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QUALITY MANAGEMENT AT HEALTH 

CENTRE BIJELJINA 
 

Abstract: Numerous world’s studies have confirmed over and 

over again that the health care institutions are not the safest 

environment for the patients, and that 1 out of every 10 

patients is a victim of a certain mistake within the health care 

system, which places the issue of the patients’ safety high on 

the list of priorities in all health care systems. An integrated 

quality management system has been implemented and put in 

force at Health Centre Bijeljin (ISO 9001, 14001, 15189, 

accreditation and certification standards). Experiences 

gained through process work aimed at quality improvement at 

Health Centre Bijeljina have been positive so far. There has 

been a significant improvement of the work organization 

which is shown by reduced waiting time for a medical review, 

and rising degree of users’ satisfaction 
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1. INTRODUCTION  
 

In the last decades of the past century and 

the first decade of this one, application of the 

advanced health care technologies has created 

an increase in the patients’ expectations and 

greater demand for health care services. Except 

for anticipated increased expenses, an increased 

number of health services represents a 

challenge for the safety of patients and staff 

during the process of rendering health care 

services. Numerous world’s studies have 

confirmed over and over again that the health 

care institutions are not the safest environment 

for the patients, and that 1 out of every 10 

patients is a victim of a certain mistake within 

the health care system, which places the issue 

of the patients’ safety high on the list of 

priorities in all health care systems. 

Also, numerous studies have shown that 

the rate of occupational injuries and illnesses in 

health care employees is one of the highest in 

comparison with all the other social and 

industrial services.  

Due to mentioned reasons, developed 

countries have been paying a significant 

attention to safety of patients and employees 

taking part in the processes of rendering health 

care services for years.  

Following the model of the developed 

European countries, Republic of Srpska (RS) 

has recognized the significance of the safety of 

patients and staff in the process of rendering 

health care services.  

The RS Ministry of Health and Social 

Welfare has put special effort in order to have 

appropriate attention paid to health system 

safety, as well as to adopt corresponding law 

regulations that will strengthen the structure 

and processes of establishing and improving the 

safety system, and, at the same time, give a 

contribution to a better health care quality. 

 

 

2. IMPROVEMENT OF HEALTH 

CARE QUALITY AT BIJELJINA PHC 

BY ITS ACCREDITATION AND 

CERTIFICATION   
 

An integrated quality management system 

(ISO 9001, 14001, 15189, accreditation and 

certification standards) has been implemented 

and put in force at Health Centre Bijeljina. The 

certificate Health Centre Bijeljina got in 

September 2010 from the Lloyd's Register 

Quality Assurance has confirmed that the 

quality management system is in accordance 

with ISO 9001:2008 in the field of rendering 

primary health care services.  

In April 2014, Health Centre Bijeljina 

received a certification according to ISO 

14001:2004 standard (environment protection 

management system), making it the first health 

care institution to possess the above mentioned 

certificate in Bosnia and Herzegovina (BH).  
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A cumpulsory certification of Health 

Centre Bijeljina has arisen directly form the 

Law on Health, and treats the safety issue when 

rendering health care services. In December 

2012, Health Centre Bijeljina received a 

certificate from the RS Ministry of Health and 

Social Welfare, which, at that time, made it to 

be the first certified health care institution in 

RS that completely met the certification 

standards.    

In 2011, Health Centre Bijeljina completed 

process of accrediting the Mental Health 

Protection Centre at the Agency for 

Certification, Accreditation and Health Care 

Improvement of RS, and in March 2012 

accreditation of the Centre for Community 

Physical Rehabilitation at the same agency, and 

by doing so it met accreditation standards and 

had both the centers registered at the Agency as 

accredited centers. The accreditation process is 

not a compulsory, and it confirms the quality in 

rendering health care services.  

In September 2014 the Department of 

Laboratory Diagnostics was accredited in 

accordance with the ISO 15189:2007 

international standards for medicinal 

laboratory. The accreditation procedure was 

conducted by The BH Accreditation Institute.    

Having the certification of the institution 

performed according to certification standards 

and the accreditation of 33 FM teams 

completed, quality of the provided health care 

services has been upgraded. 

From 2010 until 2014, 33 FM teams at 

Health Centre Bijeljina were accredited. This 

accreditation has helped to improve the quality 

of rendered health services, and the standards 

themselves are measurable and achievable. 

 

 

3. APPLICATION OF 

CERTIFICATION STANDARDS AT 

HEALTH CENTRE BIJELJINA  
 

 The RS Law on Health Care, adopted at 

the end of 2009, regulates an obligation of 

health care institutions to implement the 

certification process. Health Centre Bijeljina, 

immediately after the law was adopted, started 

with preparations, and upon publishing the 

Certification Guidelines for Health Centre 

Bijeljina commenced performing certification.  

The aim of establishing certification was 

to contribute to a complete and comprehensive 

fulfillment of the main safety conditions in 

rendering health care services by a regular, 

systematic and compulsory external evaluation 

of the health care service.  

Apart from the patients and employees’ 

safety, the aims of certification procedure are: 

 documenting all work processes in a form 

of work procedures, records, etc. , 

 precise defining of employees’ 

responsibilities, 

 team work and good communication 

among the employees, 

 continuous education of the employees,  

 proceeding in accordance with ethic 

codex,  

 environment protection, 

 gaining users’ trust, and  

 constant work process improvement.  

In December 2012, the institution became 

the first certified health care institution in RS.  

Having in mind that the certification 

standards, unlike the accreditation ones, didn’t 

deal with constant quality improvement but 

represented the minimal safety conditions that 

needed to be met, we didn’t expect a significant 

progress after completing this process, however 

it did happen.  

The current laws and subordinate 

regulations, on the state and entity level, that 

treat the issue of health care, occupational 

safety, medicines and medicinal devices, 

medical documentation, protection of personal 

data, as well as the requests of professional 

chambers (licensing health care workers) have 

been incorporated into the certification 

standards.   

Precisely because of the fact that the 

certification standards incorporate such a wide 

range of requests that, in any case, must be met, 

we have actually simplified the quality 

management processes at our institution, both 

for the medical and non-medical processes. 

 

 

4. APPLICATION OF 

ACCREDITATION STANDARDS AT 

HEALTH CENTRE BIJELJINA 
  

Accreditation standards recognize an 

organizational unit as a separate whole, and 

have an aim to identify good practice in 

rendering health care services on the primary 

level.  

The accreditation provides continuous 

health care quality improvement on the 

organizational unit level, and the mechanism 
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for this is a yearly supervision over the 

accredited organizational units by ASKVA. We 

have recognized this process as an incentive for 

education and constant skill building of our 

employees, which, on the other hand, provides 

us with better service quality, higher degree of 

users’ satisfaction, and therefore a greater 

competitivity on the health care service 

rendering market that is increasingly serious. 

Having this in mind, we have accredited 60% 

of our FM teams and are still continuously 

preparing the new ones for accrediting. The 

positive experiences of accrediting the FM 

teams have encouraged us to accredit our 

Mental Health Protection Center and the Center 

for Community Physical Rehabilitation (the 

organizational units for which the standards 

have so far been published).  

For the last two years, Health Centre 

Bijeljina has performed the following 

accreditation of 33 FM teams at the Agency for 

Accreditation and Health Care Quality 

Improvement of RS: 

 16 FM teams in 2010, with reaccreditation 

in 2013,  

 13 FM teams in 2011, with reaccreditation 

in the second half of 2014, and  

 4 FM teams in 2013 for the period of three 

years.  

The exact indicators we regularly monitor, 

e.g. users’ satisfaction, show us to be on the 

right track.  

The users’ satisfaction at Health Centre 

Bijeljina has been monitored by 18 defined 

criteria, periodically with a questionnaire on the 

basis of which we determine degree of users’ 

satisfaction. The results of monitoring users’ 

satisfaction show us that work on constant 

quality improvement causes a growth of users’ 

satisfaction, as well as its greater degree in 

accredited FM teams compared to unaccredited 

FM teams.  

So far experiences gained through process 

work aimed at quality improvement at Health 

Centre Bijeljina have been positive. There has 

been a significant improvement of the work 

organization which is shown by reduced 

waiting time for a medical review, and 

increasing degree of users’ satisfaction. In other 

words, the overall effort of the managing team 

and the employees at Health Centre Bijeljina 

has been recognized by all the interested 

parties, so that today Health Centre Bijeljina is 

regarded as one of the best organized health 

care institutions in the region.   

The results and experience have shown 

that the institution should stay on the track of 

continuous quality improvement through 

certification and accreditation of the 

organizational units. 

 

 

5. CONCLUSION 
 

 One of the basic patient’s rights is a right 

to quality and safe care, to a treatment using 

modern achievements of the medicinal science 

and the evidence-based principles. This right 

has been established in health policies of all the 

countries in the region. By exercising this right, 

specific tasks are imposed to all those 

managing health care institutions and services 

within.  

Experiences gained through process work 

aimed at quality improvement at Health Centre 

Bijeljina have been positive so far.  

There has been a significant improvement 

of the work organization which is shown by 

reduced waiting time for a medical review, and 

rising degree of users’ satisfaction. In other 

words, the overall effort of the employees at 

Health Centre Bijeljina has been recognized by 

all the interested parties, so that today Health 

Centre Bijeljina is regarded as one of the best 

organized health care institutions in the region.  

The results and experience have shown 

that the institution should stay on the track of 

continuous quality improvement through 

certification and accreditation of the 

organizational units.   

Health care quality is a result of a vast 

number of planned, thoroughly implemented 

and coordinated activities in which the health 

care employees take their parts.   

In November 2014, Health Centre 

Bijeljina received a reward for business 

excellence from the Foundation for Quality 

Culture and Excellence, i.e. Quality Oscar, as 

the absolute winner among the organizations 

outside Republic of Serbia.  

The results and experience have shown 

that the institution should stay on the track of 

continuous quality improvement through 

certification and accreditation of the 

organizational units. 
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