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UTTAR PRADESH




- State of Uttar Pradesh
Theme : Behavioural Training For Hospital Staft

Background
Mera Aspataal, it’s a Gol initiative to capture patient feedback for the services received at the hospital.

* Helps to take corrective actions to improve the quality of healthcare delivery and patient experience.
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Data source: Mera Aspataal Performance Report 1 April 2023 to 30 June 2024



I Strategic Approach

Patient’s ¢ [dentifying cr.ltlcaltouchpc.)mts
where behaviour plays a pivotal
role

Journey

Building e Capacity building of facility staff
O 1o (13213 [e B « Facility leaders as trainers and
GO ETEI [ mentors for accountability

Pharmacy, Pathology,
Radiology

GENELCRENTEE o To acknowledge and appreciate | *ﬂ‘**_’jf""lisl"
recognition the contribution of Support staff = \ |

system at facility level.

N\

Discharge/Referral/
Mortuary

IPD/LR/OT




s
Respecting the live
experience and
knowledge of the
participants

To enable rich
discussions and active
involvement

\
Case study, Group

work, Activity based
sessions

Contributors
e GoUP

e NHM

« KGMU

e SIHFW

e« CMSs

e UPTSU

o PSI India
e Unicef

\

Reflect on their
own behavior and
actions in personal

and professional life

J




Il Launch of Training Module and ToT

State Institute of Health & Family Welfare, Lucknow




I Facility Level Trainings

Dr. Shyama Prasad Mukherji Hospital, Lucknow UHM Hospital, Lucknow VAB Hospital, Lucknow




I Outcome
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Prior to this training, | had no idea how crucial
sensitive behaviour is in providing healthcare
services. Following this training, | realised that if | want to deliver

Tabbasum, better healthcare services to individuals, | must first create a
Ward Aya CHC- positive relationship with them. Good behaviour
T and a good environment must be fostered
Gosaiganj, at the health facility in which all patients can put
Lucknow

forwards their concerns openly and receive dignified
& respectful healthcare services.

T 3 HHR AT foeel! I SN T o ST AT 6 Ha A
Ugd 3R 3fF GIERT 3T § df 0] Ugd 9gd 31 5
it Siaex T9g W, 9 FHaRt 999 W gard 9 &g
UG IR GIHIgC & Y Uy ¢ | i T8l avrelt b

AT 35T AIER fhdt wisde gifvuca A, wifew

3R 3rarert # Y Iuas g & Turey ITed o, g
Rt f8IA St 33t AT TS Yah! 4=gaTG

AT g1 H Al w1 B B T

Anant Kumar Sharma,
Patient, DCH-Bagpat

Outcome: 'Satisfied client and satisfied service provider’




WAY FORWARD

= Execution of reward and recognition activity of all facilities

= Quarterly review of Mera Asptaal portal data to assess the facility

performance

= Supportive supervision and handholding of CMSs for quality

behavioural training

= Concurrent third party evaluation
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