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Background 
 
 

 

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

the State of Chhattisgarh by the National Health System Resource Centre in collaboration 

with the State’s National Health Mission from 25th – 27th June 2024. 

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 aided participants with the 

tools, techniques, and support to health professionals to enable them to implement NQAS at 

a healthcare facility and thereby, take ownership of improving, sustaining, and creating a 

culture of quality care. 

The State had nominated 70 participants for the training including RMNCHA Consultant, 

Medical Officers, DPHNOs, RMAs, District Consultants, Scientists, Hospital managers, 

Programme Officers, etc. The training constituted for Seventeen (17) topics with Seven (07) 

exercises and group work activities for hands-on experience in the application of certain 

quality tools. 

The training was initiated with an inaugural address by Dr Gajendra Singh, UNICEF who 

threw light on the importance of Quality in Healthcare and the importance and need of this 

training. 

A Post-training evaluation exam was also taken during the training. A post-training 

evaluation was an open-book exam with 42 multiple-choice questions, related to quality 

improvement and the NQAS framework. Out of a total of 70 participants, 64 participants 

(91.4%) cleared the post-evaluation exam and now will be certified master trainers of the 

NQAP. 

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

provided to each participant. Feedback from the participants is analyzed on a 5-point Likert- 

scale. The overall rating of the training as per the analysis of the feedback from the 

participants was 4.31 on a 5-point Likert scale. 
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    Training of Trainers on NQAS from 

                                                              25th June 27th June 2024, Chhattisgarh 
 

Day-1 25th June 2024 
Time Topic Resource Person 
8:30 AM - 09:00 AM Registration State Team 
09:00 AM- 09:30 AM Inaugural & Welcome Address Dr D.K. Ture, State Nodal QA 
 Objectives of workshop Dr Gajendra Singh, UNICEF 
09:30 AM – 10:00 
AM 

Key Concepts and Principles of Quality 
Dr. Ratan Shekhawat  
Consultant QPS- NHSRC 

10:00 AM – 10:30 
AM 

Overview of National Quality Assurance 
Standards  

Dr. Ratan Shekhawat  
Consultant QPS- NHSRC 

10:30 AM – 10:45 
AM 

Tea Break 

10:45 AM- 11:30 AM 
Measurement System, Assessment 
Protocols and Overview of Checklists 

Dr. Ratan Shekhawat  
Consultant QPS- NHSRC 

11:30 AM- 12:45 PM Overview of Area of Concern A and B 
Dr. Abhyuday S Tiwari OSD 
NHM 

12:45 PM- 01:30 PM Overview of Area of Concern C 
Dr. Vikram Sharma State 
Cons  

01:30 PM – 02:15 
PM 

Lunch 

02:15 PM- 02:45 PM Overview of Area of Concern D Dr. Roshan Gupta State Cons. 

02:45 PM- 03:30 PM Overview of Area of Concern E 
Dr. Ashish Sharma BMO 
Patan 

03:30 PM- 04:15 PM Overview of Area of Concern F 
Dr. Ratan Shekhawat  
Consultant-QPS 

04:15 PM- 04:30 PM Tea Break 
04:30 PM- 05:30 PM Exercise on Measurement system NHSRC & State Team 

 

Day-2 26th June 2024 

09:00 AM – 09:30 AM Recap 
Dr. Ratan Shekhawat 

Consultant- QPS 

09:30 AM - 10:30 AM Overview of Area of Concern G 
Dr. Ratan Shekhawat 

Consultant- QPS 

10:30 AM - 10:45 AM Tea Break 

10:45 AM – 11:45AM 
Internal Assessment, Gap Analysis, 

prioritization and Action plan with Exercises 

Dr. Ratan Shekhawat 

Consultant- QPS 

11:45 AM- 12:30 PM Patient Satisfaction Survey with Exercise Dr. Abhyuday S Tiwari OSD NHM 

12:30 AM- 1:15 PM PDCA / 5S with Exercise Dr. Vikram Sharma State Cons. 

01:15 PM – 02:00 PM Lunch Break 
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02:00 PM – 03:00 PM 
Process Mapping with Exercise & Prescription 

Audit with Exercise 
Dr. Ashish Sharma BMO Patan 

3:00 PM- 3:45 PM 
Overview of Area of Concern H and Key 

Performance Indicators 
Dr Shwetabh Tripathi, UNICEF 

03:45 PM – 04:15 PM 

Documentation for Application for 

Certification and Documentation for Virtual 

assessment of AAM-SCs 

Dr. Ratan Shekhawat 

Consultant- QPS 

04:15 PM- 04:30 PM Tea Break  

04:30 PM – 05:30 PM Exercise on Standard Identification NHSRC & State Team 

Day-3 27th June 2024 

09:00 AM – 09:30 AM 
Recap Documentation and Certification 

Process, Revision in NQAS standards 

Dr. Ratan Shekhawat 

Consultant- QPS 

09:30 AM - 10:30 AM 
Risk Management and Prioritization with 

Exercise 
Dr. Abhyuday S Tiwari OSD NHM 

10:30 AM - 10:45 AM Tea Break 

10:45 AM – 11:15 AM 7 Basic Quality Tools with Exercise Dr Shwetabh Tripathi, UNICEF 

11:15 AM- 12:30 PM Overview of LaQshya & MusQan 
Dr. Ratan Shekhawat 

Consultant- QPS 

12:30 PM – 01:00 PM SaQsham & Gunak 
Dr. Neha Ninawe 

NHSRC-QPS 

01:00 PM – 02:00 PM Lunch Break 

02:00 PM – 03:00 PM Post Training Evaluation Test NHSRC & State Team 

03:00 PM – 03:30 PM Valedictory and Feedback State Team 
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SESSION’S BRIEF 
 

Topic Brief 

Key Concept of Quality & Quality 
Standard under NQAS-An 
Introduction  
 
 
Dr. Ratan Shekhawat 
 

The topic covered key concepts of Quality, the 
importance of Quality in healthcare, the 
Evolution of the National Quality Assurance 
Standards & their implementation framework, 
Various initiatives/schemes under the National 
Quality Assurance Program, rationale, and 
context, etc. 
The session also covered a detailed discussion 
about the quality standards under National 
Quality assurance standards including the 
description of 8 Areas of Concern. 

Introduction to Quality Standards 
and its Measurement System 
 
 
Dr. Ratan Shekhawat 
 

It covered the concepts of the 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 a discussion of the different 
assessment methods and departmental 
checklists at various levels of the health 
facilities. 

Area of Concern A (Service Provision) 
& B (Patient Right) 
 
Dr. Sandeep Chandrakar 

The session covered an elaborative discussion 
about the first 2 areas of Concern i.e., Service 
Provision & Patient Rights. It Includes a 
thorough understanding about availability of 
services such as curative services, diagnostic 
services etc., and a discussion on patient rights’ 
w.r.t to maintaining privacy and dignity of 
patient and providing them all the required 
information. 
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Area of Concern C (Inputs) and D 
(Support services) 
 
Dr. Vikram Sharma, State Consultant 

The session covered an explanation on the 3rd 
area of concern i.e., Inputs. It included 
availability of infrastructure, human resource 
and their training, competencies & also 
availability of consumables & drugs. And second 
half of the session included importance of 
support services in public healthcare facilities 
as well as a detailed discussion on 12 standards 
of Support Services. It also comprised of 
detailed discussions on maintenance of 
equipment, calibration, inventory management, 
dietary services, laundry services, security 
services, community participation, financial 
management, contract management, statutory 
requirement etc. 

Area of Concern E (Clinical Services) 
 
Dr. Ashish  Sharma, BMO 

The session included importance of clinical 
services as well as discussion on standards of 
Clinical Services which comprised of assessment 
of Quality of registration, admission, 
consultation services, assessment & 
reassessment of inpatients, their care during 
transfer & referral. It also included a discussion 
about nursing care, drug administration, patient 
record maintenance and discharge process etc. 

Area of Concern F (Infection Control 
and Biomedical Waste Management) 
 
Dr. Ratan Shekhawat 

The session included a detailed discussion 
about standard precautions as well as the 
Infection Control Committee. It included 
elaborative details on how to assess the 
infection control practices at public health care 
facilities. 

Area of Concern H (Outcome and KPI) 
 
Dr. Shwetabh Tripathi, UNICEF 

This session briefed the participants on the 
quality outcomes i.e. Productivity, Efficiency, 
Clinical care, and Service Quality Indicators. 
These indicators help in setting up the 
benchmarks and evaluating the performance of 
the healthcare facility against those set 
benchmarks. 
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Area of Concern G (Quality 
Management) 
 
Dr. Ratan Shekhawat 

This session focus on formation of a Quality 
team, development of Quality Policy & 
Objectives, activities for internal Quality 
assurance, medical & prescription audits, etc. It 
also covers patient satisfaction survey (PSS) as 
well as  ‘Employee Satisfaction Survey (ESS). One 
of the standards under this area of concern 
looks at the working with SOPs and protocols, 
which are needed for delivery of services at the 
facility. 

PDCA & Other Quality tools 
 
Dr. Vikram Sharma and Dr. Shwetabh 
Tiwari 

This session covered Deming’s Cycle in the 
Quality Management System. How to Plan Do 
Check and Act on any process involved in the 
day-to-day activities of the healthcare facility. 
The planning of the actions on the gaps found 
during the cycle and how to prioritize the 
actions to cover those gaps. It covered the basics 
of an established Quality Management System 
and the rationale of its implementation in a 
healthcare institution. The session covered the 
seven basic tools of quality with examples. 

Internal Assessment and Gap 
Identification Prioritization and 
Action planning 
 
Dr. Ratan Shekhawat 

This session covers internal assessment of 
facility, gap identification using various tools 
and methods and action planning for further 
improvement. 

Risk Management and Prioritization  
 
Dr. Abhyuday S Tiwari , OSD, NHM 

Risk management was discussed during the 
session. This comprises identifying the risk, 
calculating the probability and likelihood that the 
risk will occur, determining how dangerous the 
risk may be, and then monitoring, controlling, 
and analyzing the risk. 
 

Documentation and Road map for 
NQAS Certification 
 
Dr. Ratan Shekhawat 
 

The session covered the documentation process 
to be undertaken at various public health 
facilities under Quality. It also covered the list of 
documents required for applying for an NQAS 
application and road map for NQAS Certification 



7 
 

Overview of LaQshya and MusQan  
Dr. Ratan Shekhawat 

It covered the orientation of the LaQshya 
programme to improve intrapartum and 
immediate post-partum care around birth. 
Critical components envisaged under the LDR 
concept were discussed in detail along with the 
zoning in OT, the importance of respectful 
maternity care, and certification norms under 
LaQshya. It also included an overview of MusQan 
and SUMAN. 
 

Process Mapping and Prescription 
Audit and Medical Audit 
 
 

During this session, the participants were 
acquainted with the idea that a key component 
for understanding and improving patients’ 
experience is ensuring that what is measured 
reflects. More emphasis was reflected on the 
whole idea that it is not about just collecting the 
PSS on a pre-defined attribute, but after the 
collection of responses, data should be analyzed 
to identify the lowest attributes and prepare an 
action plan for the closure of gaps identified 
during the survey. There could be more than one 
identified problem, the prioritization rule can be 
applied based on identified attributes and 
corrective and preventive action can be taken 
accordingly. The session was followed by an 
exercise to give a hands-on experience to the 
participants. 
 

Overview of SaQsham and Gunak 
Dr. Neha Ninawae- NHSRC 

The session provided an overview of using the 
Gunak App, a digital platform for filling out 
checklists. A step-by-step procedure for this 
process was discussed. Additionally, the session 
briefly covered the use and importance of 
SaQsham. It included instructions on how to 
register on SaQsham and how facility in-charges 
can upload documents to the SaQsham portal for 
review. Various links to SaQsham tutorial videos 
were also shared with the participants. 
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Post-Training Evaluation The Post training Evaluation of participants was 
undertaken at the end, based on which the 
qualified candidates shall be empaneled as the 
Internal Assessors under the NQAS. 

 
The training ended with a vote of thanks to all the participants 
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Feedback Analysis of IA cum SPT, Raipur, Chhattisgarh 
25th – 27th June 2024 

Day 1 
SI.NO Name of the Session Resource Person Average 

1 Key Concept of Quality & Quality  
Standard under NQAS-An Introduction 

Dr. Ratan Shekhawat  4.39 

2 Measurement system and assessment 
protocols & checklist 

Dr. Ratan Shekhawat 4.39 

3 Area of Concern A&B Dr. Sandeep Chandarkar 4.13 
4 Area of Concern C and D Dr. Vikram Sharma 4.55 
5 Area of Concern E Dr. Ashish Sharma 4.28 
6 Area of Concern F Dr. Ratan Shekhawat 4.39 

Day 2 
7 Area of Concern G Dr. Ratan Shekhawat 4.27 
8 Internal Assessment, Gap Analysis, 

prioritization and Action plan with 
Exercises 

Dr. Ratan Shekhawat 4.27 

9 Patient Satisfaction Survey with Exercise Dr. Ashish Sharma 4.33 
10 PDCA / 5S with Exercise  Dr. Vikram Sharma 4.46 
11 Process Mapping with Exercise & 

Prescription Audit with Exercise 
Dr. Ashish Sharma 4.33 

12 Overview of Area of Concern H and Key 
Performance Indicators 

Dr. Shwetabh Tripathi 4.13 

13 Documentation for Application for 
Certification and Documentation for virtual 
assessment of AAM-SCs 

Dr. Ratan Shekhawat 4.27 

Day 3 
14 An Overview of Maternal Health & Child 

Health Initiatives (LaQshya, MusQan) 
Dr. Ratan Shekhawat 4.27 

15 Risk Management Framework Dr. Abhyuday S Tiwari OSD 
NHM 

4.35 

16 7 Basic Quality tools with Exercise Dr. Shwetabh Tripathi 4.28 
17 SaQsham and Gunak Dr. Neha Ninawe 4.23 

The average score of Trainers 
SI.NO Name of the Trainer No. of Sessions Covered Average 
1 Dr. Ratan Shekhawat 8 4.33 
2 Dr. Ashish Sharma 2 4.30 
3 Dr. Sandeep Chandrakar 1 4.13 
4 Dr. Vikram Sharma 2 4.51 
5 Dr. Abahyuday Tiwari 1 4.35 
6 Dr. Shwetabh Tripathi 2 4.18 
7 Dr. Neha Ninawae 1 4.23 

Total Average = 4.31 
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Sl. 
No 

The gap identified as the 
inputs received from the 

Rajasthan IA Cum SPT 

Action to be taken Responsibility 

1 The number of training days 
may be increased from 3 to 4 
days 

Please refer to Table 4.1 on Page 50 of 
the “Operational Guidelines for 
Improving Quality in Public 
Healthcare Facilities 2021” 

State 

2 Increase number of Exercises  
and case studies  

During the next training State In Charge 
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Attendance Sheet for IA SPT 2024 – Chhattisgarh (25-27 June 2024) 
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Post Training Evaluation Result of NQAS IA cum SPT. Place: Chhattisgarh 

S.n
o 

Name Post name Status Certificate 

1 Dr Neha Singh  Senior Scientist Qualified  IA/2024/CG 4/01 

2 Dr Rabiya Basri Dist. Consultant Qualified  IA/2024/CG 4/02 

3 Dr Rohit David Associate Professor Qualified  IA/2024/CG 4/03 

4 Dr. Abhaya Gupta PGMO - O&G Qualified  IA/2024/CG 4/04 

5 Dr. Akhilesh Kumar Banjare  MO Ayush Qualified  IA/2024/CG 4/05 

6 Dr. Akshay Shakty Tiwari State RMNCH Consultant Qualified  IA/2024/CG 4/06 

7 Dr. Avinash Shroff  District Consultant-RCH Qualified  IA/2024/CG 4/07 

8 Dr. Dilip Sathpathi MO Qualified  IA/2024/CG 4/08 

9 Dr. Geetu Harit State Child Health Consultant Qualified  IA/2024/CG 4/09 

10 Dr. Impana Bilagi Dist MCH Consultant Qualified  IA/2024/CG 4/10 

11 Dr. Jonathan Vinay Jowel District Consultant Qualified  IA/2024/CG 4/11 

12 Dr. Kavita Patel SPC Qualified  IA/2024/CG 4/12 

13 Dr. Meenakshi Banjare MO Ayush Qualified  IA/2024/CG 4/13 

14 Dr. Narendra Jaiswal Dist. Cons. AAM Qualified  IA/2024/CG 4/14 

15 Dr. Neha Rajput DEIC Manager Qualified  IA/2024/CG 4/15 

16 Dr. Pankaj Singh Epidemiologist Qualified  IA/2024/CG 4/16 

17 Dr. Poorvi Yadav MO (Dental) Qualified  IA/2024/CG 4/17 

18 Dr. Pritam Kumar Roy Aspirational Dist. Consultant Qualified  IA/2024/CG 4/18 

19 Dr. Rajesh Mishra District RMNCH+A Cosn. Qualified  IA/2024/CG 4/19 

20 Dr. Shivam Parashar DEIC Manager Qualified  IA/2024/CG 4/20 

21 Dr. Shweta Sharma  Epidemiologist Qualified  IA/2024/CG 4/21 

22 Dr. Sudipta Ghosh Program Associate Qualified  IA/2024/CG 4/22 

23 Dr. Swasti Shukla  Hospital Manager Qualified  IA/2024/CG 4/23 

24 Dr. Swati Sharma  Divisional Coordinator 
Raipur 

Qualified  IA/2024/CG 4/24 

25 Dr. Tanu Priya  Project Officer Qualified  IA/2024/CG 4/25 

26 Dr. Vallabh Thakkar Aspirational Dist. Consultant Qualified  IA/2024/CG 4/26 

27 Dr. Vazinder Kour  Dist Consultant NCD Qualified  IA/2024/CG 4/27 

28 Mr. Aasim Jyot Ekka  Hospital Manager Qualified  IA/2024/CG 4/28 

29 Mr. Abhishek Mandal Scientist & Inc. Hospital 
Manager 

Qualified  IA/2024/CG 4/29 

30 Mr. Aishwarya Kumar Sahu RMA Qualified  IA/2024/CG 4/30 

31 Mr. Anshul Thudgar CPM Qualified  IA/2024/CG 4/31 

32 Mr. Devendra Kumar 
Rathore 

RMA (ADNO - AAM/NCD) Qualified  IA/2024/CG 4/32 

33 Mr. Dibya Kishor Gupta Dist. Consultant NVBDCP Qualified  IA/2024/CG 4/33 

34 Mr. Gajesh Kumar N Dist. Consultant NVBDCP Qualified  IA/2024/CG 4/34 

35 Mr. Gautam Prasad Verma RMA Qualified  IA/2024/CG 4/35 

36 Mr. Hemkumar Sonkar BPM Qualified  IA/2024/CG 4/36 

37 Mr. Honey Gottlieb  Dist. NCD Consultant Qualified  IA/2024/CG 4/37 
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38 Mr. Krishna Puri Goswami RMA (Dist Cons. NQAS) Qualified  IA/2024/CG 4/38 

39 Mr. Mahesh Mishra RMA Qualified  IA/2024/CG 4/39 

40 Mr. Mukesh Bakshi RMA Qualified  IA/2024/CG 4/40 

41 Mr. Paras Sahu DPHNO Qualified  IA/2024/CG 4/41 

42 Mr. Raj Singh Mandavi RMA (ADNO AAM/Chirayu) Qualified  IA/2024/CG 4/42 

43 Mr. Raju Lal Navrange DPHNO Qualified  IA/2024/CG 4/43 

44 Mr. Rohit Singh Rajput Prog Associate Qualified  IA/2024/CG 4/44 

45 Mr. Sandeep Meshram  RMA (ADNO - AAM/NCD) Qualified  IA/2024/CG 4/45 

46 Mr. Sanjay Sahu RMA Qualified  IA/2024/CG 4/46 

47 Mr. Sanjay Vairagade RMA Qualified  IA/2024/CG 4/47 

48 Mr. Surendra 
Chandravanshi 

RMA Qualified  IA/2024/CG 4/48 

49 Mr. Topan Singh Dayma RMA (ADNO AAM/NCD) Qualified  IA/2024/CG 4/49 

50 Mr. Vikas Kumar Koshale RMA Qualified  IA/2024/CG 4/50 

51 Mr. Yadvendra Kumar 
Kashyap 

Hospital Manager Qualified  IA/2024/CG 4/51 

52 Mrs. Babita Mahant RMA Qualified  IA/2024/CG 4/52 

53 Mrs. Meena Rajwade RMA Qualified  IA/2024/CG 4/53 

54 Mrs. Pritika Pawar DPHNO Qualified  IA/2024/CG 4/54 

55 Mrs. Shashi kumar Garg RMA Qualified  IA/2024/CG 4/55 

56 Mrs. Shweta Bansod  RMA Qualified  IA/2024/CG 4/56 

57 Mrs. Sweta Tiwari RMA Qualified  IA/2024/CG 4/57 

58 Ms. Hina Sinha  DPHNO Qualified  IA/2024/CG 4/58 

59 Ms. Kavita Baghel DPHNO Qualified  IA/2024/CG 4/59 

60 Ms. Niharika Topno Dist Consultant Qualified  IA/2024/CG 4/60 

61 Ms. Nitu Karmkar DPHNO Qualified  IA/2024/CG 4/61 

62 Ms. Pooja Soni Aspirational Dist. Consultant Qualified  IA/2024/CG 4/62 

63 Ms. Shraddha 
Chandravanshi 

RMA Qualified  IA/2024/CG 4/63 

64 Ms. Sonal Talukdar DPHNO Qualified  IA/2024/CG 4/64 

65 Mr. Keshav Kannoje  

 
RMA 

 
Not 

Qualified 
 

66 Mr. Rajendra kumar Pandey 

 
RMA 

 
Not 

Qualified 
 

67 Mr. Shrikant Kumar 

Chandrakar 

 

District Consultant - NCD 

 
Not 

Qualified 
 

68 Ms. Karishma Chouhan 

 
DPHNO 

 
Not 

Qualified 
 

69 Ms. Lakshmi Rajak 

 
Staff Nurse 

 
Not 

Qualified 
 

70 Ms. Manshi Tatpalli 

 
DPHN  

 
Not 

Qualified 
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