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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, [ 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)'

® 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.

' 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.




I.  Working Environment (5S)
Seiri (Sorting)

Seiton (Organisation)

Seiketsu (Standardisation)
Shitsuke (Training & Self-Discipline)
II. Overall Management of the Unit

1
2
3. Seiso (Cleaning with Meaning and for Beautifying)
4
5

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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ANNEX 2: Cleaning Checklist (Sample)

Cleaning Checklist (Sample)

Month/Year: September 2010
Item Responsible Person Time I "Weekm v
Fans Mr. Fernando- Sat. 3.00pmv X
Cawpet Mrs. Pererav Sun. 10.00aumv X
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APPENDIX: General Circular on National Quality Assurance Programme in Health

General Circular Letter No. 01-29/ 2009 My No. HP1/ 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 08" 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

L
1.
id.

iv.

V1.

Vii.

Viil.

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

Prepare and disseminate standards, guidelines and procedures.

Development of training packages in order to strengthen capacity building of staff.
Coordination with relevant health and health related sectors for quality assessment and
improvement.

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

Develop and implement a continuous monitoring & evaluation system.

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

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

implementation of quality and safety policy.

II. Quality Management Unit (QMU)

1.

1i.

iv.

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.

All campaigns, decentralized units and special units under the Ministry of Healthcare &
Nutrition are expected to establish Quality Management Unit.

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.

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.

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

1. 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).

fii.  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 (T'QI).

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

vil.  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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Xiil.

XV.

XV1.

XVil.

XViil.

XIX.

Ensure quality of supplies by encouraging maintenance contract agreements for support
services in order to impalement Total Productivity Maintenance of the supplies.

Develop Annual Procurement plans for different variety of purchases.

Organize and update supplier and maintenance information system and disseminate to the
relevant Units.

Facilitate assessment and improvement of performance through regular monitoring of the
programme using quality measurement indicators (Guidelines will be sent).

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

Promote studies, research and medical audits in the institutions.

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>.
Q)k\—-—-_v_.._
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 Quality Quality
Unit Management Unit Management Unit
TH & Other Special PDHS All Campaigns &
hospitals under MoH (Planning Unit) Specialized Units

Quality Management Unit

RDHS
(Planning Unit)
Quality Divisional Hospitals &
Management Unit Primary Il}/ﬁfslcal Care MOH Office
PH, DGH., BH
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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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