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V. BACKGROUND

WiLh L. .:' purpose o-f upIrading the qual, ity of s.er\ices of'fered

, users, r-oii. . in :ooperaLion w:i. Tb The PFathfindar

Fund s hed::hiu,.Le c-'d 4 semi oanE humantmIln e1 .i" i frl -'or tho Fe,

adm nit:.ra-tors of eac:h clin.ic, rece.in.i:istL .. &', ci" h .r.. ies

c.h..ie s, ,-,vey r and il e prs' o nl .

The semtrinars. were prcogr ammed to tra.in 96 officia.ls. fro -' 3/

Pr'-fa rmi. lia Clinics., and o L e held in 4 :i Liess Medell .in

(Auus' 28-31... 198), ielgar (N,venber 23 - 25, 1908)

C.I'r- t gena ( Decebr- . 1 -- 1 'i88) and C al i.1.. ( D-m. e; 8 - -10,

osE:).

Followiig: the .irst- semr inar. which .included the participaLion

of Juanita San.: de Santamnari.a, PaLFiiAinder RepresenliaLi ye, it

was considered nece'ssary to evaluate the impact of the

semin r ars an the quality of seirv ices prov:i ded by those

pa:t ci pat i rg staff members. Toard:s this end., :i t was

decided ii h,-. s.ich ,-.;aluati n was io be btih qual l L :iv e and

quant .T. *1 a he -fomeF wa.s lio be r- i. ed outiv Lit ouqh f-,ocial

groups; and li r ;ct ow-,. 'eva i cn during the semi nais , and thei-

1latter :iroqh su r"vc'eys witih users -F F POFAMILIA 's. ser vices.
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2. OBJECTIVES

Ac:c:or'din t. ci Ithe pro j-cL protocol prep-ared by Pathfindor, the

a" I I- -, f , ."e c--" rc e.. :c i n knowl edq:-, :nCi .aL -L.i td . - is c th ,

M* ,,s.ure the chu.nqes in the clier iL s't zFction i-sroLILlh.

t:he. ofp I istL. r~LVve-

3. METHODOLOGY

To achi. Eve 'Lhe above, q4wtl i tLiL. yve and CLtan' -ii I: a t i ve

e v I .~v: LC2I'A~' cure :U .lu'd cout.

The qwiail i iL'i~: -, ev . Ll-' or T :n -lnc 1tded 6 -foc :u. pgr oup Se.=ssi on.

L hd er' ti -e u.p e" si. ,o i cl Dr E. n.:? n-i . -- da:. vii. c;- the

partii p- ti :,n o: t0fi c:iL- lS fr'om v&tri ou FROFAIILI A cert e,- or

c I .ini. c:s. Thems Fcjct. .oup.C.. s e -iinc3 "s L o-k p1. ace i. r t.hr ee

citi cs wh ic-h hac been E-el.e c 1.d befor -ha, Icl BocotH., Car t, a .,-

ari: Ca I i " *,u_ si c-.. ' -I, B ',e-e held in -eac:l-h ofc theI -bove

c i e1 ifle r i or o aId r II o I vi ri( I i c-- s aii n r- r) I- . r i- um an

1.he cltl,.i. ii. L. i vI , i on wa. corip .i.,m ed L r c..su :]i r Qc- t

-:i: l l ; i',l ,"d (: F',-C .". -.,uiF I.. , 0 -p ,ir"'I lfl .:." Il., d t r .1 ! i 1. 11 -[ a~l ii i r ! vi.i li c- 11
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ide i ]. i.. t. .) i L a on ,. C3 Ck c: c) Ed o L . e r tj l

"'i rid [l.i : '. L .. u*'".,'. ',,, ::~ a 1 ::?'te ',, v :u -o , w:i Lli L'.h . c: D:o ",- ' i ,:nr oi-

I s cu y :.'r ,: 1: he F'-Lo, E g :-fn i a Mont er :a aid dBc , E gol. a

n I I u., d v I e i 1 c r- (3k o~h c ) c: I 1. i cI vs Two ;'-~' N/i C2 %/Id s I.l U

prior i c a n dl crIn e folIlI cj swi i the =.eR inr. on hurrj re I:1 ior .

e ,ch h .io ifiq L.*i w~. dur4- i r I: I Vn o? q :I. c -. i it. .l I F am11

the Frof tmi i i a P' a n i n q aind Inves Li gai: i on D)tep ri:-,i', :. , a

respan:ible far Lh:i, evaluation.

. EVALUATION RESULTS

3.1 RESULTS OF THE QUALITATIVE EVALUATION

3. 1.1 FOCUS GROUPS

A repc, o.: pr arepi f.d by El enea Pr'ada wi th the r_,SLut.. -f the

facu ,:"wc..t: s . :.I i c Ilud5d in Anne I.

3.1.2 REPORT ON DIRECT OBSERVATION OF "SEMINAR-WORKSHOP ON

INTERPERSONAL RELATIONS: A STRATEGY TO UPGRADE QUALITY OF

SERVICES AT PROFAMILIA" (MELGA3;R - CARTAGfENA -- CALI)

ra Sun ups L .ec-L an incl. diiudes. thU ,no L:1- illc r- t.,Aln ii L S e-

b ,r-V 'LI dr.LU i n) I, hu ! : t'hr ,. .-,mi rrar .f unded by PF iltI -F i nd-r .
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.. ~ L Lhr: ~ ~cj~: ~ '~~1 ~ ~t i c i i;L Cr.~c.' i.tF :r1)' cYb

I~~ 2~ t~:1W .t : i J.p~an a nd Ci 'a f rom

Ec e i i b c-Yr 8 - 1 Z-1 L' C 1L.b C oIi iiftnL - .L 24 p a iic ip ar 1 1:s

T h~ 4,:i n i e t~ i v'~ f.x hii s ph, ts i (4 ht ed d ur i i .I' .the rei i r i -r b y

pca~Lsi: i .~~sre~qia--dif s n nirvicea prov'i ted to u sk- r-s ar

- Hk~vi IO!~in (a~iir~~ti~ s Vr y Ii i e iLa e a s

di vct ,1d -h U:Or ULUS 1-1i- i . C'". in 11 qU... i 4:, y F 0 rC iI

Tf-ii b ,rt- are' sOivz USt-=r W~h( (AlUS.t. (,,,:1i C &i 1 onc.Q 'C I I LrZ b;

c'thE'r s cP . t t7- E o L C hi t~rrne C.. pZ,.i4erii~

C !vIor-o i s 1a I r z-:,; c)1 utfc I n e ~ C. i ' en t~ s e it .. ?

d e't C ca1 Ii i. to pr ovi d~c int~orm,:,L ion r ecar di rig I ie If giIIIi Lv

1 i ac i Q oc ':* i: Ul ':! G~ j i ni .1. -f C s. . en t k :.!"I ii I i p U iCL 141 V- I

t ru U ; Rt 'thI1e? z ews1 -1 ceVIt C? r S).

A id d i 1: i ci3 1 Iiv c Ji ic k: u 1 Li e I , ,a e I -Ic cL -1 e I e - Rd 1f f - 0Vid (J1

Fl ctti . I-A .i if or Il-i .1cil f~ C) ien t:he er3L e i' n mo e ct E..-l~r r Ed L .-,-, £

ai 'A ik . A ' p 1 .a: twi: I t,? ic o cn t 1: call 0 E, ?

i 1-1 rci i i.] u'-; 11 v or i r 1 1 .1 4 cr on p.. i

c r cjj. r CJ c) r1) i i.o. c cc, t) c oi :v~ .i s:Lruc C Isvcc.r s: . u ici
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NogL *. f faily p.t.in u'.' ate ne L~r 1 I]U ~ L ~ r vou , o rI fe r u 1 W-1 I 
*" .' : L {'kil. vt . .:. L ;1 ,- U -:l'], t 'i Lt. .', El t L-" I'(t-.'!i E .I.I L I 'l" "ii ':' t ' L i E'fl t .>t:ha:v'.. a- rri v,,.-",: and ,: M yh', at',:. not t'" -:'ret d adeou -a]e .,

:l i "'ifi- nce. c'c . i. co c i , L . .ipa t ce. ri 1 .:: .: .F i. n lack1 nt e .

Ourir q L he obile: .ur'gica.,l programs ti-he.re, is a h ea.vy

wo : d , ,an some auxiliar i .a i ."a L . e ji e w:i tlh

The&. c:r k rout in ,e has caused uaer to be atte,ded

n mechaniall.t,. y". Often ti . s the .s -or doubts a ot

rot l .st ened to.

Thuin c - i no (:o unni caLi on w.it :i 1 er: -

So(im-, dzc -tos a:E nd ur si flc. ai ." ee .'c:' to thei. r owIn nce.;:ed-i

(make, !:: ,une cas'i, t- ' up i- mak.e-up,. ink. co , .

etc..) be :for e attei:,',~:nq th'e u.nui_...

There ar "e uLI wh '-o d r,.oi no.tEc Wa l c ;Ira. : blo whe n o i

are2 .,: ttended I. mern, and ptc,-F ,r to bre Seen by w oM- 1

AuiU .L iar-.ios ar reprrimnde id i n fron t a F users. iTher

air'e sume.c doctors who expre.s their d:isapproval ot s:aff

e-lbu . (Jot:i d i ,an- in the pres,:nce F patien

Thr ar auilt~iies w t.~hc argue in the preen'c~e of usiers.

Tho mis.i.In neav ex. .~ ~peoriences a ~ma:no stf memibers are reoJ lted

to:

,". .> c :, t c,{ :., 'r }. ul :i cii " c -,-eL r,. .:,i .-':i. Oln on(rl ci ] &I.E- '2r

I. ii.J* X:1oIj' ho ao..ue wth.j~ o.l fne: aut Uher. Some imes evm'l
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A3~~ IfL3 fi~C It ~ ~ '' ) I = .- m 2 c ii t .a .C ri 2 101

i'.'i ~ ~ ~ ~ ~ ~ ~ r iL d.. i cv~ ii ri cr -r ri a- qi uith £ r e - d, a c;r r

e t-thc, t" i cil ' wi th h ~ t t ,i . :, wi~c r

c.ri~ (-"c!ur-. t o r . fr e':amnp 1 e, w-ho b:cocirL'. i rr i L -iti ed b y He

fal -:~ iz~h r 2~ k~. j nol- a t: S ZA fn nl C.? ii

P1 ace, Eui:d Ca (he. REuLIXI ''~t Li i zarvr we'JI h f [i. i.

r'ce .1c- .:c r Ia t., r ~ b r i is llh Fw . tremfei21 y r u.d'E id rA

of iu : i ;' rL : ?S

T1 ier i I a c:1 I....: 0 f ccron i o, . i cl fe c: en &:n m-!) CE

(.4 T .. 1 -, a ~ T i s. u a c a::1 L ao t on tncU -:

1.C .ut cirlil .-(t- L e tVOi fie EY ,1 ilj.jr elsl.- ve wvi t:h Fwc ore ieot

C r I i I o a:.~ I i z: i I :. 1 1:3n 11 E. (31 f.. .h .e' bl ?hi:1rld tI z

p oorCU~I: . 01, e.rv ices beirv:3  olf +er d Ftrf o

T H I it ].; 11 i J~ [ cod c er~:iJ 9 !, P,3 ob c~I cI
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The .c . and d-duc-atio , nal c ncJdici i :i ons oi-f th e u-ser a te-

no akninto a.cco:unt at t:i mes in order to usie, the

1 whi-ita~ vu, ch best suits '. hi s.'- needs. The same

- tj .H .V-1 L'.f:. .., *ir' L A 14~ Cjfl E€.i. ]. :I. ..:.-

* 3afF _.,anee to be rot e ., Some are di ssatis.f ied

with their re.porsibilities and their positLo;s_.. They

ar.- ti red and Lheir wlork.: become,.s mlIoot.onous.

The lack of ora..izinq the work to be do:e cIE.jerall./

leds t an c s c; r -spon s ibiLi-kes and thLus,. liltI

time rerjmairinq ;io attend users

Exc:,-es' ,;,_. worc;.kload for. secretiaries: At h e s.,_ ": mall c:s..nt -s,
* ' ~ j .,~ '..~r I.::I o~A ~ i-* ~ o~~.~):, - -4.i "k i c .... 1 cr~t ri.

parti cularly when the n',-rthl'v -t .,. t ies' repor:ts are

du e,. Th is i"'~ i , s :. is d i to: W a C '.t i ,: - to ,a 1- tnd kh- u .s .r

properly bec-au.e it does o-.t a~lJo,.. for ihe provision MF

ade',quatC e .and sf .c:ient :[ ; Forma t i on.

Lack of interst an'rd concentration in their work

,'e: urikV, supe.'io.i , ,'"impi : co pbex.. ::e of author itv by

somei~ ofcial,--i

IIn.s , ici t,:r. . i a n cQfld F o mon ecary i ncet ri.i vas

.n ;,dduq..t ,I:e s i" F :rm.h i on rce. ardi n respon sibilitii oF

eac pocs; t Icon :u an lackI o-f uniiatl Cion of col(::rfj'. anmc

C 'I. L. :L-y .L ,:1
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F t.'Ll :r h s: (- - - p c r I- : J. r .E--icfrC. -.L-:F f I EI ' 

-E c... P : e w o. I:: 1 u:.I::! E;nd a ac I: (:j.F C:c per at i or., a,,:r

fItc:orii-for mi wi th Lh Ie I b c- b-' in c per.F 0r1rid

o ~ 31 .- S 1- r I rx r

r ircunr paL i biI i t y o- certaiin s t.al1 m ember's

L.-ac! o-. i Lui ru:Lui.. I

.Co ':. i Lt.:i ve re;{ipl I

h 0 t '-1hor . A!- i & i- , Some ecr e Lr- :LE e : ieed t heir" r iIL:s

Al -sorco I f) ~ id A I'l 0 ri- :i

*ua : c' f i or k : i -l "c ,val u ed I n:: v:nt i e. o 1ler th rI

n~o=i , 4: ., c :d n -F' coin u er i. or" -ai'i d col I a u C

L. ac.: -4 C OMMU a at i or

C'. Lu C i. 'S rPI- i I I. Q. Q 11 S i CU Z- ": i

The thr-.e s rij , rrs have the srarae Sc.! JedIjle o a :ti vi Li e ;d-d

thi ":?'1 a lUd i (-J/ i .U,AI i n,.' t. " a s F ,..1'r2 L :C4d, P -POF-AMII..1 sIa FI I

In ( i r.-, -e r- r t2r '( c i p zir t i. r: i j_ E

3.2 RESULTS OF THE QUANTITATIVE EVALUATION

, ii'.: : ; ; .,. . -, ,. i . . : ,,i.:c J .. ' -, e, c ,:: I t.."-" t: 1: tzi .
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diff rff t:nL ' -, C ,Fr ri' by FRCIFAI Ii. r . _. c;hi end,

an z * (.., L ..: rn .v , :.''., -:y-;. ,a : h Li" :ti atL ea~cih , i1 i ic t 3 c r '., cxi :

the.- !=urve,,y. Arinc:.,. 4 i cldes, copwy ciF "Lhe quic -i,-rinairu u-s...ed

du "rc,. b:oth - .vv -',s

The ,F IIcwi ni i: ab 1 i nc 1LId.?S LI IC toL I nurr, rr (.-

q u oi: ic lan i i es c')13 1 et: d  b'/ uL1r s at c f Lhc' -F ou r" ci Iin i a:

s ec L.ud:

SURVEY I SURVEY II

AmIn C- i 155 '-7

E~~ogot:~~ 13 (,:. zdy)5 1 .12

l1 con t E r.i a1?22 .

r 4isto 12

TOTAL. 6, .4.57

To bet-i. er a rIE1 yze the in-formatiorn a ther Ed, p orcell t a e
d .istui~ ilb'..tIt: i r ,oa-- made oF u ,er ac:a:o;.cling (c:, Lhe :irvi ce

r('-';.tt-(A o I ri... day (3: ti..e t-. -e,.,er's .ib1, = .method.

.L 1 .'4 m. in-' L , c: onL- o o f i r. r e,/E- ti b I e (nWe'thlnOd :.

g ,r rcuic,. aL: or -Y or informat i on (Se Annex 4)
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The uuve ohno~s no. nwwarh vaiatio: 5 J ns Ther ar sot

pos iive ,va.'.-riaLi-s which may be kept is mind. Thes, _ .,

owever, canno:t be us ,:d a a rel.:i ab],e :i. ndicatori- oF c hg.e:s

pr dLuced ir tih qualiity of c.are resulting from a change: in

nwI ad-a and ML .i LrurcL,:.- by th e mi nar part i ci pan t.

Irso-ar as the cwui ni ons of users o-f 'v.r-i br ele ehlod .

(Tab l.s 1 and 6) .,posi Live variakions can be observed in:

information on the uis: of the methods (84.4% dur ing the -first

survey .and .3% duri.n tie second), in-f'orma:i on provided ii-

Lhe we. a iki room if rom 1 ,2% to 35 2 ). .irnrf or ma; .t'i cf-:cr

by the ,auxii nurs... e i, n t re cron sul.i'ation r o om (17.3% io

3.9%, I::ni d ard adeqLuaLe c:are by the0 ci ii per onnt'l in

e ,r"al (from 4t.3 t 5 .0 %) and. tLimely and immediate ct : are

by clinic pe.rsornel rom 11.3% to 16.7%).

Wit re Ferenc- t. Lbh, opinion of users of ir;-revers ibl

methods (tables 6 - 12). 'ear i at i ons are observed in:

ad.-,e qu _at e i n F,_t-maL i on in - waii: i iq rooms ( F rom ,i.. t

39. 4%)l i id and .- equ.aL. are b,tI e .'-,d.,:i I i M omi v iS "- ,

78.4% to 63.80 . c p::ir, lL. ,L,. i nf ormati:Lion bV I:e au:i.: i .i.ary nurse

in :he con t in -.:,m (from 18.9% to 2M . , and r .. , Stiince

o.ff e ::' L..t - c:: lini: perso nelr in ,enei l (33, .3% to 31.4%).

RECEIVED FEB 13 1989



Wi i- a . l t'in:n Lo .he us.ers of I. r"1 o i eve'sibl e method E

Cente ... . and lear:i ,.bo t:;uA: the pro-blehms heyLl are .f .-r.c-1:j..: ,

L) qi i nstru~ Lct.ion n h ow t:o :)r r.ca::ed to sol.1.vei problems, and

N r evise 'the responsibilit i, es oF the vaser:omv counsT.E.elor,

anal ze hi w ,r'k aid p cel.< ,d , : d i i.cly.

Improve e'isi.itirg facr.ilit.es at. the pil ot csriter survey

sect.ion, and th area where the patin is "pr'epared for

inser'ti on'" a t e Ith -e l .te Clinic.

Seek mn t to imro;.cve comuniicat nu i 1i :- et., ( he direc: t ors of

ea:ch' cernt r' and his . E+t-a f.

Uiii fy crit:ria- fi or su gc'a.. . l p;:ceur.. sii+ by pfr ,in, l uI.-I3l.

Lo be a vailable at: ea'ch c r-nte'r, d IaO d r-c ttuiLer t mf[ 3 i nq'

wi t.h -he , medical di rect .or of tsho; c:eni ber I:o r: e he. -

dociun'cm'nt , c. L1,ar up doLbt s. a;d define crt-i itEri a. The anraLw.

shoul d be upda.ed ih e','e,- ther e are ch.anges ancl

modi { i fii.:i o-izs in an y of the p":ceur-es-.

Revive t~he* p'oli~ciesv F the nohM E un3its:: to iniclue:.i a~)

1 .i- ilq th.i e i nmLtibLer of -ur .q i to bE' p fr'.f me d ri i ME?'+

da j'; b) rejtabVl is=h FollJ-up, o; su erv'is on- . proceduret.s3 For th(-.

d, oct 1: ors's o c. , r . : I.ove-se - rc:ve'r. of P,.. i C ) v-.r" .f

,ak hl ik la,.l .. j! .," -- i " ,Ma,..l L ".-EC i .C EB1 3198
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The best par icipa "' - .'on was no doubt'. .:A i aC - tLie Cub at the

Com'fen,':Io in Cal i, followed by Hotel Ca.f:am in llgar. it

would bM w ho I:hl i a :cn. i de-- si tes siuclh as the se 'h i ci-s

allow .. r a- b;ier integrat ion of of icials and creates a

better wor environmenut.r L

Whenver se-,crearies are, scheduled to participate, i L is

adiviabie that sminar" dates do not c:oincide with the end of

the month h n acti vities reports are prepared. The

s cretarocies work accumulates an&Ud de~adlne 1. . n;oot be me i.

Lastly, if an e-'va.laio i : is c -r-ied out., it is r'e-,commended to

ex.tend the 1 ].s: of time be tween.; i- I-h end of h- smn ars and

t he 'valuaL_:i . The ex.peF- .r'i lnce s oht ir, ..-', nord th io pii' 'ent.

t,e sem' inar and the -, ap 1 i caLi on c-" SLurvey I , and the

di fic:ul Ly to Fol]. low-u:. Of fi ials ; who piarticipated in the

semi rnars it is not pos.i ble to observ-ve any si gni -. i carnt

RECEIVED FE 13 1989



FOCUS GROUPS

RECOMIMENDAT I OiS

The po - . e:p ].,r i n through tihese fo c: o--: tho e

i--ue dif:ferent from~l chaLn es in attitudes .oll o',ii"nq a course on

human relatcions', is [to co C ate i.t;, h F"iL i]FAMILIA i in ts objecLive

of oferi . increasingly better- servi:es.

Comim nt Ls maie i; "h r epo s :- sholti.d be rei', e' and anal yz. (-l.,

sinlcLe are nct the op inions uf all Lhe i'ihtuitution"s employees.

The follo.in.i g rec,(ommen~datdions,: ar- mads:

Or ganirz: : ane ,ric. :L.r ry outt refr-"e r cuIrses on contta'ci v i vi

techlnoloiy For those :taFf members in clharge of moLti..,a'Li . ,

i.e. secretaries.. (small cente1rs), in~tructo-iE aumilia:y

nr~-~' ~-c i.ises adnre. These courses. sholdc i ncl ude eail~.y

understable : *[flC(L IC[' a! Lerr aLi ,E" f.or the user, that i.s

Com . -,unicU i n tL .ch i .c" . at the individul.J, can ulsJ during

hi s/her" mot i , i- c.- + i or s. h E wi 1 l1 tr -c n r but I:)

de r., , 14 the amo.nt of time r.+q I.ed in of ering

"as.sist.ar e" to thmose~ few pat: ienfts wh t'c- find it dific* .~ult L Ec:

un .i'" n t. , i mma. ssa i - .e W ; . Q i7 C communc: a ed, b.t are asham. .E .;ed t.in

-,m.C; i m 1 m. I : I

RECEIVE FEB 1 3 1989
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(A. .1 ~i i Fr ~ ~ i . r~ (... q Li.. no . .L s i [i 'I~

r 7= S 3I ii CI c1- -2 e s i .1 y p I- -2p ~e d at L h

Lor ~,. I .evef:.41'w C 1 hrtrni c pr-oces!si ;-q:t= a ,~vax I ab I.
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