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R. Resource Person Orientation on Minimum Service Standards (MSS) for Hospitals
(above basic hospital)

Duration: 2 days

General objectives:

To capacitate participants as Resource Person for MSS for hospital and health
facilities

Objective

To orient participants on MSS for hospitals and health facilities and its
implementation

To orient participants on MSS Implementation Guideline

To practice the assessment process of MSS Scores of the hospital/health facility
To practice action plans development based on identified gaps, implementation and
follow up plans

To brief and de-brief the assessment and action plans developed for health facility
assessed during training

Preparatory Work

Sharing of the soft copies of the materials before one week of the commencement of
the orientation to all the participants
Briefing of MSS to Medical Superintendent of the health facility where training is
planned before initiation of the training
Hard copies of MSS Tool of all level of health facilities and MSS implementation
guideline
Hard copy of Registration form
Preparation of Presentations

o Slides for facilitation

o Format for Action plan development and implementation

o E-copies (in excel) for data entry and scoring
Laptop for group work and scoring
LCD projector
Ensure availability of electricity and back up
Stationery Set for each participant (Red and black pen, Pencils, Eraser, Sharpener,
Folder, MSS Tools for each level of health facility, MSS Implementation Guideline)

Number of the trainers: participants for orientation of trainers = 1: 5-7
(Participants not exceeding 30 per batch)
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Cover Page

Table of Content

Introduction and overview of MSS

Objective of workshop/review meeting

Summary sheet of the three sections of MSS Scores of the health facility
assessed and overall MSS Score

Identified areas of capacity building identified in action plans developed
for MSS

Feedback of the participants on MSS facilitation and content

Annex — Agenda of the workshop/review meeting, relevant photographs
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Workshop I: Minimum Service Standards (MSS) for Hospitals(above basic hospital)

Date: ..coovviiiiiiiiiniiinnnn
Duration: 3 days
General objectives:
e To capacitate participants to implement MSS for hospital/ health facilities
Objective
e To orient participants on MSS for hospitals/ health facilities and its implementation
e To assess MSS Scores of the hospital/health facility
o Todevelop action plans based on identified gaps, implementation and follow up plans

e To exchange ideas among participants on MSS based action plans for their hospital/health
facility

e To brief and de-brief the assessment and action plans developed for hospital/ health facility

Day I Preparation
Needed
Duration Content Methodology
30 minutes - Registration Participatory Registration sheets
- Introduction
- Expectation of the
participants
1 hour Overview and introduction Facilitation and Slides and back up
of MSS discussion hands out
Scope of MSS
1 hour History of MSS and process | Facilitation and Facilitators and
of MSS development discussion users reference
Status of MSS material for MSS
implementation
1 hour Experience sharing on MSS | Facilitation and
Implementation discussion
Lunch Break (1 hour)
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1 hour Services covered in MSS | Facilitation and MSS hard copies
for the hospital/ health discussion and for Tools of
facility observation of the tool | different level of

the health facilities
Organization of standards | Distribution and
of MSS based on the level | Observation of the tools
of the health facility of different level of the
health facilities

2 hour Demonstration of Presentation Laptop with e-copy
assessment of MSS score of the MSS scoring
and data entry system
Sample MSS scoring
Identification of the MSS
tool for assessment of the
training site health facility

Day Il
Duration Content Methodology Preparation
Needed

30 minutes Registration Participatory Registration sheets
Review of Day | Slides prepared by

participants

1 hour 30 MSS Score and gap Presentation and Template of the

minutes analysis process discussion action plan
Action plan development | Case scenario and development

action plan
development
Group presentation

30 minutes Group division for MSS One group each to
assessment of the training assess the
site health facility Governance and

Management and
Support Service
Management
Two group to
assess the Clinical
Service
Management

1 hour MSS assessment using the Joint assessment of
tool participant with

health facility staffs
Lunch Break (1 hour)
3 hours MSS assessment using the Joint assessment of
tool and data entry participant with
health facility staffs
Day 111
Time Content Methodology Preparation
Needed
30 minutes Registration Participatory Registration sheets

Review of Day Il

Slides prepared by
participants
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2 hours - MSS assessment using the Joint assessment of
tool and data entry participant with
health facility staffs
1 hour - MSS score of the heath Participatory in
facility group
Compilation of the
scores in one file
Lunch Break (1 hour)
1 hour - Presentation of the MSS Presentation from Templates for
Scores each group preparing
presentation
2 hours - Gap identification and Participatory in Templates for
action plan development group action plan
development
15 minutes Closing of the Workshop | on MSS for hospital and health facilities

Preparatory Work

Coordination with respective Committees for MSS from federal, provincial and local level,
health facility/hospital level where workshop is planned before initiation of the training
Self assessed MSS Score and identified gaps
Hard copies of MSS Tool of all level of health facilities, reference material for facilitators and
participants, MSS implementation guideline
Hard copy of Registration form
Preparation of Presentations
o Slides for facilitation
o Format for Action plan development and implementation
o E-copies (in excel) for data entry and scoring
Laptop for group work and scoring
LCD projector
Ensure availability of electricity and back up

Number of the facilitators: Participants for Workshop = 1: 8-10
Post workshop:

The health facility/ hospital will assess their MSS scores and action plan for moving to
optimal level
Health facility/ hospital provided with the flags/stickers for overall MSS score
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Workshop Il: Minimum Service Standards (MSS) for Hospitals (above basic hospital)
23 1 L1 T e
Date: ..coovvviiiniiiiiniinnnen
Duration: 3 days
General objectives:
e To assess MSS score status and implementation of action plans developed to address gaps
identified using MSS tools for hospital/ health facilities
Objective
e To assess MSS Scores of the hospital/health facility
e To share progress and challenges of implementation action plans based on identified gaps,
implementation and follow up plans
e To exchange ideas among participants on MSS based action plans for their hospital/health
facility
o To brief and de-brief the assessment and action plans developed for hospital/ health facility to
respective committees

Day | Preparation
Needed
Duration Content Methodology
30 minutes - Registration Participatory Registration sheets

- Introduction
- Expectation of the
participants

1 hour - Overview and introduction Facilitation and Slides and back up
of MSS discussion hands out
- Scope of MSS
1 hour - History of MSS and process | Facilitation and Facilitators and
of MSS development discussion users reference
- Status of MSS material for MSS

implementation
- Overview of using MSS tool

1 hour - Experience sharing on MSS | Participating health
Implementation facilities/ hospitals
Lunch Break (1 hour)
1 hour - Experience sharing on Participating health
MSS Implementation facilities/ hospitals

%9




3 hours - MSS assessment Joint assessment of

participant with
health facility staffs

Day Il
30 minutes - Registration Participatory Registration sheets
- Review of Day Il
3 hours - MSS assessment Participatory in
group

Compilation of the
scores in one file

Lunch Break

1 hours - MSS score of the heath Participatory in

facility group

Compilation of the
scores in one file
health facility staffs

1 hour - Presentation of the MSS Presentation from Templates for
Scores each group preparing
presentation
Day Il1
30 minutes - Registration
hour - Review of Day Il
3 hours - Gap identification and Participatory in Templates for

action plan development group action plan
development

Lunch break (1 hour)

3 hours - Gap identification and Participatory in

action plan development group
- Presentation of action plan

15 minutes | Closing of the Workshop 1I/ 11l on MSS for hospital and health facilities

Preparatory Work

Coordination with respective Committees for MSS from federal, provincial and local level, health
facility/hospital level where workshop is planned before initiation of the training
Coordination with MSS focal points at health facility level for scoring and assessment of the MSS
scores
Hard copy of Registration form
Preparation of Presentations
o  Slides for facilitation
o Format for Action plan development and implementation
o E-copies (in excel) for data entry and scoring
Laptop for group work and scoring
LCD projector
Ensure availability of electricity and back up
Number of the facilitators: Participants for Workshop 11/111 = 1: 15

Post workshop:

The health facility/ hospital will assess their MSS scores and action plan for moving to optimal
level

Hospital/ Health facility provided with the flags/stickers for overall MSS score
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Follow up Meeting: Minimum Service Standards (MSS) for Hospitals/ Health Facilities

Venue: Respective health facility/ hospital

Date: cooovvvnnniiiiiiiiinnnnnn
Duration: 2 days

General objectives:

e To assess MSS score status and implementation of action plans developed to address gaps
identified using MSS tools for hospital/ health facilities

Objective

o To assess MSS Scores of the hospital/health facility

e To share progress and challenges of implementation action plans based on identified gaps,
implementation and follow up plans

e To brief and de-brief the assessment and action plans developed for hospital/ health facility to
respective committees

participant with MSS
focal point

Day I Preparation
Needed
Duration Content Methodology
30 minutes - Briefing with Committee of | Facilitation and
the hospital/health facility discussion

2 hours - MSS Implementation status | Presentation from

hospital / health

facility in-charge
1 hour - MSS assessment and scoring | Joint assessment of

Lunch Break (1 hour)

- Presentation of MSS scores

3 hours - MSS assessment and scoring | Joint assessment of
participant with MSS
focal point

Day Il
3 hours - MSS assessment and scoring | Participatory

Lunch Break (1 hour)
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2 hours 30 - Gap identification and action | Participatory
minutes plan development

30 minutes - Presentation of action plan Facilitation and Registration sheets

discussion

15 minutes | Closing of the Follow up Meeting on MSS for hospital and health facilities

Preparatory Work

Coordination with respective Committees for MSS from federal, provincial and local level,
health facility/hospital level where workshop is planned before initiation of the training
Coordination with MSS focal points at health facility level for scoring and assessment of the
MSS scores
Hard copy of Registration form
Preparation of Presentations
o Slides for facilitation
o Format for Action plan development and implementation
o E-copies (in excel) for data entry and scoring
Laptop for group work and scoring
LCD projector
Ensure availability of electricity and back up
Number of the facilitators: Participants for Follow up meeting = 1: 15

Post review meeting:

The health facility/ hospital will assess their MSS scores and action plan for moving to
optimal level
Hospital/ Health facility provided with the flags/stickers for overall MSS score
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Development of the interactive training modules

based on the package developed for MSS

Vv

Accreditation by NHTC

\Y

NHTC platform used for

online training and certification
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Cover Page

Table of Content

Introduction and overview of MSS

Summary sheet of the three sections of MSS Scores of the health facility
assessed and overall MSS Score

Action plans developed for addressing the gaps identified

Support areas identified

Annex — Agenda of the workshop/review meeting, relevant photographs
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Survey on Users’ Satifaction

Sample consent form
Namaste l am......ccceceeeeennes on behlaf of .............. health facility/hospital, we are conducting Users’
satisfaction survey for the improvement of the health services provided by our organization. We
have set of 15 questions and an overall feedback to be asked to you about the experience of using
the services at the health facility/ hospital do you agree to particiapte in our study.

No....... Thank the participant and end the interview

Yes....... Continue with questions

Sample Questionnaire for Users’ Satifaction

Please circle the number in the box with appropraite answer given bythe users during the inerview
and their opinion where applicables

S.No. | Questions Always | Sometimes | Never
(3) (2) (1)

1. | Health care workers give time and explain about the 3 2 1
diagnosis and medical tests required

2. | lam counselled on my home treatment, follow up and 3 2 1
related referral if any

3. | At this health facility/ hospital, | feel respected and 3 2 1
dignified while receiving care

4. | Health care workers treat me in friendly and courteosy 3 2 1
manner

5. | The expected health care providers are available when | 3 2 1
have visited the hospital/health facility

6. | | feel that OPDs have everything needed to provide 3 2 1
complete medical care

7. | I have found that health facility/hospital has availablity of 3 2 1
the medicines and supplies prescribed by doctors at its
own pharmacy service

8. | have found health facility/hospital’s toilets clean and 3 2 1
with running water

9. | I have found health facility/hospital’s premises clean with 3 2 1
appropriate location of different colored
dustbins/wastebins

10. | I have to wait too long for emergency treatment 3 2 1

¥'\9




11. | There are instructions in the premises which are clear to 3 2
me while reciving services and moving from one room to
other

12. | As a user of the health facility/hospital, | have found my 3 2
complaints and issues addressed on time

13. |  am informed about the cost of the services being 3 2
provided by the hospital

14. | | have trust on the treatment and advice being provided 3 2
to me at the health facility/ hospital

15. | | will recommend your family and friends to visit the 3 2
health facility/ hospital

16. | Suggestions for the health facility/hospital

16.1 For management:

16.2 For health workers’ behavior and treatment:

Thank you for your time. Good day.

Analysis framework for Sample Users’ Satisfaction Survey Questionnaire

Themes covered during the Question Number Weightage (%)
survey

Time provided to patients and 1to4 12 (26.7%)
behavior of health workers

Availability of the health care 5 3 (6.7%)
providers

Readiness felt by users 6and 7 6 (13.3%)
Cleanliness 8and9 6(13.3%)
Management and accountability | 10to 13 12 (26.7%)
Trust and acceptance of services | 14 and 15 6(13.3%)
Maximum Score 45 (100%)
Suggestions to Management 16.1 Qualitative
Suggestions for health care 16.2
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assessed and overall MSS Score
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