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Background 
 

 

 

A Three days training “Internal Assessors cum Service Providers Training” was conducted in the 

state of Jharkhand by the National Health System Resource Centre in collaboration with the State’s 

National Health Mission from 7th to 9th June’ 2022. 

 

The objective of the training was to train the nominated officials of the State for the implementation 

of the National Quality Assurance Program, by mentoring the facility quality teams as per the action 

plan defined by the State. This training will aid participants with the tools, techniques and support 

to health professionals to enable them to implement NQAS at healthcare facility and thereby, take 

ownership of improving, sustaining and creating a culture of the quality of care. 

 

The State had nominated 58 participants for the training including State Consultants, Medical 

officers, District programme managers, Community Health officers etc. The training constituted 

eighteen (18) topics with five (05) exercises for hands on experience in the application of certain 

quality tools. 

 

The training was initiated with an inaugural keynote by Dr. Deepawali, Director Maternal Health, 

Jharkhand discussed about the importance of Quality in Healthcare service delivery and the current 

status of the NQAS and LaQshya certifications in the State. 

 

A post training evaluation were also taken during the training, post-training evaluation was an open 

book exam with 42 multiple choice questions, related to the quality improvement and the NQAS 

framework. Out of total 58 participants, 30 participants (nearly 51.2%) cleared the post evaluation 

exam and now will be an empanelled internal assessor under the existing pool of NQAS. 

 

QA training programmes have an inbuilt training evaluation system, where feedback form is 

provided to each participant. Feedback of the participants is analysed on a 5 point likert scale. The 

overall rating of the training as per the analysis of the feedback from the participants was 4.03 in a 5 

point likert scale. 

 

 

 

 

 

 

 

 

 

 

 

 



 

 
 



 
 



SESSION’S BRIEF 

Topic Brief 
Key Concepts of Quality and 
Introduction to National Quality 
Assurance Standards 
 
Dr Chinmayee Swain 

The topic covered key concepts of Quality, importance of 
Quality in healthcare, Evolution of the National Quality 
Assurance Standards & their implementation framework, 
Various initiatives/schemes under the National Quality 
Assurance Program, rationale and context etc. 

Measurement system under National 
Quality Assurance Standards 
 
Dr Annapoorna K N 

It covered the concepts of Measurement system under 
the National Quality Assurance standards. Description of 
the 8 Areas of Concern, Standards, Measurable Elements, 
Checkpoints and Means of Verifications defined under the 
NQAS. It also included the scoring system with the 
discussion of the different assessment methods and 
departmental checklist at various level of healthcare 
facilities. 

Area of Concern (A & B) Service 
Provision and Patient Rights 
 
Dr Sushant Agrawal 

The topic covered an elaborative discussion about the 
first two areas of concern i.e. Service Provision (A) and 
Patient Rights (B). It included a brief of the availability of 
services in a public health facility as per the scope of the 
hospital and the importance of patient rights while 
availing the services in a hospital.  

Area of Concern (C & D) Inputs and 
Support Services 
 
Dr Jagjeet 

It included the inputs required by a facility for the 
healthcare service delivery, which mainly covers the 
availability of adequate infrastructure, human resources, 
their training, competencies and the availability of 
essential drugs and consumables. Under the support 
services, detailed discussion on its 12 standards was 
undertaken which included the maintenance of 
equipment, calibration, inventory management, dietary 
services, laundry services, security services, community 
participation, financial management, contract 
management, legal & statutory requirement etc.  

Area of Concern F (Infection Control) 
  
Dr Jagjeet 

Session covered a detailed discussion about infection 
control committee formation and its practices and the 
standard precautions to be taken into consideration. In 
addition, the key concepts of an Infection Control Audit 
were also briefed as requested by the participants. 

Area of Concern H (Outcome Indicator) 
 
Dr Sushanth Agarwal 

Session included the discussion on the KPIs and Outcome 
indicators under the NQAS along with their calculation, 
reporting and analysis at facility. 

Area of Concern G (Quality 
Management) 
 
Dr Chinmayee Swain 
 

It covered the steps in formation of quality team in the 
facility, importance of recording minutes of meeting 
(MOM) after every meeting. All the Participants were 
oriented on the symbols used to draw a process 
map and all process maps must have 
start and end points. End of the day exercise on Area of 
Concern and Measurement system was conducted to 
participants successfully 

Internal Assessment  
 
Dr Annapoorna K N 

The session covered the levels of assessment to achieve 
National Certification and Pre assessment, Assessment & 
Post-assessment activities. After this session exercise on 
Case study was taken. 
 



Area of Concern E (Clinical services) 
 
Dr Deepawali 

Session was covered about the Clinical Services which 
includes registration, admission, consultation, 
assessment etc., Specific Services which includes ICU, 
Blood Bank, Emergency and RMNCH+A services along 
with National Health Programmes. 

Root Cause Analysis, Action Planning & 
Prioritization 
 
Dr Sushanth Agarwal 

This Session explained in detail about identifying gap 
statement, Gap severity, RCA, and action plan for 
statement on priority basis. 

Patient Satisfaction Survey 
 
Dr Annapoorna K N 

It Covered topics about identifying Patient satisfaction 
score for each department along with action plan for low 
attributes. Followed by solving an exercise where 
participants were asked to calculate score both attribute 
wise & overall for given sample of patient satisfaction 
survey and Prioritization for given conditions was 
identified by participants. 

Medical & Prescription Audit 
 
Dr Chinmayee Swain 

It covered how to conduct medical and prescription audit 
at the facility and elaborated on documents needed to 
apply certification and criteria’s to get facility certified. 
Later exercise and prescription audit was conducted to 
the participants 

Quality Tools 
 
Dr Sushanth Agarwal 

It covered the basics of an established Quality 
management System and the rationale of its 
implementation in a healthcare institution. The second 
part of the session covered the seven basic tools of 
quality with examples.  

Overview of LaQshya, SUMAN & 
MusQan Schemes 
 
Dr Chinmayee Swain 

It covered orientation of LaQshya and MusQaan 
programme to improve intrapartum, immediate 
postpartum care around birth and ensuring child friendly 
services respectively. Later Rapid Improvement cycles 
also covered in this session. 

Eco-friendly Kayakalp 
 
Dr Sushanth Agarwal 

It covers explanation on newly added Thematic area 
under Kayakalp scheme 

Quality improvement Cycle (PDCA) 
 
Dr Chinmayee Swain 

The session covered importance of running Plan, Do, 
Check, Act cycle for improvement and sustenance of 
progress achieved after the incorporation of 
intervention/change in the process for achievement of 
set objectives. Concept was well-illustrated with the help 
of examples. 

Ensuring Patient rights & Legal 
requirements 
 
Dr Jagjeet  

It covered statutory compliances required for each level 
of facilities. 
 

Post Training Evaluation The Post training Evaluation of participants was 
undertaken at the end, based on which the qualified 
candidates shall be empanelled as the Internal Assessors 
under the NQAS. 

 

The training ended with a vote of thanks to all participants. 
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