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The webinar will allow participants to:

• Learn about the global shift towards quality health services in the context of 

universal health coverage;

• Learn about the WHO Twinning Partnership for Improvement model and 

how this approach creates a culture of quality

• Orient participants to the learning mechanisms put in place by the WHO 

Global learning laboratory and learning for quality 

2

Learning Objectives 
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Setting the scene for quality



Goes back a long way…

• Hippocrates writes,                            

"I will never do harm to 

anyone" 

• Later translated (& changed) 

"Primum non nocere"

"First do no harm" 
Fourth Century B.C

Source: Understanding patient safety by Robert Wachter. 2008
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Strengthen the means of implementation 

and revitalize the global partnership for 

sustainable development 

Ensure healthy lives and promote well-

being for all at all ages

Universal Health Coverage (UHC) means that all people and communities can 

use the promotive, preventative, curative, rehabilitative and palliative health 

services that they need, of sufficient quality to be effective, while also ensuring 

that the use of these services does not expose the user to financial hardship. 



2018 - Affirming quality as 
central to UHC



Strong & clear – united voice for quality! 
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Quality health services? Health 
care that is… 

- Improving quality implies change.

- Quality is multi-dimensional.

- Quality is the product of individuals working with the right attitude in the right system.



Deaths due to poor quality 

• 8.6 million deaths per year (UI 

8.5-8.8) in 137 LMICs are due to 

inadequate access to quality care. 

• Of these, 3.6 million (UI 3.5-3.7) 

are people who did not access the 

health system. 

• Whereas, 5.0 million (UI 4.9-5.2) 

are people who sought care but 

received poor quality care. 
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1. Health care workers that are motivated & 
supported to provide quality care;

2. Accessible & well equipped health care facilities; 

3. Medicines, devices & technologies that are safe 
in design & use;

4. Information systems that continuously monitor 
and drive better care; 

5. Financing mechanisms that enable & encourage 
quality care.

Building quality into the 

foundations of health systems



Quality Interventions 



The Lancet Global Health 
Commission

“Competency [in regards to education of 

health professionals] should be defined by 

the gaps and needs of each individual 

country and include domains beyond the 

technical skills of providers. Ethical, 

respectful, and compassionate care, and 

the fundamentals of systems thinking and 

quality improvement should be additional 

core competencies.” 



Delivering quality health services

“Indeed, the common thread of success 

stories detailed later in this document is 

putting the patient’s needs and values front 

and centre. This means caring with 

compassion and respect.”



Sept 5, The Lancet - how could health care be anything other than high quality?

Quality is not a given. It takes vision, 
planning, investment, 

compassion, 
meticulous execution, and rigorous 
monitoring, from the national level 

to the smallest, remotest clinic.
-

Dr Tedros Adhanom Ghebreyesus
WHO Director-General



2016 World Health Assembly Resolution 
–focus on people 



Quality Improvement?

Access: https://www.who.int/servicedeliverysafety/compendium-tools-resources/en/

https://www.who.int/servicedeliverysafety/compendium-tools-resources/en/
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Creating a culture of quality



Creating a culture of quality
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WHO Twinning Partnerships for 
Improvement 

Working in partnerships
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The approach at a glance

Twinning Partnerships for Improvement
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The Evolution of TPI 
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Twinning Partnerships for 
Improvement 
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TPI Objectives

Foster strong 

bidirectional 

partnerships 

between health 

institutions
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TPI Objectives

Brings changes to 

improve 

healthcare 

services 
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TPI Objectives

Allows 

knowledge and 

learning to flow



26

The power of spread – learning 
from Liberia 
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TPI 6-Step Model
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Step 1: Partnership Development
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Step 2: Needs Assessment 

Drive change through 

structured (but adaptive) 

situational analysis to identify 

deficits and assets.
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Step 3: Gap Analysis

• Drills down to key 

constraints for 

improvement.  

• Applies standardized 

approach on specific 

technical areas. 

• Helps prioritization 

within a set of priorities. 
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Step 4: Action Planning 

• Collective and 

systematic planning for 

maximal impact.

• Parameters of success 

defined jointly within the 

partnership.   

• Co-development is key 
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Step 5: Action

• Partnership Activities
• Reciprocal partnership visits 

• Partnership calls

• Cross-partnership technical exchange 

• National spread activities  

• Partnership Outputs – Examples 
• Systematic training/capacity building

• Hand hygiene improvement 

• Waste management improvement

• Enhanced preparedness for outbreaks

• Culture of improvement strengthened 

• Catalyze structural changes

• Community engagement for local 

momentum

• Influence national policy through 

experience 

• Leadership development 

• Bidirectional benefits!
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Step 6: Evaluation and Review

• Takes stock at the end of a 

partnership cycle.

• Partnership strength, 

improvement and spread 

considered.

• Next partnership cycle can build 

on previous.

• Builds knowledge for wider 

global application.



Shared Vision and joint planning

• Coordination and mutual agreement on 

plans and objectives

• Co-development

• Mutually agree on performance measures

Ownership

• Ownership from each arm of the 

partnership

• Emphasize roles, responsibilities, 

commitments from all stakeholders

• Plan with all levels of the health system

Good relationships

• Built on trust, non-judgement and 

commitment

• Harness the passion

• Respecting and understanding local 

cultures and customs

Good communication

• Effective communication to facilitate 

decision making

• Agree and secure channels for decision-

making

• Clearly identify focal points and roles of 

each team member

Ways of working

• Nurturing individuals to be self-

motivated

• Building transparency, flexibility, 

adaptability

• Celebrate what has gone well and modify 

what has not
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Basic principles of TPI
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Learning for improvements 
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Learning

“We learn from each other. Real 

learning gets to the heart of  what it 

means to be human. Through 

learning we re-create ourselves.” 

-The Fifth Discipline – The Art an Practice 

of  The Learning Organization 



 Learning is the acquisition of knowledge or 

skills through study, experience, or being 

taught. 

 Focus on messiness and “stories”  behind  

improving health care quality 

 Look beyond the numbers – learning from 

implementation. 

 Focus on simplicity and clarity 

 Share, challenge & spark 

 Learning laboratory is a term used to refer 

to virtual platforms or mechanisms that 

generate and share information and 

resources on a particular topic area across 

users in different locations.
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Learning 

What 
happened?
Understanding  
the root causes 
and 
continuous 
redesign 

Why  the 
decline? 
Understanding 
individual, 
cultural, 
political, 
institutional 
and societal 
factors 

How can this be 
sustainably scaled? 

What? 
Who? 
How? 
When  



 Dedicated governance, infrastructure and 

support architecture to facilitate learning 

 Appropriate tools and resources to 

document stories for learning  e.g. learning 

journals, bulletins, newsletters, training and 

capacity building   

 Skills and knowledge of all health workers 

to monitor, document  and learn from 

improvements beyond numbers.  

 Involvement and engagement of 

teams/stakeholders in the process and 

documentation

 Collaborative learning 

 Intrinsic  and extrinsic motivation towards 

learning 

 Periodic reviews of  improvement through 

learning sessions/exchange and active 

feedback for improvement 

 Understand the system (political, 

institutional, cultural, societal, and 

environmental).

 Transparency in performance and stories.

 Learning is everyone’s responsibility 
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Factors to facilitate learning 
culture 
Informed by 8-country NQPS cohort experience 



National learning system for QoC

Adapted from QED Network Learning Meeting 

Horizontal learning
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To learn more: http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index7.html

WHO Global Learning Laboratory for 
Quality UHC 

To create a safe space to share knowledge, experiences & ideas; 

challenge those ideas & approaches; and spark innovation for quality 

UHC.


Share

Members share 

experiences, knowledge 

and ideas from the country 

level - lessons learned are 

disseminated across the 

globe. 

Challenge
Members challenge 

experiences, knowledge and 

ideas – driving new and 

different ideas and 

understanding.

Spark
Members generate innovative ideas to support a collaborative 

task, activity or programme to be further developed in-country.

http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index7.html
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National Quality 
Policy & Strategy

Technical Areas & 
QUHC

Compassion



Compassion and “What matters to 

you?”: the experience of Scotland

Implementing a national quality 

policy & strategy through a phased 

approach in Mexico

Utilizing maternal & child health as a 

pathfinder for national quality policy 

in Malawi

Integrating health care quality and 

health security in Tanzania

To learn more: http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index7.html

WHO Global Learning Laboratory 4 Quality UHC
Examples of Knowledge Generation 

http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index7.html
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Questions & Answers
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.

Global Learning Laboratory for Quality UHC: To register and learn more: 

http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index3.html

http://www.who.int/servicedeliverysafety/areas/qhc/gll/en/index3.html

