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Lessons Learned on Quality Improvement of

Primary Care Units in Bangkok
Wanna Ngamprasert*

Jiraphat Sangsrijun**

ABSTRACT

Public Health Centers (PHCs) play a crucial role in providing health services for
People in Bangkok. Public Health Nursing Division under Department of Health, Bangkok
Metropolitan is the main responsible division for continuous quality improvement of the
primary care units. Objective: This study aims to analyze personnel experiences and
synthesize a modern PHC quality improvement model. A lesson-learned approach was
conducted from January to April 2026 using After-Action Review (AAR) and the PDCA
framework. Key Informants included five specialized staff: one supervisor, three practitioners,
and one observer who worked in the Public Health Nursing Division. Internal peer review
was done by two evaluators to ensure data validation. Results: The findings revealed that
knowledge, skills, and experiences in public health center quality improvement were
analyzed and synthesized into a novel model for public health center quality development.
The synthesized model highlighted supportive policy, allocated budgets, and executive
commitment as key strengths. Additional strengths were identified as team readiness,
mentorship structuring, and participatory observation. However, challenges included quality
sustainability risks due to leadership rotations, alongside high volumes of redundant,
unintegrated, and low-value documentation. Conclusion: Primary care units can leverage these

findings as a strategic frrmework to optimize healthcare service quality.
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Table 1: Analysis of Problems and Recommendations for Quality Development of Public

Health Centers

Problems

Recommendations

1. Ineffective policy communication
within and between each cluster of

- Improve communication system from policy to implementation.

- Minimize coordination errors, such as scheduling discrepancies,

Public Health Centers.

arising from miscommunication.

- It is recommended to provide a platform for exchanging knowledge,
best practices, and lessons learned, as well as to assign competent
and suitable personnel as the primary persons in charge.

- Use technology to communicate within each cluster of Public Health

Centers.

2. Limited budgets for procuring
equipment, such as computers,
printers, and printer ink, have resulted

in an inadequacy of working tools.

- Activities should be budgeted accordingly, ensuring sufficient

equipment procurement.
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Problems

Recommendations

3. Staff members: Burden, Quality of
life and Work-life balance.

- Fostering a continuous positive attitude, motivation, and
empowerment in quality management practices, such as providing
recognition and celebrating achievements.

- Embedding quality development as an intrinsic part of daily work—
rather than viewing it as an extra assignment—is essential to mitigate
the sense of an added burden and promote a sustainable culture of
quality.

- An annual physical and mental health check-up for personnel
should be conducted to assess health status and various risk factors,
alongside health promotion initiatives to foster well-being, such as

appropriate exercise, nutrition, and stress management.

4. Differences in understanding, skills
and experience concerning Health
Center Service Quality Assessment in
compliance with Public Health Center
Standards and Standard

Implementation.

- Coaching should be promoted as a competency development
strategy for practitioners, utilizing participatory observation techniques
during the readiness preparation and quality accreditation processes
of public health centers.

- A mentoring team system should be established for each group of
Public Health Centers.

- Tasks should be delegated efficiently within the responsible team to
ensure clear boundaries and eliminate overlap.

5. A lack of continuity in quality
management implementation and
knowledge retention resulting from
leadership or quality officer turnover.

- Promoting knowledge, understanding, and the application of quality
standards and concepts—such as 3P, PDCA, and CQl—in routine work
development, alongside the establishment of standardized work
handover systems and manuals (Handover Kit).

- A positive attitude, motivation, and continuous empowerment
should be fostered in quality management operations.

- It is necessary to make preparations and allocate responsibilities for
backup arrangements.

- Duties should be assigned to ensure cross-coverage among staff,
accompanied by a job rotation system to facilitate cross-functional
learning.

- A comprehensive onboarding program should be implemented for
new hires.

- Training sessions should be conducted annually, with content
tailored to the specific needs of the target audience.

6. Ineffective driving of service quality
development in Public Health
Centers.

The following process should be developed to drive value creation in
work performance, ensures sustainability, and aligns with future
contextual changes as follows:

- Preparation for Public Health Center prior to the Quality
Accreditation Assessment.

- Clarification of eligibility and update criteria for Primary Health
Centers for ensuring operational standards and continuous quality

improvement.
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Problems

Recommendations

- Work processes should be streamlined, and workflow systems or
procedures must be clearly organized.

- The cultivation of a quality and safety culture within Public Health
Centers should be promoted to secure sustainable impacts on service
recipients, the community, and the organization.

- The development of a centralized quality database (Single Database)
to enable staff to access information easily, facilitate data storage, and
efficiently study, analyze, and apply data.

7. The lack of a continuous
monitoring, controlling, and follow-up
cycle.

- It is recommended that the assessment results of all Public Health
Centers be monitored and summarized on a quarterly basis.

- A regular meeting should be organized to improve operational
performance and the presentation process prior to the preparation
phase.

- Data should be used to plan and prepare for future assessments in a
timely manner, thereby ensuring the continuous maintenance of the
quality certification status following accreditation.

- Qualitative evaluations such as After Action Review (AAR) or in-
process monitoring should be conducted.

8. Inadequate senior mentors and
consultations.

- The senior multidisciplinary team across all Public Health Center
groups, comprising the head of the Public Health Center group, senior
doctor, senior dentist, senior pharmacist, senior head nurse, and

senior social worker, should be appointed as mentors.

9. Inadequate support for the Quality
Development of Public Health Center
Services.

- There is redundancy in document
and data file preparation due to a
large volume of fragmented and non-
integrated data, leading to data errors.
- Common pitfalls in quality
development include a lack of
integration and data linkage between
outpatient and community health
teams, collecting data without utilizing
it, excessive workloads, and a lack of

teamwork.

- Participatory observation should be integrated into the quality
assessment and accreditation of Public Health Centers.

- There should be instruction and demonstration on classifying
feedback according to standards, analyzing, summarizing, and
prioritizing the feedback from highest to lowest frequency, as well as
utilizing the analytical results for planning (PDCA) and continuous
quality improvement (CQlI), alongside hands-on practice for staffs.

- The adoption of digital technology and data integration should be
promoted in the fosters data connectivity while reducing errors and
redundancies.

- The development of a centralized quality database (Single Database)
to store core quality data, compile knowledge repositories, document
templates, best practices, and frequently asked questions (FAQs).
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