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Brief Job DescriptionA Healthcare Quality Assurance Mana@ex Y | A Y

ensurethat healthcare organizatiogets the right guidance tomplementquality
accreditation/certification standards and healthcare personnel are guided

follow quality parameters at all times. They may implement the qu
accreditation/certification process directly in the healthcare organiza
Healthcare Sector Skill depending on its size and natuo¢ services.

Council 520-521, 5th

Floor, DLF Tower A,

Jasola District Centre Personal AttributesThe individual in this job should possess a good comman:
New Delhi- 110025 over communication, good auditing skills, knowledge of the best industry

Ph.: 011-40505850 practices, the knowledge about statistical tools to collect and analyze various
Website: goad interpersonal skills including teamwork. They should be dynamic in ado
www.healthcare- ssc.in latest quality management tools and have sound knowledge of National and

Emaliliy International guidelines on patient safety as appropriate.

understanding

info@healthcare- ssc.in
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Occupation Healthcare. Ao 28/05/2022
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Role Description

Job Role Healthcare Quality Assurance Manager

AHealthcare Quality Assurance Mana@Qet Y | A Y 232
ensure that healthcare organization gets the right guidance
implement qualityaccreditation/certification standards and
healthcare personnel are guided to follow quality parameter
at all times

NSQF ével

6

Minimum Educational Qualificatiorts

Medical GraduateN]|BBS/ BHMS/ BAMS/ BUMS

Or Graduate BDSNursing/ Allied Health ProfessionaS5QF
Certificationin Assistant Duty Managéd®atient Relation
Servicep

Or Post GraduateMasters/PGDiplomain healthcare
administration

Maximum Educational Qualificatiorts | NA
Prerequisite License or Training NA
Minimum Job EntryAge 25Yeas

Experience

Medical Graduate (MBBS/ BHMS/ BAMS/ BUMS) wyjta8)
experience in the related field

Or Graduate (Nursing/ Allied Health ProfessionsiSQF
Certificationin Assistant Duty Managé?atient Relation
Servicepwith 5year®) SELISNA Sy O0S Ay
of Masters (Nursing/ Allied Health Professional) & BDS,
yvear) SELISNASYyOS Ay (KS NBfl
Or Post Graduate (MasterB/GDiplomain healthcare
administratiopwith 3year SELISNA Sy OSIdA Yy

0 K
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Applicable NationalOccupational
Standards NOS)

Compulsory
1. HSS/N6123Study the healthcare organization, plan ano

develop quality processes accordingly.

2. HSS/IN6124:Perform gap analysis of healthcare quality
procedures and implement improvement strategy

3. HSS/N6125identify training needs and organize training
interventions to meet healthcare quality standards

4, HSS/N6126Carry out internal audits and review the aud
findings with management at all stages @dithcare
organization

5. HSS/N6127Prepare and support healthcare organizatio
before, during and after external audits for achieving
quality accreditation/certification

6. HSS/N6128: Promoiastitutionalizingcontinuous quality
improvement in healthcare organization

7. HSS/IN6129: Apply NABH standards for accreditatio
healthcare organization

8. HSS/N9615: Maintain _interpersonal relationship w
patients,colleaqies and others

9. HSS/N9616: Maintain professional & mediegal conduct

10. HSS/N9617: Maintain a safe, healthy and secure wor
environment

11. HSS/N9618:. Follow biomedical waste disposaid
infection control policies and procedures

Performance Criteria

As described in the relevant OS units

3| Page
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Keywords /Terms ‘ Description

Secbr Secbrisaconglomerationof differentbusinessoperations
havingsimilarbusinessand interests. It mayalso be definedasa
distinct subset of the economy whosecomponents sharesimilar
chaacteristics and interests.

Swb-secor Sib-secor isderivedfrom afurther breakdown basedon the
characteristicsand interestsof its components.

Occpation Occupation is a set of job roles,which perform similar/ related set of
functionsin an ndustry.

Job role Job role defines a unique set of functions that together form a uniq
employment goportunity inan oiganisation.

Occpational OSspecifythe standardsof performancean individualmust achieve

Stardards (OS) when carrying out a function in the workplace, together with the

knowledge and understanding they need to meet that stardard
consigently. Occipational Standards are aplicable both in the Indian
andglobal contexts.

Perfformance Qriteria Pefformancecriteria are statementsthat together specifythe
standardof performancerequired when carrying out atask.

National Occypational | NOS arevccupational gandards which apply uniquelyin the Irdian

Standards (NOS) context.

Qualifications Pack QPcomprises the set of OSs together with the educational, training

QP and other criteriarequired to perform a job role. A QP is assgned a
unique qualifications packcode.

Electives Electives are NOS/set of NOS that are identified by the sector

contributive to specialization in a job role. There may be multig
electives within a QP for each specialized job role. Trainees must s
at least one elective for the succésls completion of a QP with
Electives.

Options Options are NOS/set of NOS that are identified by the sector
additional skills. There may be multiple options within a QP. It is
mandatory to select any of the options to complete a QP with Optior|

Unit Code Unit code is a unique identifier for an Occupational Sandard, whichis
denotedbé IN§y W

Unit Title Unit title givesa clear overall statement about what the incumbent
should be able to do.

Descmption Desciption givesa short summary of the unit content. Thiswould be

helpful to anyone seaching on a databaseto verify that thisisthe
appropriate OStheyare laokingfor.

Scpe Sce is a set of statements specfying the range of variablesthat an
individual may have to deal with in carrying out the function which
havea critical impact on quality of performance required.

Knowedge and Knowedge and understandingare statementswhich

Understanding togetherspecifythe technicd, generic, professonal and
organisational specifc knowledge that an ndividual need to perform to
the required standard.

Omanisational Gontext | Organisational context includesthe way the organisation is structured
4| Page and how it operates, induding the extent of operative knowledge
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managers have of their relevant areas of regponsibility.

TechicalKnowedge Techical knowledge is the specific knowledge needed to accomplish
specific desgnated responsibilities.

CoreXills/ Generic Core skils or generic skils are a group of skils that are the key to

Skils leaming and working in todaé Qwiorld. These skils are typicdly

needed in any work envirament in today® world. In the context of
the OS,these include communication related skils that ae gpplicable
to most job roles.

Accreditation a formal recognition that an organizati¢e.g., an HCO) is competent
carry out specific tasks or specific types of tests. The process by whig
agency oorganization evaluates and recognizes a program of study ¢
institution as meetingertain pedetermined qualifications or standards
thereby accrediting thédCO

Audit a systematic evaluation to determirtee conformance to quantitative
specification®f some operational function or activity.

Quality Assurance an integrated system ddctivities involving planning, qualigontrol,
guality assessment, reporting, and quality improvement to ensure thg
productor service meets defined standards of quality with a stated le
of confidence.

Quality Control the overall system of technitactivities whose purpose is toeasure
and control the quality of a product or service so that it meets the neg
of users. The aim is to provide quality that is satisfactory, adequate,
dependable, anéconomical.

Keywords/ Terms Description

NOS National Occypational Standard(s)

NSQF National SKis Qualifications Framework

QP Qualifications Pack

MHRD Ministry of Human Resource Development
NOS National Occupational Standard(s)

NVEQF NationalVocational Education Qualifications Framework
NVQF National Vocational Qualifications Framework
NSQF National Skills Qualificaiton Framework

(O] Occupational Standard(s)

NABH National Accreditation Board of Hospitals

QA Quality Assurance

QC Quality Control

Cl Continous Improvement

TQM Total Quality Management

AAC Access, Assessment and Continuity of care
COP Care of Patients

PRE Patient Rights and Education

5|Page
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IC Infection Control
ROM Responsibilities of Management
FMS Facilities Management and Safety
CPI Community Participation and Integration
Ccal Continuous Quality Improvement

6| Page
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HSS/M123 Study the healthcare organization, plan and develop quality processes
accordingly.

National Occupational
Standard

Overview
This unit is about providing therequired knowledge and skillsto the individual for

studying the current system and scope of services of healthcare organizateomd
accordinglyplanning as well as develomg processego meet quality standards

7| Page
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HSS/M123 Study the healthcare organization, plan and develop quality processes
accordingly.

HSSING123

_l . .
.B‘ H_r;;'kl;ltle Study the healthcare organization, plan and develop quality processes according
@) Description This unit is aboustudying the current system and scope of serviceseaflthcare
@) organizationand accordinglydentifyingthe quality standard$or further
= development of standard processes and procedures manual
Scope This unit/task covers the following:
| 1  Promote the adoption of quality standards
- 1  Study the current process, procedures and protocols of all departments
> 1 Plan the work sequence with management to meet desired quality standardg
N T  Develop and document the processes, proceduressiadard operational
< manuals as per agreed quality standards
\:3
. Performance Criteria(PC) w.r.t. the Scope
o) Element Performance Criteria
Promote the To be competent, the user/individual on the job must be able to:
adoption of quality
standards PC1. encourage the management to undertake quality accreditation/certificatior]

PC2. encourage the management to identify the significance of upgrading and
maintaining quality in healthcare(ggganization

PC3. develop promotional plan and tools regarding:benefits of adherence to qug
standards in healthcare organization for.its-social, ecoiecand clinical
growth

PC4. organize promotional sessions with staff

PC5. develop seHevaluation mechanismsf guality parameters for healthcare
personnel and ensure its proper usage

PC6. promote leadership and coordination in the field of teehnology assessmen
and qudity assurance

PC7. promote the development of strategic qualiiydicatorsby the individual

specialties
Study the current PC8. obtainan informed/written consent from healthcare management for study
processes, the healthcare organization and obtaining the relevant documents, if
applicable

procedures and
protocols of all
departments

PC9. obtain and review current standards, protocols, manuals and pol&ieslable
in healthcare organization

PC10.plan and visit all departments of the healthcare organization for surface
observation

PC11.plan and organize meetings with personnel of each department of healthc
organization for deeper understanding

PC12.plan and meet patients atariousdepartments at differehtimes for collecting
relevant feedback

PC13.analysehe scope of services of the healthcare organization and type of
populace served by the healthcare organization

PC14.study the organizational structure, various committees and the stakeholde
the healthcare oganization

8| Page
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the healthcare organization, plan and develop quality processes

PC15.study the current resources of the healthcare organization emphasizing or|
human and financial resources

PC16.study the mission, vision and business plan of the healthcare organization

PC17.maintain confidentiality of obtained documents and the recordedliings

PC18.maintain the integrity of the documents and protocols

PC19.exhibit calm, polite and patient behaviour with healthcare personnel and
patients at all times

PC20.avoid misinterpretingoneself as investigating officer and a fafilider, yet
keep a critical eyduring visit and meetings

Plan the work
sequence with
management to meet
desired quality
standards

PC21.identify the best suited quality standards for the healthcare organizédtiom
the various types oévailablequality standards

PC22.decipherthe standards and objective elements of the identified quality
standardsand identify the objective elements that will be applicable to units
the healthcare organization

PC23.plan the broader steps and complete work sequence as per accreditation/
certification process to meet the identified quality standards

PC24 .set the milestones, targets, resources and timelines in the work sequence

PC25.constitute working group from within the healthcare organization who coul
work as pethe work planeffectively for complianceperformance
management systems and targets.

PC26.discuss the work plan with-management and department heads of healthc
organization and take their consgasus

Develop and
document the
processes,
procedures and
standard operational
manuals as per
agreed quality
standards

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

Knowledge and Understanding (K)

PC27.prepare briefingdor developmentst-documents like processes, procedures,
protocols and standard operating manudts be given to working groups
allowingthe application of a besuality practice approach

PC28.orient and monitor the working groups for each developmental activity

PC29.set key elements to be captured in each developmental activity

PC30.conduct periodic review with ezh working group for the status of
developmental activity against set timelines, resources-and target in the w|
plan

PC31.ensure completeness, accuracy, comprehensiveness and adherence to ag
guality standards of all documents develogegleach working grop.

PC32.coordinate with different stakeholderfor supporting documents and organis
meetings with experts for each working group

PC33.collaborate with carers to ensure that quality improvement interventions ar
specific, measurable, achievable, relevant sintely

PC34.completethe missing elements in the document and discuss it with the
respective working groups & management

Theuser/individual on the job needs to know and understand:

KA1. basic structure and function of the healthcare system in the country
KA2. basic structure and function of healthcare facilities available at various leve
hospice care, clinics

relevant legislation, sindards, policies, and procedures followed in the
healthcare organization

the HR protocols, professional and dress code, grievance redressal mechg
as per the guidelines of the organisation

KA3.

KA4.

9| Page
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the healthcare organization, plan and develop quality processes

KAS5. medicolegal aspects of Health Information Portability and dwstability

KAG. the scope and objectives of the organisation in order to perform the duties
meet the vision and mission of the organisation

KAY. in-depth functioning of the organisation in order to choose the appropriate
approaches and methods for his/her rolefthed in the organisation

KA8. documentation methods for interdisciplinary communication (wherever
applicable) for the specific organisation.

KA9. protocols of organization for optimizing health, wb#ling and illness
prevention

B. Technical
Knowledge

The user/individual on the job needs to know and understand:

KB1. background of the organizational structure and staff of the healthcare
organization

KB2. basics of critical functioning of the healthcare organization

KB3. the various departments in thedalthcare organization and its interdependen

KB4. the critical outcomes expected from each department of the organization

KB5. basics of quality concepts, terminology, control, assurance, management,
audits, tools and root cause analysis

KB6. dimensions-of quality mamgement safety, respect and caytimeliness,
efficacy, efficiency, continuity, availabiligppropriatenessand equity.

KB7. regulatory and.statutory rules as applicable for workplace and healthcare
organization

KB8. quality framewaorks including workgisce specific frameworks and the releva
standards laid down by national ‘-*3 international accrediting bodies

KB9. standards related to occupational safety.and hazards & medical device dat:
systems, maintenance managemens®ms as per-organization and national
agencies

KB10how to plan promotion of the adoption of quality standards within healthcare
organization

KB11how to develop and apply promotional tools and organize promotional sess
for the healthcare management and perseai

KB12how to engage with both internal.and.external specialists for support in
promotion ef-quality standards as well as studying the healthcare organizat
systems and procedures

KB13the current processes, procedures and protocols of all departments of
healthcare organization

KB14how to maintain professional behaviavith healthcare personnel and patients

KB15how to establish a communication method that enables ltealthcare
organizatiorto make informed decisions and timely interventions

KB16how to constitute working group considering the necessary qualifications/
certifications and experience of personnel assigned to coraplet
developmental activities

KB17how to prepare and present a workapl, stepby-step listing of the
developmental activities and relevant checklists for management, departme
heads and working groups review

KB18how to review, edit and complete the documents and keep a record of the
findings as well as its references & evides

10| Page
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the healthcare organization, plan and develop quality processes

A. Core Skills/

Writing Skills

Generic Skills

The user/ individual on the job needs to know and understand how to:

SAl. draft memos requestsand email to stakeholdes, coworkers, and vendors t(
provide them with work updates and to request appropriate information

without appropriatelanguage errors
SA2. prepare checklist andocumentfindings and observations

SA3. prepare status and progress reports

ReadingSkills

The user/individual on the job needs to know and understand how to:

SA4. read about new products and services with reference to the organization
also from external forums such as websites and blogs

SA5. keep abreast with the latest knowledge by readietgvant materials

Oral Communication (Listening and Speaksidlls)

The user/individual on the'job needs to know and understand how to:

SA6. communicate.in polite, calm, empathetic and congenial manner

SAT. discuss task lists, schedules, and wpldnwith management, colleagues an
subordinates

SA8. questionstakeholdersappropriaté¢iy
problem and make a diagnosis

SA9. keep stakeholdersnformed aboutthe progress

SA10. avoid using jargon, slang or acronyms when communicating with a
stakeholder unless it is required

order to understand the nature of th

B. Professional Skills

Decision Making

The user/individual on the job needs to know and understand-how to:
SB1. make decisions pertaining to the concerned area of work

Plan and Organize

The user/individual on the job needs to know amierstandhow to:
SB2. prepare actiorplan androadmap for fulfilling the identified gaps in the
healthcare organization in terms of quality standards

CustomerCentricity

The user/individual on the job needs to know and understand how to:

SB3. manage relationships witbolleagues and stakeholdenio may be stressed,
frustrated, confused, or angry

SB4. build relationshipsvith stakeholdersand usepatient-centricapproach

Problem Solving

The user/individual on the job needs to know amtlerstand how to:

SB5. think through the problem, evaluate the possible solution(s) and suggest :

optimum /best possible solution(s)

SB6. deal with clients lacking the technical background to solve the problem or
their own

SB7. identify immediate or temporary solutiato resolve delays

11| Page
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HSS/M123 Study the healthcare organization, plan and develop quality processes
accordingly.

Analytical Thinking

The user/individual on the job needs to know and understand how to:

SB8. identify resources or behavioral change required to accomplish the roadm

and action plan
Critical Thinking

Theuser/individual on the job needs to know and understand how to:
SB9. prioritize the taskwithin the roadmap and action plan

12| Page
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HSS/M123 Study the healthcare organization, plan and develop quality processes
accordingly.

NOS Version Control

NOSCode HSS/N123

Credits(NSQF) TBD 10
Industry Healthcare | Drafted on 08/10/2018

Healthcare PP 20/05/2019
Management
Next review date 28/05/2022
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Healthcare
Administration

Occupation
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HSS/N124 Perform gap analysis of healthcare quality procedures and implement
improvement strategy

National Occupational
Standard

Overview
This unit is about providing the knowledge and skitls the individual for performing gap

analysis in healthcare organizatiomnd implementing the quality proceduresas per
agreed quality accreditation/ certification standards

14| Page
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HSS/N124 Perform gap analysis of healthcare quality procedures and implement
improvement strategy

HSS/NG124

Unit Title Perform gap analysisf healthcare quality procedureand implement improvement
(Task) strategy

Description This unit is abouperforming gap analysis in healthcare organization as per agree(
quality accreditation/certification standard3 his also entaiisnplementation of
improvementstrategy ofthe quality procedures with healthcare personnel fisr
compliance

Scope This unit/task covers the following:

i  Constitutecommitteesdepending uporhe size of the healthcare organization
1 Perform gap analysia healthcare organization

1 Apply the agreed quality standards to bridge the identified gaps

Performance Criteria(PC) w.r.t. the Scope

Element =~ Performance Criteria
Constitute Tobe competent, the user/individual on the job must be able to
committees

PC1.reinforce theconstitution of the steeringand departmental committees

PC2. define the aim, objectives and measurabletcomes of the committees

PC3. set up the terms:of reference of the committees along with timelines, targe
and resources to meet the desired outcome

PC4. ensurethe periodicity and naturefgtmeetings of the committesa® agreed
with committee members

Perform gapanalysis | PC5. orient committees regarding agreed adoption.of quality accreditation/

in healthcare certification standards by the healthcare organization and its objective

organization elements/different sections

PC6. discuss the work plan set for achievement of #ggeed standards and the
documents developed for the various processes, procedures, protocols ar
standard operating manuals adhering to standards with the respective
committees

PC7. compare current standards in healthcare organization with the agreed qua
standards

PC8. compare the vision, mission and business plan of healthcare organization
the agreed quality standards

PC9. identify the gaps and strengths based on comparative analysis

PC10.identify zero tolerancegaps to be bridged based on agreed quality standard

PC11.brainstorm all possible or potential contributing causes and their
interrelationships with the identified gaps

PC12.summarize the agreed points and present ithe management

PC13.derive on final action plan based on discussions and recommendations of
managementsteering committee on identified gap analysis

Apply the agreed PC14.map the identified gaps with objective elementiifferent sections of agreed

quality standards to quality standards

bridge the identified PC15.devisemechanism to monitor thémprovement strategyadoptedto bridge the

gaps gaps for each department based on action plan with measurable outcome

PC16.implement the improvement strategy in each department and assks

progress periodically

PC17. establish a way to communicate progressnanagementand highlight the

depending upon the
size of the healthcare
organization

15| Page
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HSS/N124 Perform gap analysis of healthcare quality procedures and implement
improvement strategy

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

Knowledge and Understanding (K)

issues faced while implementation and its possible solutions or interventio
PC18.bridge all identified and agreed gaps, eliminate all root causes and ctample
the improvement strategy in defined timelines, resources and targets
PC19.organize departmental and steering committee meetings periodically to
review the status of implementation of improvement strategy till closure
PC20.submit the final report of improvement sttegy adopted with its achieved
outcomes

The user/individual on the job needs to know and understand:

KA1L. basic structure anfluinction of the healthcare system in the country

KA2. basic structure and function of healthcare facilities available at various leve
hospice care, clinics

KA3. relevant legislation, standards, policies, and procedures followed in the
healthcare organization

KA4. the HR protocols, professional and dress code, grievance redressal mechg
as.per the guidelines of the organisation

KAS5. 'medicolegal aspects.of Health Information Portability and Accountability

KAG6. the scope and.objectives of the organisation in-order to perfdmmduties to
meet the vision-and mission of the organisation

KA7. in-depth functioning of the organisation in order to choose the appropriate
approaches.and methods for his/her role defined in the organisation

KA8. documentation methods for inter iplinary commaation (wherever
applicable) for the specific.organisation.

KA9. protocols of organization for optimizing health, wbking and illness
prevention

B. Technical
Knowledge

KB1. The user/individual on thesjjob needs to know.and understand:

KB2. background of the ‘organizational structure and staff of the healthcare
organization

KB3. basics of critical functioning of the healthcare organization

KB4. the various departments in the healthcare organization and its
interdependency

KBS5. the critical-outcomes expecteftom each department of the organization

KB6. basics of quality concepts, terminology, control, assurance, management,
audits, tools and root cause analysis

KB7. dimensions of quality managemergafety, respect and caytimeliness,
efficacy, efficiency, continyit availability appropriatenesandequity.

KB8. regulatory and statutory rules as applicable for workplace and healthcare
organization

KB9. quality frameworks including workplace specific frameworks and the releva
standards laid down by National &/or Internatiahaccreditingbodies

KB10standards related to occupational safety and hazarasetlical device data
systems maintenance management systems as per organization and natio
agencies

KB11importance of constitution of steering and departmentammittees

KB12composition of the steering committesonsisting okey stakeholders and
experts wellrepresented across all departments, management, governance
and decision makers

16| Page
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HSS/N124 Perform gap analysis of healthcare quality procedures and implement
improvement strategy

Skills (S)Optional]

A. Core Skills/

KB13composition of the departmental committees depending on various kinds o
departments in the healthcare organizati@monsisting oflepartmental head
and key experts of each of the various roles and responsibilities of departn

KB14how to define members of the committees well represented by all key
stakeholders as appropriate having a maeable interest and influence in bot
the project and committee itself

KB15how to set the terms of reference of the committees and divide responsibil
among committee members

KB16how to organize committee meetings and the agenda for discussions and
decisiongeriodically

KB17 concept and methodology of performing gaps and root cause analysis

KB18methods to devise and implement improvement strategy

KB19importance of periodic review and discussion on current and prospective ig

KB20how to close the assigned projectdalm, patient, timebound, strategic,
professional manner within allocated resources

KB21how to overcome various constraints while achieving desired targets

KB22how to exhibit team work.and interpersonal relationships at all times

KB23how to moderate.and encourage conittee members-for desired outcomes

KB24 how to measure.the outcomes of the project

Writing Skills

Generic Skills

The user/ individual on the job . needs t&%how and understand how to:

SAl. draft memos requestsand email to stakeholdes,-ceworkers, and vendors t(
provide them with work updates and to request-appropriate information
without appropriatelanguage errors

SA2. prepare checklist andocumentfindings and observations

SA3. prepare status and progress reports

Reading Skills

The user/individual on the job_needs to.knew-and understand how to:

SA4. read about new products and services with reference to the organization
also from external forums such as websites and blogs

SA5. keep abreast with the latest knowledge by reading relevant materials

Oral Communication (Listening and Speaksiglls)

The user/individual on the job needs to know and understand how to:

SA6. communicate in polite, calm, empathetic and congenial manner

SA7. discuss task lists, schedules, and wpldn with management, colleagues an
subordinates

SA8. question stakeholders appropriately in order to understand the nature of
problem and make a diagnosis

SA9. keep stakeholders informed about progress

SA10. avoid usingargon, slang or acronyms when communicating with a
stakeholder, unless itis required

B. Professional Skills

Decision Making
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The user/individual on the job needs to know and understand how to:
SB1. make decisions pertaining to the concerned area of work

Plan and Organize

The user/individual on the job needs to know and understand:
SB2. prepare action plan and roadmap for fulfilling the identified gaps in the
healthcare organization in terms gtiality standards

CustomerCentricity

The user/individual on the job needs to know and understand how to:
SB3. manage relationships witbolleagues and stakeholdersho may be stressed,
frustrated, confused, or angry
SB4. build relationshipsvith stakeholdersand usepatient centric approach

Problem Solving

The user/individual on the job needs to know and understand how to:

SB5. think through the problemevaluate the possible solution(s) and suggest ar

optimum /best possible solution(s)

SB6. deal with clients lacking the technical background to solve the problem on
their own

SB7. identify immediate or temporary solutions to resolve delays

Analytical Thinking

The-user/individual on the job needs t%ow and understand how to:
SB8. identify resources or behavioral change required to accomplish the roadm
and action plan

Critical Thinking

The user/individual on the job needs to know and understand how to:
SB9. prioritize the taskwithin the roadmap and action plan
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Overvi ew

This unit is about providing the required knowledge and skiitsthe individual to identify
training needs and organize training interventions to meet healthcare quality standards
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HSS/N125:1dentify training needs and organize training interventions to meet healthcare
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Unit Code HSS/N6125

ﬁ Unit Title Identify training needs and organize training interventions to meet healthcare
© ESY) quality standards
O Description This unit deals with imparting knowledge ttentify training needs and organize
@) training interventiondor employees of healthcare organizatitmmeet healthcare
- quality standards
Scope This unit/task covers the following:
1 Identify training objective$or employees
- 1  Design, create anahonitor the training program
; T  Assess the outcome of the training program
N Performance Criteria(PC) w.r.t. the Scope
< Element Performance Criteria
N Identify training Tobe competent, theuser/individual on the job must be able:to
" objectives for PC1.organize meeting with the-healthcare . managemetgpartmentand personnel
a employees to identify the trainingneedbased on agreed quality accreditatiocgrtification
standards

PC2. map the identifiedraining needs with objective elements and different
sections ofagreed quality accreditation/certification standard

Pe&3. mon and specific for whole organizat

and its departments, respectively
PC4. encourage participantt undertake training:interventions for better
professional outcomes as well as patient care

Design, create and PC5. set the training objectives‘and outcomes for all employees/ different categq

monitor the program of the employees working in the healthcaseganization

PCB6. create the training prograrplanner as per the appropriate time for content
delivery

PC7. design the training.program-involving relevant information and/or instructio
related to quality aspects of healthcare organization

PC8. create training modulebased ondentified learning outcome

PC9. ensureuse of theappropriatetrainingdeliverymethodsas perthe target
audience

PC10keep periodicity ofraining programsased orthe identified gaps in quality
and improvement strategto be adopted to bridge the same

PC1llensuretraining aidsare developedand various facilitation techniquese used
for demonstrathgincorporation of quality aspects in healthcare organizatior

PC12facilitate organiation ofregular campaign for reinforcing behavioural chang
in employees of healthcare organizatiespeciallyfor infection control
practices

PC13document all trainingelated communication in thénealthcareproviders
record, including the date, time, and signaturethe persondeliveringthe
training
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PC1l14ensure participant sigin sheetisverified bydepartmental head
PC15involvethe department heads the training programs$o ensure that they

train theirrespective departmentat frequent intervals

Assess the outcom
of the training
program

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

PCi16document allLJ- NIi A Gekdbick/réc@\ed duringaining sessions
PC17conduct pretraining, formative and postraining assessment of the

PC18implement the documented improvement plargview and adjusas required
PC19conduct KAPKnowledge, Attitude and Practigestudy periodically

Knowledge and Understanding (K)

The user/individual on the jomeeds to know and understand:
KAL.
KA2.
KA3.

KA4.

KATY.
KA8.

KAQ.

. ‘medicolegal aspects of Health Information Portability and Accountability
. the scope and gjectives of the organisation in ‘order to perform the duties tc

participants & document the findings

basic structure and function of the healthcare system in the country

basic structure and function of healthcare facilities available at various leve
hospice care, clinics

relevant legislation, standards, policies, and piahaes followed in the
healthcare organization

the HR protocols, professional and dress code, grievance redressal mechg
as per the guidelines of the organisation

meet the vision and mission of thezqrganisation

in-depth functioning of the organ &4 oninorder to choose the appropriate
approachesand methods for his/her role.defined in the organisation
documentation methods for interdisciplinary communication (wherever
applicable) for the specific organisation.

protocols of organization for optimizing health, wbing and illness
prevention

B. Technical
Knowledge

Theuser/individual on the job needs to know and understand:
KB1.

KB2.
KB3.

KB4.
KBS5.

KB6.
KB7.
KBS8.

KB9.

KB10.significance of training programs and interventions for healthcare personné

background of the organizational structure and staff of the healthcare
organization

basics of critical-functioning of the healthcare-organization

the various departments in the healthcare-organiaatand its
interdependency

the critical outcomes expected from each department of the organization
basics of quality concepts, terminology, control, assurance, management,
audits, tools and root cause analysis

dimensions of quality managemerdafety, respect and caytimeliness,
efficacy, efficiency, continuity, availabiligppropriatenesand equity.
regulatory and statutory rules as applicable for workplace and healthcare
organization

quality frameworks including workplace specific frameworks and the releva
standards laid down by National &/or International Accrediting Bodies
standards related to occupational safety and hazardselical device data
systems maintenance management systemspes organization and national
agencies

effective implementation of quality standards
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guality standards

A. Core Skills/

Skills (S)Optional]

KB11.how to design the training program involving relevant information and/or
instructions abat infection control; biomedical equipment routine use, trouk
shooting, cleaning and maintenance; patient centric clinical protocols; feed
and grievance mechanism; professional and interpersonal behaviour etc.

KB12.how to prepare pre, formative and poassessment for participants

KB13.how to identify the training needs of the participants and set training
objectives

KB14.how to encourage healthcare personnel to undergo training on quality
standards

KB15.how to develop interactive training modules and sessiomssidemg diverse
needs and level of comprehensiveness of participants

KB16.how to implement trainingkeeping group dynamics and group cohesivenes

KB17.how to exhibit team work and interpersonal relationships at all times

KB18.the concept & high quality learning, teaching drassessment

KB19.how to assess outcomes of the training and improvise for next training ses

Writing Skills

Generic Skills

The user/ individual on the job needs to know and understand how to:

SAl. draft memogs requestsand email to stakeholdes, coworkers, and vendors to
provide them with work updates G0 to request appropriate information
without appropriatelanguage errors

SA2. prepare checklist andocumentfindings and ebservations

SA3. prepare status and progss reports

Reading Skills

The user/individual on the'job needs to know and understand how to:

SA4. read about new products and services with reference to"the organization ¢
also from external forums such as websites and blogs

SA5. keep abreast with the latest knowledge by readisfgvant materials

Oral Communication (Listening and Speaking skills)

The user/individual on the job needs to know and understand how to:

SA6. communicate in polite, calm, empathetic and congenial manner

SA7. discuss task lists, schedules, and wpldnwith management, colleagues and
subordinates

SA8. questionstakeholdersaappropriately in order to understand the nature of the
problem and make a diagnosis

SA9. keep stakeholderanformed about progress

SA10.avoid using jargon, slang or acronyms when communicating with a
stakeholder unless it is required

B. Professional Skills

Decision Making

The user/individual on the job needs to know and understand how to:
SB1. make decisions pertaining to the concerned area of work

Plan and Organize
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The user/individual on the job needs to know anttlerstand:
SB2. prepare actiorplan androadmap for fulfilling the identified gaps in the
healthcare organization in terms of quality standards

CustomerCentricity

The user/individual on the job needs to know and understand how to:
SB3. manage relationships witbolleagues and stakeholdersho may be stressed,
frustrated, confused, or angry
SB4. build relationshipsvith stakeholdersand usepatient-centricapproach

Problem Solving

The user/individual on the job needs to know amtlerstand how to:
SB5. think through the problem, evaluate the possible solution(s) and suggest :
optimum /best possible solution(s)
SB6. deal with clients lacking the technical background to solve the problem on
their own
SB7. identify immediate or temporary solutianto resolve delays

Analytical Thinking

The user/individual on the job needs to know and understand how to:
SB8. identify resources or behavioral change required to accomplish the roadm
and action plan

Critical Thinking

Theuser/individual on the job needs to krfow and understand how to:
SB9. prioritize the taskwithin the roadmap and action plan
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Standard

Overview
This unit is about providing the required knowledge and skiltsthe individual for carrying

out the internal audits for preparing the healthcare organization to apply for agreed
quality accreditation/certification standards

26| Page



h OOdzL

Y
>
N
<<
\:3
@]

National
Skill Development
Corporation

: I National Occupational Standards

& T NOS %N 5-D-C

HSS/N6126Carry out internal audits and review the audit findings with managemeait
all stagesof healthcare organization.

HSSING126

Unit Title Carry out internal audits and review the audit findings with managemexttall
(Task) stages of healthcare organization

Description This unit is aboutreating mechanism afarrying outinternal audits and revieing the
audit findings with management for quality, regulatory and statutory compliaates
all stages of healthcare organizatitor devising mechanism of improvement

Scope This unit/task covers the following:

1 Create a mechanism foaaying out internalaudit

1 Review the finding of internal audit wittelevant stakeholders

1 Devise the mechanism tmprove thehealthcare systems for compliance to
agreed quality standards

1 Devise the mechanism tanprove thehealthcaresystems for regulatory and
statutory compliance

Performance Criteria(PC) w.r.t. the Scope

Element Performance Criteria

Create a mechanism | Tobe'competent, the user/individual on the job must be able to
f0f carrying _OUt PC1.identify the processesprocedures and documents be auditedand define its
internal audit periodicity as per-priority and focus

PC2. create aninternalaudit schedulex
relevant healthcare personnel

PC3. develop the process of internal audit in cortatibn with departmental
committees

PC4. prepare the checklist for objectivizing the internal audit mapping to externa
audit process adopted by agreed quality accreditation/certification body

PC5. devise mechanism to include internal audit as an accepted polidjpéo
department

PC6. encourage adoption of audit checklist by each stakeholder for carrying out
own. periodic audits

PC7. conduct theinternalaudit based on the checklist or processes laid down for
respective department

PC8. record theauditfindingsin the prescribed checklist for discussion with the
stakeholders and analyse the trend over period of time

PC9. create culture of carrying out both intrdepatmental and interdepartmental
audits in a friendly manner

Review the finding of| PC10prepare summary of audit findings gathered from both intra and inter

bghare with respective departments and

internal audit with departmental audits periodically
relevant stakeholders| PC11provide recommendations on improvements to be undertaken for bridging
the gaps
PC12present the audit summary to departmental committees as per defined
periodicity

PC13present the audit summary to management and discuss the identified gaps
causative factorsrecommendations for improvement and readiness of the
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healthcare organization for applying to agreed quality accreditation/
certification

PC14build follow up & corrective action plan based on management review in
consultation with departmental committees

Devise the
mechanism to
improve the
healthcare systems
for compliance to
agreed quality
standards

PC15apply the objective elements/different sections of agreed quality standards
bridge the identified gaps

PC16collaborate withhealthcare staffo ensure thatguality improvement
interventions taken are specific, measurable, achievable, relevant and time

PC17.conductrandom / surprise effective checking of works and ensure executig
good quality practices by healthcare personfogloverall improvement in
efficiency of the organization

PC18review the status of corrective/preventive actions taken within eality
Assurancecell periodically

PC19ensure protection of patients and family rights during care

PC20structure quality assurance and continuous.monitoring programwitkin the
organization

PC21lidentify key indicators to monitor the clinical & managerial structures,
processes and outcomes

PC22establish system for continuous magpitoring of patient care services

Devise the
mechanism to
improve the
healthcare systems
for regulatory and
statutory compliance

A. Organizational
Context

(Knowledge of the
company /
organization and
its processes)

Knowledge and Understanding (K)

i statutory compliance of the healthcar
organization during internal audit & 'define its periodic review

PC24prepare a calendar of actionable points to.meet the requirements of statutg
compliances

PC25implement suitable redressal mechanism for deviations in the policy,
objectives, rules, regulations, applicable legal requirements

PC26record each document required for regulatory and statutory compliances
accurately

PC23emphasizeon pending regulatory g

The user/individual on the job needs to know and understand:

KA1. basic structure and function of the healthcare system in the country
KA2. basic structure and function ¢fealthcare facilities available at various levels
hospice care, clinics

relevant legislation, standards, policies, and procedures followed in the
healthcare organization

the HR protocols, professional and dress code, grievance redressal mechg
as per the guidelines of the organisation

medicolegal aspects of Health Information Portability and Accountability
the scope and objectives of the organisation in order to panfehe duties to
meet the vision and mission of the organisation

in-depth functioning of the organisation in order to choose the appropriate
approaches and methods for his/her role defined in the organisation
documentation methods for interdisciplinary comunication (wherever
applicable) for the specific organisation.

protocols of organization for optimizing health, wb#ing and illness

KA3.

KA4.

KAS.
KAG.

KAT.

KAS.

KAQ.
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prevention

B. Technical
Knowledge

A. Core Skills/
Generic Skills

Skills (S)Optional]

The user/individual on the job needs to know and understand:

KB1. background of the organizational structure and staff of the healthcare
organization

KB2. basics of critical functioning of the healthcare organization

KB3. the various departments in the healthcare organization and its
interdependency

KB4. the critical outcomes expectedom each department of the organization

KB5. basics of quality concepts, terminology, control, assurance, management,
audits, tools and root cause analysis

KB6. dimensions of quality managemersafety, respect and caytimeliness,
efficacy, efficiency, continyit availabilityappropriatenessandequity.

KB7. regulatory and statutory rules as appropriate applicable for workplace and
healthcare organization

KB8. quality frameworks including workplace specific frameworks and the releve
standards laid down by national &/@mternational accrediting bodies

KB9.  standards related to occupational safety-and hazards & medical device dal
systems, maintenance management systems as per organization and nati
agencies

KB10:the objective.elements and-different sections of agreed qualdgreditation/
certification standards

KB12.how to prepare and execute theutit
KB13:how to prepare, review and finalize the audit.summary
KB14.how:to devise improvement plamased on audit:findings
KB15.how to improvise the system and processes based on dindings

Writing Skills

The user/ individual on the job needs to know and understand how to:
SAL. draft memos requestsand email to stakeholdes, coworkers, and vendors t¢
provide them with-work updates and to request appropriate information
without appropriatelanguage
SA2. prepare checklist andocumentfindings and observations
SA3. prepare status and progress refts

Reading Skills

The user/individual on the job needs to know and understand how to:
SA4. read about new products and services with reference to the organization
also from external forums such as websites and blogs
SAb5. keep abreast with the latest knowledge by reading relevant materials

Oral Communication (Listening and Speaking skills)
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The user/individual on the job needs to know and understand how to:

SA6. communicate in polite, calm, empathetic and congenial manner

SA7. discuss task lists, schedules, and wpldn with management, colleagues an
subordinates

SA8. question stakeholders appropriately in order to understand the nature of
problem and make a diagnosis

SA9. keep stakeholders informed about progress

SA10.avoid usingargon, slang or acronyms when communicating with a
stakeholder, unless it is required

B. Professional Skillg

Decision Making

The user/individual on the job needs to know and understand how to:
SB1. make decisions pertaining to the concerned area of work

Plan and Organize

The user/individual on the job needs to know and understand:
SB2. -prepare action plan and roadmap for fulfilling the identified gaps in the
healthcare organization in-terms gfiality standards

CustomerCentricity

The user/individual;on the job. needs to know and understand how to:
SB3. manage relationships witbolleagues and stakeholdenio may be stressed,
frustrated; confused, or angry
SB4. build relationshipswith stakeholderséand usepatient-centricapproach

Problem Solving

The user/individual on the job needs to know and understand how to:
SB5. think through the problemevaluate the possible solution(s) and suggest ai
optimum /best possible solution(s)
SB6. deal with clients lacking the technical background to solve the problem on
their own
SB7. identify immediate or temporary solutions to resolve delays

Analytical Thinking

The user/individual on the job needs to know and understand how to:
SB8. identify resources or behavioral change required to accomplish the roadm
and action plan

Critical Thinking

The user/individual on the job needs to know and understand how to:
SB9. prioritize the taskwithin the roadmap and action plan
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