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Abstract

Background: “Quality’ is the core and most important aspect of services being
rendered at any health facility. The Clinicians at the health facility particularly
public health facilities mostly deliver their services based on their clinical
knowledge. However, client’s expectations goes beyond only cure & includes
courtesy, behavior of the staff, cleanliness of the facility & delivery of prompt &
respectful service. Hence, a quality based approach helps in identifying the gaps in
service delivery and tracing its roots and linking them to organisational processes.
Perceptions of poor quality of health care may, in fact, dissuade patients from using
the available services because health issues are among the most salient of human
concerns.

Ensuring quality of the services will result in improved patient / client level
outcomes at the facility level. Regular assessment of health facilities by their own
staff and state and ‘action planning’ for traversing the observed gaps is the only
way in having a viable Quality Assurance in Public Health.

This research is based on a comprehensive study conducted at public health
facilities at CGHS Wellness Center Dwarka, New Delhi to carry out Baseline
Assessment of Quality Assurance in health care services of CGHS Wellness

Center.

Materials & Methods: The study is cross sectional in nature and sampling
technique used were census data and purposive sampling. The data has been
collected through face to face interview with the help of structured questionnaire,
review of documents and existing policies at the study area, CGHS Wellness
Center Dwarka(36A), New Delhi. We have utilized NABH Standards for
Wellness Centres through self assessment tool kit modified for our organisation to
bring out hitherto unknown gaps in the quality of care in achieving Quality
Assurance. NABH Standards has ten chapters incorporating 84 standards. The

standards help to build a quality culture at all level and ensures quality assurance



across all the functions of Wellness Centre. The data was analysed using software

MS Excel. Proportions were used for interpretation.

Results: The general view is a favorable one as the over all score is 8.17 which is
higher than the minimum average desired score of 7. However, the average score of
the individual chapter like Care of Customers (COC) , Infection Control (IC) and
Continual Quality Improvement (CQI) is less than 7. Hence we do not meet the
condition for the accreditation to achieve the quality assurance. Overall impression about
the wellness centre is that the management requires to have more vigil in the matter
of cleanliness and patient satisfaction, infection control and continual quality

improvement which are major quality indicators in Quality assurance.

Conclusion: Every patient coming to the wellness center is responsible for
spreading the good image of the organization. Hence, satisfaction of patients
visiting the wellness center is important for hospital management and so is the
quality of service to ensure quality assurance. CGHS has ensured that the quality of
service is delivered to all their card holder beneficiaries through the out sourced
hospitals, laboratories which have to be NABH/NABL accredited. However the
same is not the case when it comes to the CGHS Wellness Centers/ Poly Clinics.
This study will aid in guiding and focus their attention towards ensuring the
quality of service to achieve the Quality Assurance in health care at wellness

center.

Keywords: Quality assurance, Quality improvement
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