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EBACKGROUND

With ihe purpoze of upurading the quality of services offered

Lo ummers,  Frofamilia,  io cooparation  wich The Fathfindar

Fund, schedulled 4 zsminars  on Bhuman  relaticone forr  those
starf menter s Wi Mave  dirasce coantact wi L wEErs s

adminicetratore of each clinic, recepiionists, zeuretaries,

cashiars, swvevers and File personmel.

The seminars were programned to train 96 officiale from 34
Froftanilia Clindcs, and o be held in 4 cities: Medallin
(Fuaguet 28-31, 1988,  relgar Novenber 23 - 25, 15828)
Cartagena (Decsmbear 1 -3, 1788 and  Cali tDecemizee  8-10,

1588y .

Fellowing the first seminar., which included the participation
of Juarmita Sanu de Santanarix, Fatihiinder Represanbabtive, it
was considered neceesary to evaluate the impact of the
saminars  an  the guality of sorvices provided oy those
paritcipating staffd meabers. Tomards this  end, it was

decided thal such avaluation was  to be both gualitabive  and

auantitabive. The Former was Lo be carried out the ongl foocal

aroues and divect observabtion dwing the seninar-s, and  the

latber through surveys with users of FROFOGHMILIAY s services.
} b
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L.

DRJECTIVES
Aeccording to the project protoceol prepared by Fathfinder, the
vobite evaluation would pbe:

objectives of

. Messiwre Lhe changes  in knowledoe and  attitudese of the
af ficials wiho participata in the semioars, thirowoh focus
QI oups.

. Measure the changes in the clients satisfzetion Ehrocugh,

Lhe applicacian of swvevs

METHODOLOGY
T achiave the abowve, qualitastive ard quatititati ve

evaluwallicons warse carried oul,

The gqualitative evalusbion included & foous aroup sessions
wider the  suparvizian ar o D Elena Firada,  witi the
participation of cfficials from variousz FROFAMILIA certers or

clinics., These foous aroups sessions took place in  three

cities which had been selected beforehand: Roaotd, Cartagerza

and Cali. T Lonvs ware jiwld i @ach of tne abowve

cities, one pricr to and ohe following the seminar on bhuman

relabions.,

The gualitaiive svaluation was  compl enented Lheowal direct

obmarsatlan by Plarihe baz Boias, mesber  of the Frofanilia

Flavin i and Peassar ol Demarboenl ., dir don Yhe seai e s witioh

tool placs o Melogar, Carbtacgenda and Cali.
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The qgualitative evaliation wae carried  oul Lhrouok &l
"indirect swieevey” complataed Ay wsErs, wilh the cocperation of
& 'uarveyer sl the Fasto, Aresnia, Monteria  and Bogol&
Rennedy neighborbosd) clinice.  Two BUTVEY3 ware made,  one
prior Lo and one following the seminars on Fhwmean relations,
@ach haviong & bwo-week duration.  Ana Vaga, assistant Ffiram
the Frofamilia Flanming  and Imvestigaticon Depzartment, was

responsiible forr this evalualtion.
EVALUATION RESULTS

F.1 RESBULTS OF THE QUALITATIVE EVALUATION
S.1.1 FOCUS GROUFS

PAoreper i propared by Elena Frada with the resultz of ther

focus grouss is included in Annex .

S.1.2 REFORT OM DIRECT DBSERVQTIDN OF "SEMINAR-WORKSHOF ON
INTERFERSONAL RELATIONS: A STRATEGY TD UPGRADE QUALITY OF

SERVICES AT FROFAMILIA" (MELBAR ~ CARTABEMS - STy

Ta sunm up,  this section includes tha most important  issues

cozerved during Lhe last three senirars funded by Fatlifinder .
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December 8 - 10 at  Club Comfenalew -~ 524 participantz (Sew

AemeE s

The m

Pailti

- e

Trvwsey waminarg ook place 1o Malger fram Novaembey: 23 - 2%

B Qevean Hotel — 24 participartsy Cartaaens from Decemnler

e

Joai Hetel Ceactibe - 23 pacticigante; and  Cali  from

-

3.

ailn negalive xszpects highliahted during the ceminar by

TS Aira

cipants regarding services provided teo u

I
s
g

i

Huastiness in attending wsers. Very  little time i
duvatead each Uzer tluas neglecting quality of ceare.

etz

i

#re samE users who must walt & long  time to be

SEen, foustines Socadse  the dochor arrives late acd
cthers becausr of the volume of patients.

Wian there 13 a large volume of patients, the Line
dedicatezd to provide informebion regarding the  fzmi Ly
plancing mebivods 1z inesufficient {(thig is pariticul airly
brue at the emall centers).

Additionally, difficulities are encountared in prraviding

acieaqueate Informsticn given the abs 2 in mome cenlers,

af & apecial glace  witere  pabiecls can os BEE

individually or in swall groups.

Therae are auwtiliary nurgss whio do not indicate wsers bhe

ol ATl T A

ifl

Lo ey cderarr on Fhe ebroetohior . bt el

CantEas lnooneeanlaroes for Galin e arttiary and  khe

Lratic teshit, .
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Moagi family plamming vesrs & e mer veus o Feardal Wit

Liver @i ive, and Lhey ars not e

vad adeguatels,

flegative atLibuies are &

L whienn sttending patiente:
ndiffarence, conceit, imoabisnce and lack of inborest.
During the wmebile swrgical programs there is & heavy

work load, and soms audiliaies are "aguoresive"  with

]

us

'1

Thie werd routine has caused users to be  attended

o

"macihanically". Often bimes Shelr  fesars o cdoubts ars
not listened to.
Thare i= 0 communicatiom wibl wears

9

Some doctos and nwrsing side’ s see  to Lhelr oo needs

fmake phone calls, Lowoh ae Cheis mabo-ue, dirink coftes,

gte.) before attending the use

Thare ame wsoe wiha do omot Foel confortabila wiven Liney

il

are «titended by men, and profer to be seen by wrist

ALl Liardes wire reprimanded in af usaicE, Timarae

-0
~r
3
e}
[
-
~

are sume doctors who express their disepproval of shafd

el e decizians in the presence of patienbks.

There are auniliaries whe argue in the presence of users

Tz nailn neaative esporiences amang stafd members are relabed

Lo

Frnese  of  wowrk whidch crestes  Lonmion aomd eSO

col laaguias bo argue  wibl ans arab e Sunt lowes @ en

Chea sl iabiles s Cmmimenl D Cregs &bt
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“ VR W R FE caniarg bhare are instructars whao fail to
covreetly caloalaty the amount of medicines required for
a2 nannls aond muwst make several orderz duricg bhe month
whtide  interfering with  the secretaries’  werk. znd
frrtinee adding Lo theils alim@ady haavy work load.

. There are some doctors who are  extremely difficult to
please and bacume annoved by tirivial things. There is
crie doctor, for  edvanple, who becomes irritated by the
Fact Lhat the wastebasket i3 mob lafl in thie evact Same
place, and calls the suvliary’e atlention when he  finde
1t in s Jiffaerant spotb,

- Thuwre are hexd muzes who e exrtremel v rude sdd s
Cimag, sz inadeguabe expressions to call fhe abbenbion
of auxiliary nurses

. Some qenersl service emplovezes  edcesd tlheir righins  and
bgnare eslablizhed proceduras. whilch leads o conflices
among shad o weabsrs.,

. There iz & lack of communriication  and encessl ve

Guesioly

ookt
According ko

poor  opteslity

. Lozl aad
. Theee dredi

por a1
ETHRE N R

1wy, This  has

and al times

Carticipants,

SO VL S

ot
1

“Cenibnol

el

. v 3 e T
RS A B

[t

&

s baing off
by

(6] o

avzad  colleagques ta be o the

sive with one another.

ST @S

some af o) heinind the

et el are:

shaff

weanlyer e

b siad hiissher problens
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The waer is ool givaen contidence

The social and  educatiornal conditions of  the user Al e
ot Lakan into account  at Yimes iv order  to wze, the
languasae which best suibts his/her reeds. The sane

iy g g ey !
R R

in wmed Lo oall o

7
i

]
L

Hiah veoams: of Wzerz on eome deyvs

Staf i masizerse newd o boe robated. Soma are dissatisfiod

0

with their responsibilities  and their positions. They
ar@ tired and thelr work becomes monokocnous.

The lack of organdizing the work o be dene gerner xl v
leads to an ercwess or responzitilibies and LituE, bikiele

time raeusining o abtisnd user

il

Hive workload for secretaries at Lhe emall centers,

particularly when  the monthly activities reports arwe
due. This laplies difficuléiss ta abbend DERE

properly bDecause 1t dose not a&llow for {he provision of

adegua and sufficient information.
Lack of interest and concentration inm their W s

suparioriby conplaen, abusa of auvthority by

Tome officliale

Work rouiing mechatlizes ackivities

Insufficient traitning and no monetary incentivies
Iradeguate  toformation  regarding rezponsibilibies  of

wach posibion, and lack of widficabion of concepes and
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Further o il reasong for poor relation emorny stafd weabers
Pawve o dg wibss

. Frcussive  worbload  and lack of cooperation RINCTIQ

d

col beaguas
. Tnconformity withnn the work being perf arined

" Magligange

. Selfizhne:

52

. Incompatibility of certain staff members

. Lack af mutual rezpect. Rudaenesszs

. Carnfliztive cumglovees

. Aputhoritariani=n, Some zecrebsries edceed their riaghts
. Alzzaence of & bass and aubhoeri by,

. Cuality of wior kois et val werd, Imcentives other tharn

teadad Fram superiors and Corl loagues
. Lawk of commurication

. Difsilouliies in adapbicog to mew situabions

The three ceminers have the same schedule of activibies, flicl

ad. FROFAMILIS  shatbf

e game audicviswal materials  were ws

membEr s were eager Lo participabs.

3.2 REBULTS OF THE QUANTITATIVE EVALUATION

Az as bewn menbioned, the  swevey o evaluabe the  hunan

raelatyone REEAN L P wecd s ! e A N N - Bigerl i

Choaatiiand o, Phiaa s La el el o al it S B R T TR o AT
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diffearenlt sarvices of fered by FROFASMTIL IS, Towards this endg,
A Esttarnal  survaver was hired ab e acihh  clinic to carryv  out
the survey. Aoanes 4 includes copy of the guestionnaire  ws=ed

dur bty wolly gsuevasys,

The following table irncluges bl tobal numb ey o

quastiomnnaires completad by uzers at each of tive four clinmics

g
1)
s
H
T
(w8

SURVEY 1 SURVEY II

Grmenl a 155 a7
Bogot& {(Fennedy) 155 {4z
Moanteria 172 121

Fasto 128 1o

o~
e
£
i
o

TOTAL

To betiwr analyze the information agathered, =« orocentxge
14 e ! 3!

distiribution was made of users acocordin G to khe service

requestad on bthe day of e  sarvey: reversible method,

brvewairsible wativod, conltirel of irraeversible methods,

aviecodogy. labor abory or inforsaticn (See Grnes 4)
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e sUEvEY sBRoms o nelaeeae thy wariat i ons. There ara  soms
positive variations  which  wmay be  kept  in wind. The
moweveEr, cannot e uwsed az & reliable indicator of changes

produced in the quality of care resulting  from & change in

i

Mnowladge and attl bude

by the zeminar participantsz.

Insafar s the opinicns of users of reversible methods
(Tables U and &), positive variabtions can  be obzerved in:
information on the uss of the methods (24.4% gur ing the First
surveay and 832.3% during the second), informnabion oravided  in

the waiting room (from  12.72% to S5.8%0 . lnformation o f=red

onsulvabtion woom 17.3Y 0 Lo

i

By tie awriliary snlirse in the

7). kind and  adequete care by the  clinic perscnnel in

wes -

aacaral  (Fram 90050 ba 530909 and. timnely amd imnediate care

“rns

by clinmic perscunel {(from 11.3% to 16.7%).

<
=
s
-
=
iv
-~
&
=
G
=
=
o~
]
H
-~
W)

Live opinion of users of irreversibls
methods {tables & ~  13), variations are observer in:
adequate information  in Lhe wsiting roowms (From 0.0%  to

A7.8NY, kind and adequate care by o bthe ausilial v hul me DI N T

TE.4N o &RU8N . complute Laformabion by Blve ausili APty B Ee

¢

in bthe consaliation reom From 182.9% 4o 28,19 and sezsiztance

{ T e

crferaed by the clinle parzonmel in erneral (IE0EN ba SLL37) .
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With rolabicn Lo vhe

s of contrel of reversible methode

Genters ashafd and learn about the problams they are faoiugpe
Lo giwe tnshruchiang on how Lo prrocaed to zolve probl 2ms and

c)  revise the resgponsibilities of bhe vazectony  counselor,

analyee his work and procesd Accordicngl v,

fmprove exisiting facilities at  the pilet  center’s  swvev

section, and  the ares  where Lhe pacient is  "prepared for

insertion” at the Ibsouwse Clifie.

Saek wmeans to improve comaunicaibion between bhe directorz of

wach centor a&nd his staff.

Unify ariteria for zwwaical Rivacadur 2 by o preneriteg @ manual

Lo be available abt each center, and hold regul s el 3 oS

witiv e mediocal direck ar tiva  coanber Lo vavise the

document, clear up  doubts and define criteria.  The fmefiel

should  bae updaled wiraiess ey tihera are changeasg arnd

modifications in any of hthe procedures.,

Ravise Lhe af bhe wmonile wnitts o include: &)
Vimiting the nuwnber of suraeries to be performed during  one

daviy ) OF BureErviEsian procedwres for bhe

doctors who oversee bthe  rocovery, of patientes o) el W

oo ara o sheri lizations weel ail
YRR N T S I YR TTTRT A S O A UG
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The best  parbticisation was  m6 doubl albtaimaed all bthe Club
Comferalon in Tali, followed by Hotel Cafam in Ml geur . It
would be worbivahiile Lo consider  sites suckh  asz these wlhiich

allow for & hetter inteoration of officials and creates &

Labbhar work wrvironmasnl .

Whgnever secretaries are  scheduled to participate, 1t is
advisabile that seminar dates do not coincide with the end of

the mornth when asctivities reports ]

-

B prepat ed., The

ar

sECirebarles” work accunwlates and deadlines canaal he met.

Lastly, if an evalustio is careied o, ik is recommended o
2

evtand the lapze of tine belwess Lhe eod of e semlnay = annd

Lhe evaluation.,  The experiernces obtz=ined Lo ohah the pr ezent
gvalaation have proven  that given the Ltines elapsed between
the saminas and  the  applicabtics  of Survey 11, ard  the
difficully to fallow-up officials  wie participated in the
seminars it is not  possible to chserve arny  significant

CHRangas.
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FOCUS GRDUFS

RECOMMENDATIONS

The gurpose of cuplaring Liwrougn these foous groups, those

wes different frooe changes in attitudes following & course  on

human relations, iz Lo cooperates wibth FROFSMILIA in its abkjective

of offering increasingly better services.

Commenbts made in  these reportsz should bs: reviszed and analvzad,

since are not the opinions of =11 bthe instituticon’s emplovess.

The fellowing recommendalions ars mada:

Organize and  carry out  refresher cowses on contraceptive

ehaff  members in charge of motlvatian,

techraol ogy fFar
l.e. szcretarias tsneal 1 ceEnter s, ingtructars, el i sy
nursas and  nuirses, These couwses should include gasily

understable "language alternabtives" for  the usetr,

that is

cemnuni cation techniaues bthat bhe individual car usze char g

z Thie  will contribube Lo

his/ier  motivallcoh

dacreasing  the amonet of Lima raguired in of fairing

fazsizlance"  to those few patients who find it difficult e

Land the me wWing communicated, bul are ashamed Lo
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Raevise  the admintetrative reporh g 2ystem Lo owmake P e

BROFELG L blmg norea preduative,  as ih iz wwreasonabile Lo

[T Ee ]

s menihily o swnasry of irnformation which iz reapcatad

washly, This =zuwmma~y can be wasily prepared at the

il

Central Level, whaere electronic processing is avallable.

Flevize the respansibilities of bthe auxiliary  nurses at  the
Filot Center. Lased on what  has been noted, thiz personnel
iz being underamploved, and they ara alaost cartainly capable

/

cf performing activities other than instrumentation.

Caontinue to offer  the courzes on human relations urtil  all
Lhe PROFAMILIAS steafd directly inve?! ved in service provizion
mas participated, Fedority  szhould be given ko atixiliary

P EEE,

1t

casniers and cdochors.

Shnould Marzha FPoveda continue +to direct the human relations
cowrses, =zhe should be requested to change her  abtitude

Garticularly during  the firgh day of sessicns so Lhatl

particioants o horather than inhibited. Lilkewise,

it i sugaesied Mal she modify o the "negative @Mperlences

approach o Pavbicipaenls pressuwred and forced in some
Cam@s, bo makz oup siltuaticns which they  fhave never in fact
G P L T .

Sertied wc comind b of T oor B olndividuals Lo bho Thacus CLintoal

Cienitiese wi bkl R povpasn oF a) holding e mecl bivg wi bl o ali the
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Canter*e steaff aond lexry about the ur ot dens they are facing,
©) give insbructionzs on how o oyoceaed o salve problens and

C) tevise the responsibilities  of the vaszcltomny  counselor,

analyvze Mizs work and proceea accordingly.
Taprove evisiting facilities at  the pilot center’s  =suw-vey
sectian, and Uthe area whers the patient is "prepared for

insertion” at the lbagque Clinmic.

Beek means to improve communication betweer the directors of

gach center and his staff.

Unify criteria for swaical procedures by preparing & manval
ta be available abt easch center, and hold regular mestings
witih Lhe medical director of the center o revise  the
docwnent, clear up doubts and define criteria. The meandald
should  be updated whenaver Lihvare airer changes and

madifications in any of the procedures.

Revise the policize  of bhe nmobile wsikbs ta include: al

limiting the rmumber of swrgeries to be performed duwring  one

davs: ) 1 fallow-up or supervision procedures for kthe
doctors who  oversee bhe recovery of  patients; o) wver i fy

thal ths sites selected  ta perforn sherilizabions el all

~

cablisbied regquisemnends ang o ver iy thet bthe acbitle  Leaw

Wizprarts anly wiar all pabients fave cracarad,

RECEIVEC FEB 13 1389

N



