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Foreword

Karnataka Health System Development and Reforms Project is a World Bank funded project with the main objective of increasing utilization of curative and public health services of adequate quality by providing better health care services to the poor and vulnerable people in the state, so that the deprived and the vulnerable groups can access quality health care.

The KHSDRP has included in the project design a component called Service Improvement Challenge Fund (SICF). In this, Public Private Partnership is a sub-component. Under this, funds are provided for Citizens Help Desk & a similar provision is also made under NRHM, to be provided for the participating Private Organizations/NGO.. 


To a large extent the basic public health infrastructure needed in the Urban and Semi-Urban areas has been created. Those related to quality and reliability aspect reveal large areas of concern. The qualitative deficit in health care on the disadvantaged group like the Urban poor. The Urban poor encounter problems like lack of awareness about the services provided, drugs and treatment provided free of cost, long waiting time to get treatment, poor grievance redressal system, lack of awareness about how to lodge a complaint etc. All these points to an urgent need to create Citizens Help Desk in District Hospitals for more transparency and accountability in service providers.

The operational guidelines for effective functioning of Citizens Help Desk have been clearly defined in this document. This document is to be adhered to by the service providers of Citizens Help Desk. This operational guideline will be of immense practical utility to Public Private Partnership implementers, supervisors and contract managers at all levels. 

Project Administrator & Ex-officio

Special Secretary to Govt.

Health & Family Welfare Department

Introduction:
The KHSDRP and the NRHM have been envisaged to launch various innovative schemes for the poor vulnerable groups and underserved areas of the state. The Project aims at increasing utilization of qualitative and measureable public health services.
Health care is one of the most crucial and essential service required by every citizen regardless of caste, creed, and status. Therefore the quality of hospital services is very important. Today there is a growing concern over the deteriorating quality of the health care provided by public hospitals. Apart from the government the private Missionary and charitable hospitals play a significant role in providing the health care services to the general public. In terms of cost, though government hospitals are the cheapest source of health care, timely, and quality treatment to the patient is not always insured. Therefore, the urban poor who are mostly dependent on these services are affected badly and often use private hospitals, even when they can ill-afford them.

The distress that the poor encounter when they visit a government hospital seems to be-

· Lack of awareness about the kind of services that are provided, especially those services, drugs and treatment that are provided free of cost & user fee where applicable.

· Lack of hygiene and cleanliness.
· Long waiting time to get attention of the doctor and get the treatment. 

· Demand for speed money by some un-scrupulous elements.
· Lack of awareness on how to complain and resist demands for bribes, and to how to assert rights for corruption free treatment.
To improve and enhance of efficiency of the service providing staff by counseling, confidence building and redressing their grievances. Establishment of Citizens Health Help Desk is one of the innovative schemes which will empower the public with information and provide guidance of health in Government Hospitals. These Citizens Help Desks will be outsourced to Private Health Agencies/ NGO’s/Trust.

A. Objectives of Citizens Help Desk are:

· To improve services at the Government hospitals by education of staff and public about facilities and services available; monitoring the quality of Health care. Ex: time taken by doctor to attend a patient, availability of free drugs etc.: timely feedback to the concerned authorities regarding staff and drug shortages etc.

· To enhance transparency and accountability in the delivery of services through the Help Desks which will give regular feedback and other support

· To empower the public with information from Help Desk and provide guidance through posters, leaflets and boards etc.

· Enhance the efficiency of the service provision by staff by a strategy of counseling, confidence building and motivation.

· Establish a link between service providers and users through regular feedback mechanism.
· Conduct of regular interaction camps in the areas inhabited by poor to build confidence amongst the poor to access services at Public hospitals.  
B. Area of Operation/ Function as specified in the Contract

C. Working Schedule 24/7: On all days of the year.
D. Structure and Functioning of Citizens Help Desk

The 24 hour Citizens Help Desk should have the following:

· Help Desk Manager/ Coordinator with good working knowledge of Kannada and English along with basic Computer skills.

· Four trained community volunteers - one each in three shifts to be available round the clock. One community volunteer will be available as leave replacement and will also be doing community outreach in areas inhabited by the poor.
The Help Desk will provide: 

1. The required information & guidance to the patient on the facilities, charges etc.

2. Collect feedback on the quality of services from patients (in-patients and out patients) and identify bottlenecks in effective delivery of services.

3. Register grievances with regard to health service through help line, e-mail, letters in drop box.
4. Redress grievances by referring them to the concerned officials and follow up.
5. Acts as channel of communication to the “Arogya Raksha Committee”.
E. An outline of the tasks to be carried out & Schedule for Completion of tasks:
1.  Setting up of Help Desk: A 24-hour help desk that caters to the various needs of 
              the patients. The employees will work in three shifts available round the clock.
2. Initiate wide publicity in the general public and provide required information and guidance to the patient on the facilities, charges etc.

3.  Collect feedback on the quality of services from patients by sample interview of inpatients and exit interviews.
4. Collect and compile grievances & suggestions through helpline, e-mail, letters in drop box and by conduct of sample interviews and exit interviews. 

5. Redress grievance received through follow up with concerned officials & by raising issues in the Arogya Raksha Samithis. 
6. Feedback collection and documentation.
Time lines:
1. To prepare a wide publicity and campaign in the general public – 1st & 2nd  

            week.
2. Sensitization and motivate the staff, training to be conducted – 1st  & 2nd week.
3. Setting up of 24X7 help desk with paid staff – 3rd  week onwards.
4. Collect feedback on the quality of services from patients – draw baseline in 1st &  

            2nd week and then monitor from 3rd week onwards.
5. Collect grievances & suggestions through helpline, e-mail, letters in drop box, sample interviews exit interviews etc. – 3rd  week onwards.

6. Feedback collection and documentation – 3rd week onwards.
7. Conduct periodical meetings with the hospital staff for addressing the issues – 3rd 

             week onwards (on weekly basis).
8. Monitoring and dissemination of information – 3rd week onwards.
9. Conduct monthly meetings with user community in residential areas where poor live and generate confidence amongst them towards the District Hospitals – 3rd week onwards on a monthly basis.
F. Furniture

The citizens Help Desk should procure & install furniture like:

a) Computer Desk/ Table with storage facilities.
b) Telephone/ Help Line.
c) Cupboard for storage.
d) Computer/ Desk top from DGS&D rate contract firm.
G. Responsibilities and Duties of Citizens Help Desk Staff

I. Organization (Service Provider): The office bearer should have knowledge of Health services and management of the hospitals. He should update his knowledge as and when required by consulting the authorities. (District Surgeon 

II. Job Descriptions of Citizens Help Desk Manager/ Coordinator

· Manage and supervise the Help Desk manned by the 3 Help Desk volunteers one in three shifts of 8 hrs. each and one leave reserve volunteer cum community outreach worker.
· Prepare and submit a daily feedback report from Help Desk to the, Arogya Raksha Samithi (ARS) and Hospital management.
· Each case that approaches the Help Desk will be documented and periodical reports should be submitted on progress made.
· Analyze feedback received through exit interviews, complaints/ suggestion letters/ e-mails/ telephone calls etc.

· Interact and try to resolve the problems/ grievances with hospital management regarding deficiencies in their establishment to provide good services to the public using RTI/ communication etc. and by escalating complaints to the appropriate authorities. 

· Allocation of shift duties and monitoring of the work of the Help Desk Managers and all related administrative functions

· Interact with the Arogya Raksha Samithis members and with other stake holders regularly. 

·  Support Help Desk Managers.
· To assist in documentation and preparation of reports.
III. Help Desk Volunteers: 

· Manning Help Desk: Assisting public to get information on how to access health services. They will have to be well acquainted with the hospital layout, facilities. Staff. Telephone numbers, rules, charges, list of free drugs, doctors and other staff and their duty roster.
· He/ She should facilitate access to services for both the staff and the public.
· Close liaison with the Coordinator for resolution of unsolved problems, for e.g. No stock of free drugs, staff absence, shortage of stationary, breakdown of equipment etc.
· Maintenance of log book on complaints and suggestion and exit interviews. 

· Updation of Data on computer about complaints and action taken.
· Daily feedback to the Manager/ Coordinator.
· Note patterns in consumption of free drugs and to ensure that stock outages are tracked and matter taken up with Arogya Raksha Samithi for either getting drugs from the KSDLWS or from ARS funds.
· Monitor all prescriptions advising purchase of medicine outside and keep track of these prescriptions.
H. Qualification and experience of the key persons:

· One Help Desk Manager – Preferably a post graduate with 3 years experience in 

            hospital management or similar experience or BBM or MBA graduate or Master 

            in Social Work with computer knowledge, proficiency both in Kannada & English 

             is a must .
· Help Desk Volunteer – Preferably a graduate with computer knowledge and 

            Typing skills. The candidate must have good communication skill in Kannada 

            and English.

All services rendered by the Citizens Health Help Desk will be given free of Cost to the public.
The staff of Citizens Health Help Desk service provider shall be humane and responsive to the public representatives, officers of the department and among themselves.
I. Responsibilities of the Department Staff:

a) District Surgeon/ Superintendant:

· Shall be responsible for supervising and monitoring of Citizens Help Desk activities
· Shall be responsible for supplying IEC material and other support to the service providers and staff of the Citizens Help Desk to carry out effective services in the area
· Shall be responsible to take appropriate actions based on the feedback.
· Shall be free to call any person from the service provider for any periodic meetings
· Shall collect the monthly report.
· Shall organize weekly meetings of staff and doctors and present the analyzed report of the Citizen Help Desk. 
J. Monitoring & Evaluation: Task: Programme Officer in KHSDRP: DD(PPP)
· The Citizen Help Desk shall be monitored by the concerned District Surgeon and other Departmental Officers periodically.
·  The outcome indicators will be analyzed after every quarter and performance evaluated by the Deputy Director PPP of KHSDRP/Directorate.
K. Expected Output Parameters:
1. Increasing utilization :  Existence of the help desk will improve the service of utilization.

2.  Decreased Health Care Cost:  Over the time people visiting the Private Health Care providers will make use of the Govt. Health Care facilities and spend less on health care.
3.  Reduced waiting time.

4.  Improved Patient understanding and Cooperation. 

5.  Rooting out speed money.

6.  User satisfaction.
7. Enlisting the grievances and solution to the problems.

8. Daily report by the coordinator to the District Surgeon.

L. Expected Outcome indicators:

a. Improved Access of health care – Interventions such as periodic meetings with the staff of the hospitals, constant presence of the help desk, feedback mechanism and monitoring are expected to improve the quality of health care service and result in prompt attention to the patient. This can be measured by the increase in patients (both OPD and in patients).

b. Improved service delivery measured by the increase in the number of users and decrease in the complaints received.
M.  Reporting requirement:

· Weekly report should be submitted to District Surgeon.
· Monthly Progress Report should be submitted to the DHO, DC, CEO, DD (PPP).

N. Method of Selection: 
· The contract will be fixed budget contract. Therefore, selection will be based on  
            Technical Parameters.
O. Review Committee at State Level:

a. Commissioner, H&FWS


- 
Chair Person
b. Mission Director



-
Member
c. Director, H&FWS



-
Member
d. Chief Administrative Officer, 

-
Member

Health & Family Welfare


e. Chief Administrative Officer, KHSDRP
-
Member

f. Deputy Project Administrator, KHSDRP
-
Member
g. Joint Director (Medical), DoH&FWS

-
Member

h. One Representative of District Hospital
-
Member

/District Surgeon Bangalore/ Medical 

Superintendent Jayanagar General 
Hospital Bangalore        

i. Deputy Director (Medical), DoH&FWS
-
Member


j. Deputy Director, PPP, KHSDRP/NRHM
-
Member Secretary
P. Review Committee at District Level:
District Health Society will review the monthly performance of the Citizens Help Desk. 

Q. Monitoring Software: The consultant will have to prepare a monitoring sheet on 

      Excel spread sheet for each and every intervention/activity done by the help desk. 

      In due course of time, the KHSDRP or NRHM will supply and monitoring software, 

      which will have to be implemented by the consultant.
Agreement Contract for Citizens Help Desk

CONTRACT
THIS CONTRACT for the Management of “Citizens Help Desk” is entered into this _____ day, by and between  The Project Administrator, Karnataka Health System Development  & Reform Project,1st Floor, PHI Building, Sheshadri Road, Bangalore – 560 001. (herein after called the “Client”) having its principal place of  business at The Project Administrator, Karnataka Health System Development  & Reform Project,1st Floor, PHI Building, Seshadri Road, Bangalore – 560 001, and (Insert Consultant’s name) having its principal office located at (Insert Consultant’s address)

WHEREAS, the Client wishes to have the Consultant perform the services hereinafter referred to, and

WHEREAS, the Consultant is willing to perform these services,

NOW THEREFORE THE PARTIES hereby agree as follows:
	1.
Services
	(i)
The Consultant shall perform the services specified in Operational Guidelines for Citizens Help Desk which is made an integral part of this Contract (“the Services”).
(ii)
The Consultant shall provide the personnel listed in Operational Guidelines for Citizens Help Desk to perform the Services.

(iii)
The Consultant shall submit to the Client the reports in the form and within the time periods specified in Annex C, 

	2.
Term
	The Consultant shall perform the Services during the period commencing [insert starting date] and continuing through [insert completion date], or any other period as may be subsequently agreed by the parties in writing.

	3.
Payment
	A.
The costing of the service to be provided inclusive of profits any payable taxes. This amount has been established based on the understanding that it includes all of the Consultant's costs and profits as well as any tax obligation that may be imposed on the Consultant.
B.
Schedule of Payments

The schedule of payments is specified below:
            Rs. 75,000/- one time investment after acceptance of letter of  

            Award. Monthly payment of Rs. 58,300/- every month. 

Payment Conditions

Payment shall be made in Indian Rupees, no later than 30 days following submission by the Consultant of invoices in duplicate to the Coordinator designated in paragraph 4.

	4.
Project Administration
	A.
Coordinator.

The Client designates DD (PPP) KHSDRP/NRHM as Client's Coordinator; the Coordinator will be responsible for the coordination of activities under this Contract, for acceptance and approval of the reports and of other deliverables by the Client and for receiving and approving invoices for the payment.

B.
Reports.  


The reports listed in Annex C, “Consultant's Reporting Obligations,” shall be submitted in the course of the assignment, and will constitute the basis for the payments to be made under paragraph 3.

	5.
Performance Standards
	The Consultant undertakes to perform the Services with the highest standards of professional and ethical competence and integrity.  The Consultant shall promptly replace any employees assigned under this Contract that the Client considers unsatisfactory.

	6.
Confidentiality
	The Consultants shall not, during the term of this Contract and within two years after its expiration, disclose any proprietary or confidential information relating to the Services, this Contract or the Client's business or operations without the prior written consent of the Client.

	7.
Ownership of Material
	Any studies reports or other material, graphic, software or otherwise, prepared by the Consultant for the Client under the Contract shall belong to and remain the property of the Client.  The Consultant may retain a copy of such documents and software.

	8.
Consultant Not to be Engaged in Certain Activities
	The Consultant agrees that, during the term of this Contract and after its termination, the Consultant and any entity affiliated with the Consultant, shall be disqualified from providing goods, works or services (other than the Services and any continuation thereof) for any project resulting from or closely related to the Services.

	9.
Insurance
	The Consultant will be responsible for taking out any appropriate insurance coverage.

	10.
Assignment
	The Consultant shall not assign this Contract or sub-contract any portion of it without the Client's prior written consent.

	11.
Law Governing Contract and Language
	The Contract shall be governed by the laws of  Union of India, and the language of the Contract shall be English.

	12.
Dispute Resolution
	Any dispute arising out of the Contract, which cannot be amicably settled between the parties, shall be referred to adjudication/arbitration in accordance with Arbitration and Conciliation Act 1996.



FOR THE CLIENT



FOR THE CONSULTANT


Signed by ___________________
Signed by ____________________


Title: ______________________
Title: ________________________

List of Annexure:

Annex A: TOR and scope of services.
Annex B: Consultants personnel.

Annex C: Consultants reporting obligations (Schedule I & II)

Annex D: Monthly and Annual Cost for Citizens Help Desk
Annexure A

Terms of Reference 

for 

ESTABLISHMENT OF CITIZENS HELP DESK IN SELECTED HOSPITALS IN KARNATAKA
The main objective of the World Bank assisted Karnataka Health System Development and Reform Project is to increase utilization of essential Health Services, particularly in underserved areas and among vulnerable groups so as to accelerate achievement of the health related Millennium Development Goals.

1. Background:

To a large extent the basic public health infrastructure needed in the urban and semi-urban areas has been created, still those related to quality and reliability aspect reveals large areas of concern. The qualitative deficit in health care is on the disadvantage group like the urban poor. The urban poor encounter the problems like lack of awareness about the services provided, drugs and treatment provided free of cost. Long waiting time to get treatment, poor grievance redress system. Lack of awareness about how to lodge complaints etc. All these points to an urgent need to create Health Information Help Desk in public hospital for more transparency and accountability in service provider.  

2. Objectives:

2.1   To empower the public with information about services available in the hospital.

2.2   Enhance the efficiency of the service providing staff, by counseling, confidence   
        building and redressing their grievances.

2.3   Establish a link between service providers and users.

2.4   Guide the users of the health facilities available in Government.

2.5   Be the nodal point to receive grievances/suggestions and communicate it to the  

        health staff or  his higher ups for redressal.
3. An outline of the tasks to be carried out & Schedule for Completion of tasks: 

    Details are available in operational guidelines.
4. Data, services and facilities to be provided by the Client:

    Details are available in operational guidelines.

5. Final Output to be furnished by the consultant:

    Details are available in operational guidelines.

6. Method of Selection: 

6.1   The contract will be fixed budget contract. Therefore, selection will be based only on   

        Technical Parameters
7. Deliverables: 

7.1 24X7 functional Help Desk.

7.2 Daily report of complaints and complaint redress.

7.3 Weekly report of complaints received and action taken by concerned officer/staff of 

      hospital.

7.4 Weekly analyzed report of exit interviews.

7.5 Report on community meetings in slums and poor areas (weekly report).
8. Review Committee:  Details are available in operational guidelines.
9. Qualification and experience of the key person:    

     Details are available in operational guidelines.
10. Period of Contract: 1 year initially. To be extended up to next two years (year by   

       year) based on performance of the immediate past year. On extension the budget 

       will be enhanced by 10% on all items of monthly expenses.

11. Fee Structure: Fixed Budget based: Rs. 75000/- nonrecurring initially and Rs. 

      53,000/- recurring per month (as per expenditure) including institutional overhead annual   

      budget is limited to Rs. 8,00,000/- .

12. Monitoring software: The consultant will have to prepare a monitoring sheet on 

      Excel spread sheet for each and every intervention/activity done by the help desk. 

      In due course of time, the KHSDRP or NRHM will supply and monitoring software, 

      which will have to be implemented by the consultant. 

Annexure B:

Consultants Personnel
	Designation
	Job Description
	Minimum Qualification

	1.Citizens Help Desk Project  Coordinator/ Manager
	Over all responsible for managing and supervising the Help Desk manned by the four Help Desk volunteers in shifts of 8hrs each and carry out the activities as given in Operational Guidelines. 
	MA/ MSC/ MBA/ MSW/BBM with Computer skills and good knowledge of Kannada and English.

	2. Community Volunteers (4 nos.)
	Acts as a liaison person between community and Hospital Administration and carry out activities as given in the Operational Guidelines.
	Graduate with Computer skills and good knowledge of Kannada and English.


Annexure-C
Schedule I

Karnataka Health Systems Development & Reform Project/NRHM
Citizens Help Desk Daily/Weekly Reporting Format

	Sl. No.
	Date & Time
	Details of Complaint
	Referred for action to
	Action actually taken
	Remarks

	
	
	
	
	
	

	
	
	
	
	
	


Signature of the Authority

Schedule I-A
Abstract by type of complaints

	Sl No.
	Nature of complaints
	Reviewed during the day 
	Sorted out during the day
	Cumulative received upto the day
	Cumulative sorted out upto the day
	Balance Pending

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Schedule II

Karnataka Health Systems Development & Reform Project/NRHM
Citizens Help Desk Monthly Reporting Format

	Sl. No.
	Date
	Nature of Complaint
	No. of Complaints Received
	No. of Complaints Redressed
	Complaints still to be redressed

	
	
	
	
	
	


Note: The reporting format will be revised as the project gets implemented and revised and new reporting formats may be introduced. As and when there are prescribed by the State/District the Help Desk Provider will have to be implement them.

Annexure D

COST FOR ONE YEAR FOR DISTRICT HOSPITALS 
	Sl No.
	Activity/Item
	Budget


	1.
	Hiring of Help Desk Manager @ Rs. 15000X12 months

	Rs. 1,80,000.00

	2.
	Hiring of three Help Desk Operators @ Rs. 8000X12 months X4 operators

	Rs. 3,84,000.00

	3.
	Telephone, internet connection, monthly charge @ Rs. 2000X12 months 

	Rs. 24,000.00

	4.
	Stationary @ Rs. 2000X12 months

	Rs. 24,000.00

	5.
	Miscellaneous expenses@ Rs.2000X12 months

	Rs. 24,000.00

	6. 
	Infrastructure of the Help Desk, table with storage facility

	Rs. 5,000.00

	7.
	Cupboard for storage

	Rs. 5,000.00

	8.
	Computer plus operating system and MS Offices software, antivirus software 

	Rs. 65,000.00

	
	Total

	Rs. 7,11,000.00

	
	Institutional overhead (@ 10%)
	Rs. 71,100.00


	
	Grand Total

	Rs. 7,82,100.00


Monthly Costing 

	Sl. No.
	Particulars
	Non-recurring cost (one time payment initially) 
	Recurring cost per month

	1
	Infrastructure of the Help Desk, table with storage facility
	Rs. 5,000.00
	

	2
	Cupboard for storage
	Rs. 5,000.00
	

	3
	Computer (1) inclusive of UPS, MS office package
	Rs. 65,000.00
	

	4
	Hiring of Help Desk Manager @ Rs. 15000
	
	Rs. 15,000.00

	5
	Hiring of Help Desk Volunteers @ Rs. 8000X4
	
	Rs. 32,000.00

	6.
	Telephone, internet connection, monthly charge 
	
	Rs. 2,000.00

	7.
	Stationary 
	
	Rs. 2,000.00

	8.
	Miscellaneous expenses including conducting interaction camps in poor areas
	
	Rs.2,000.00

	
	Total
	Rs. 75,000.00
	Rs. 53,000.00

	9.
	Institutional Overhead
	Rs. 7,500.00
	Rs. 5,300.00


