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10.

SECTION A: (40 MARKS)

Answer ALL the questions in this section

The hospital management has decided to establish a quality assurance program.

a) Define Quality Assurance. (2marks)

b) State TWO objectives of Quality Assurance in healthcare (2marks)
During an audit, it was discovered that the patient's medical record lacked important
information. Identify FOUR reasons why quality assuranceys important in healthcare
Services. (4marks)
The hospital administration wants to evaluate service quality. Identify FOUR dimensions
of quality healthcare that should be asSessed in thissituation. (4marks)
The Health Records Committee of a referral hospitallIs keviewing its operations after
several incidents of missing patient files. State FOUR fungtiens of the’Health Records
Committee. (4marks)

A hospital administrator wants to evaluatewhether medical records are being managed
effectively. ListFOUR indicators that,can be used to evaluate Medical Records
Department procedures. (4marks)

A hospital audit found that severabpatient files lacked signatures, diagnosis entries, and
treatmentyrecords. Outline FOUR items that should be checked when evaluating the
content of medieal records. (4marks)
Patientsatia health“centre have reported dissatisfaction with the services received at the
reception area. Identify FOURfactors that contribute to customer satisfaction in
healthcare. (4marks)

A private hospital has invested heavily in staff training to improve customer service.
State FOUR benefits\of effective customer service to a healthcare organization. (4marks)
An angry patient approaches the records office, complaining about delays in retrieving
his medical file. Outline FOUR steps that should be followed when handling a difficult
customer. (4marks)

A Health Records Officer is conducting a patient satisfaction survey and needs to
communicate effectively with respondents. State FOUR effective listening skills that

should be demonstrated during communication. (4marks)
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SECTION B:

Answer any THREE questions from this section.

11. A county referral hospital has experienced increased patient complaints regarding long

waiting times, poor communication, and inadequate customer care. The hospital

management has formed a Quality Improvement Tea! investigate the problem and

recommend solutions.

service delivery.

b) Explain FIVE importance of quali

organizations.

a) Describe F s ial ti ing customer complaints effectively. (10 Marks)

b) Explain FIVE ali ith angry or difficult customers (10 Marks)

department and implement quality improvement measures.
a) Describe FIVE procedures used in ensuring quality assurance in health records. (10 Marks)

b) Analyze FIVE areas in which a Health Records Officer can evaluate medical records
procedures. (10 Marks)
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14. A hospital management team is planning to introduce a data-driven quality improvement
program. The team intends to use patient records, performance indicators, and patient
feedback to support decision-making.

a) Explain FIVE components of quality data management in healthcare (10 Marks)

b) Describe FIVE ways in which patient satisfaction and engagement contribute to quality

healthcare services. s (10 Marks)
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