble

 an
d u

pd
ate

d. 
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II.
 

O
ve

ra
ll 

M
an

ag
em

en
t o

f t
he

 U
ni

t 
Ar

ea
s o

f C
on

ce
rn

 
St

an
da

rd
s 

 
Me

as
ur

ab
le 

El
em

en
ts

 
7.2

.2 
Pe

rfo
rm

an
ce

 co
mp

ile
d a

nd
 

re
vie

we
d 

- 
Re

gu
lar

 m
ee

tin
gs

 to
 re

vie
w 

ke
y m

ea
su

re
me

nts
 an

d t
he

 or
ga

nis
ati

on
al 

pe
rfo

rm
an

ce
 ar

e c
on

du
cte

d 
wi

th 
int

er
na

l a
nd

 ex
ter

na
l s

taf
f m

em
be

rs 
an

d d
oc

um
en

ted
. 

- 
An

nu
al 

re
po

rts
 on

 th
e p

er
for

ma
nc

e a
re

 co
mp

ile
d a

nd
 di

str
ibu

ted
. 

8 
H

um
an

 re
so

ur
ce

 m
an

ag
em

en
t 

8.1
 

Hu
ma

n r
es

ou
rce

 
ma

na
ge

me
nt 

8.1
.1 

St
aff

 tr
ain

ing
 co

nd
uc

ted
 

re
gu

lar
ly 

- 
A 

sta
ff t

ra
ini

ng
 an

nu
al 

pla
n i

s a
va

ila
ble

. 
- 

A 
sta

ff t
ra

ini
ng

 re
co

rd
 bo

ok
 is

 av
ail

ab
le 

an
d u

pd
ate

d. 
-

A 
co

or
din

ato
r f

or
 st

aff
 tr

ain
ing

 is
 as

sig
ne

d. 
8.1

.2 
St

aff
 de

plo
ym

en
t a

de
qu

ate
ly 

ma
na

ge
d 

- 
Th

e c
ad

re
 an

d t
he

 cu
rre

nt 
sta

tus
 of

 th
e s

taf
f a

re
 di

sp
lay

ed
 an

d u
pd

ate
d. 

- 
St

aff
 de

plo
ym

en
t r

ec
or

d b
oo

ks
 ar

e a
va

ila
ble

 fo
r a

ll c
ate

go
rie

s o
f s

taf
f a

nd
 up

da
ted

. 
- 

Pe
rso

na
l fi

les
 ar

e a
va

ila
ble

 fo
r e

ac
h s

taf
f a

nd
 up

da
ted

. 
8.1

.3 
Jo

b d
es

cri
pti

on
s f

or
 al

l 
ca

teg
or

ies
 of

 st
aff

 av
ail

ab
le 

- 
Jo

b d
es

cri
pti

on
s f

or
 al

l c
ate

go
rie

s o
f s

taf
f a

re
 av

ail
ab

le 
an

d g
ive

n t
o r

ele
va

nt 
sta

ff a
t th

e t
im

e o
f 

as
su

mp
tio

n o
f d

uti
es

. 
8.1

.4 
Ap

pr
ais

al 
sy

ste
m 

in 
pla

ce
 

- 
A 

sta
ff a

pp
ra

isa
l fo

rm
at 

is 
av

ail
ab

le.
 

-
St

aff
 ap

pr
ais

al 
is 

co
nd

uc
ted

 on
 a 

re
gu

lar
 ba

sis
. 

8.1
.5 

St
aff

 w
elf

ar
e s

ch
em

es
 

av
ail

ab
le 

- 
St

aff
 w

elf
ar

e s
ch

em
es

 (e
.g.

 an
nu

al 
fun

cti
on

s, 
loa

n s
ch

em
es

, e
tc.

) a
re

 av
ail

ab
le.

 
- 

Gr
iev

an
ce

 ha
nd

lin
g m

ec
ha

nis
m 

for
 st

aff
 is

 av
ail

ab
le.

 

9 
O

ffi
ce

 m
an

ag
em

en
t 

9.1
 

Of
fic

e 
ma

na
ge

me
nt 

sy
ste

m 

9.1
.1 

A 
fun

cti
on

al 
off

ice
 

ma
na

ge
me

nt 
sy

ste
m 

in 
pla

ce
 

- 
Th

e n
am

e, 
de

sig
na

tio
n a

nd
 su

bje
ct 

of 
ev

er
y h

ea
lth

 m
an

ag
em

en
t a

ss
ist

an
ts 

(H
MA

) is
 av

ail
ab

le 
at 

the
 

en
tra

nc
e o

f th
e o

ffic
e. 

- 
Na

me
 an

d s
ub

jec
t o

f e
ac

h H
MA

 is
 di

sp
lay

ed
 on

 ea
ch

 H
MA

’s 
tab

le.
 

- 
Al

l th
e f

ile
s h

av
e i

de
nti

fic
ati

on
 nu

mb
er

s a
nd

 do
cu

me
nts

 in
 th

e f
ile

s a
re

 nu
mb

er
ed

 in
 a 

sta
nd

ar
d 

ma
nn

er
. 

- 
A 

me
ch

an
ism

 to
 co

ve
r u

p a
bs

en
ce

 of
 of

fic
e s

taf
f is

 in
 pl

ac
e. 

-
An
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ANNEX 2: Cleaning Checklist (Sample) 

 

 

Cleaning Checklist (Sample) 

Month/Year: September 2010 

Item Responsible Person Time Week 
I II III IV 

Fans Mr. Fernando Sat. 3.00pm X    

Carpet Mrs. Perera Sun. 10.00am  X   
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APPENDIX: General Circular on National Quality Assurance Programme in Health 

 

General Circular Letter No. 01-29/ 2009         My No. HPI/ OD/ 06/ 2009. 
Ministry of Healthcare & Nutrition 

                                              “Suwasiripaya”, 
          385, Rev. Baddegama Wimalawansa Thero 
              Mawatha, Colombo 10. 
               22, September 2009. 

 
To : 
Addl. Secretaries  
All Provincial Secretaries of Health, 
Director General of Health Services, 
All Deputy Director Generals and Directors, 
All Provincial Directors of Health Services, 
All Regional Directors of Health Services, 
and All Heads of Health Institutions. 
 
   

National Quality Assurance Programme in Health 
 
We are pleased to note that some of  our hospitals and other health institutions have initiated 

productivity and quality improvement programmes as per instruction given by the General 

Circular No 02-109/2003 and dated 08th October 2003. 

 

The Ministry of  Healthcare and Nutrition has decided to expand the Quality Assurance 

Programme to all health institutions in Sri Lanka, in order to improve the quality and safety of  

health care services. It aims at establishing a continuous quality improvement process by setting up 

organizational structures and mechanisms at all health care institutions. 

 

1. Quality Secretariat (QS) 

Ministry of  Healthcare & Nutrition has established a Quality Secretariat (QS) to direct 

management of  the Quality Assurance Programme. 

 

2. Quality Management Units (QMU) 

All health institutions should establish a Quality Management Unit (QMU) to create quality 

and safety culture towards improving Quality of  Healthcare. This unit will undertake planning 

the implementation and monitoring of  the National Quality Assurance Programme with the 
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guidance of  the Quality Secretariat, Ministry of  Healthcare & Nutrition. Please see the 

Organizational Structure in annexure.  

 

3. Roles and Functions 

I. Quality Secretariat 

i. To facilitate the implementation of  national policies related to quality and safety.  

ii. Prepare and disseminate standards, guidelines and procedures.  

iii. Development of  training packages in order to strengthen capacity building of  staff. 

iv. Coordination with relevant health and health related sectors for quality assessment and 

improvement. 

v. Facilitate the development of  a shared learning environment and continued achievement 

of  best practices. 

vi. Develop and implement a continuous monitoring & evaluation system. 

vii. Mobilize resources for the continuous improvement of  quality and safety in the health 

system. 

viii. To facilitate the development of  the legal and regulatory framework for the 

implementation of  quality and safety policy. 

  
II. Quality Management Unit (QMU) 

 
i. Quality Management Units (QMU) will be established in National Hospital of  Sri Lanka, 

Teaching Hospitals, Provincial General Hospitals, District General Hospitals and Base 

Hospitals and specialised hospitals. 

ii. All campaigns, decentralized units and special units under the Ministry of  Healthcare & 

Nutrition are expected to establish Quality Management Unit. 

iii. Divisional Hospitals (District Hospitals, Peripheral Units and Rural Hospitals), and 

Primary Medical Care Units (Central Dispensary & Maternity Home and Central 

Dispensary) are expected to conduct their Quality Management Programme under a 

designated officer who will be guided by the Quality Management Unit of  RDHS. 

iv. All MOOH are expected to plan and implement the Quality Management Programme, 

under the guidance of  the Quality Management Unit of  RDHS. 
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v. To facilitate development of  a shared learning environment and continued achievement 

of  best practices. 

 
III. Functions of  QMU 

QMU would coordinate the quality assurance and client safety program of  the 
healthcare institutions through following functions. 
 

i. Promote employee participation in management of  quality by establishing Work Improvement 

Teams (WIT) /Quality Circles (QC) in for the different departments/units within the health 

institution. 

ii. Conduct training of  Work Improvement Teams (WIT). 

iii. Maintain a database in staff  training and conduct a planned In-service Training Programme. 

iv. Conduct programs and workshops on quality improvement and patient safety focussing on 

problem solving approaches and measurements. 

v. Initiate a quality culture in health institutions by introducing 5S concepts leading towards Total 

Quality Improvement (TQI). 

vi. Ensure management leadership and involvement of  medical consultants in the quality 

improvement process. 

vii. Assist in preparing strategic plans for the institutions with focus on reduction of  waiting times, 

instituting a smooth patient flow, infection control and waste disposal. 

viii. Implementation of  standards, guidelines and protocols relevant to customer/ patient care 

including clinical pathways. 

ix. Maintain a computer based data system by collecting and analysing data related to quality 

improvement of  services (eg. Patient accidents and adverse events, near misses re-admissions, 

case fatality rates, complication arising from medical and surgical procedures, referrals, adverse 

events following immunization and transfers, etc).  

x. Prepare and distribute half  yearly / quarterly bulletins and annual performance reports with 

the assistance of  Medical Record Unit (MRU) and other relevant units. 

xi. Promote an environment friendly healthcare institution. 

xii. Conduct customer satisfaction surveys, and employee satisfaction surveys, maintain and take 

corrective action for public complaints. Encourage suggestion scheme in healthcare 

institutions. 
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xiii. Ensure quality of  supplies by encouraging maintenance contract agreements for support 

services in order to impalement Total Productivity Maintenance of  the supplies.  

xiv. Develop Annual Procurement plans for different variety of  purchases. 

xv. Organize and update supplier and maintenance information system and disseminate to the 

relevant Units. 

xvi. Facilitate assessment and improvement of  performance through regular monitoring of  the 

programme using quality measurement indicators (Guidelines will be sent). 

xvii. Assist and conduct performance reviews and maintain records of  such reviews. 

xviii. Promote studies, research and medical audits in the institutions. 

xix. Assist Non Health Sectors to implement Productivity and Quality Assurance Programmes. 

 
Contact Details  

Quality Secretariat is located at; 

Castle Street Hospital Complex, Colombo 08.  

Tele: 011 2678598, 011 2678599, Fax   011 - 2695244 

e- mail:   Quality Secretariat" <qualitysecretariat@yahoo.com>. 
 
 
 
 
 
 
Dr. Athula Kahadaliyanage                                  Dr. Ajith Mendis 
Secretary                                     Director General of  Health Service 
Ministry of  Healthcare & Nutrition  
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Annexure  

Organizational Structure 
 

 

 

 

Quality Secretariat 
Ministry of Healthcare & 

Nutrition  

Quality Management 
Unit 

TH & Other Special 
hospitals under MoH 

Quality 
Management Unit 
All Campaigns & 
Specialized Units 

Quality 
Management Unit 

PH, DGH, BH 

Divisional Hospitals & 
Primary Medical Care 

Units  

 
MOH Office 

  

Quality 
Management Unit 

PDHS 
(Planning Unit) 

Quality Management Unit 
RDHS 

(Planning Unit) 
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Feedback Form 
National Guidelines for Improvement of Quality and Safety of Healthcare Institutions 

(For Health Management Units) 
 

Kindly provide feedback for improvement of this document. We will try our best to incorporate 
your views and opinions into the next edition of these Guidelines. 

 
Name:   Title:   
Institution:    
Address:     
Tel:   E-mail:   
 
Please write your suggestions for improvement of these Guidelines below: 
 

Kindly mail this form to: 

Director Organization Development, Ministry of Health, 385 Baddegama Wimalawansa Thero Mw., 
Colombo 10, Sri Lanka
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