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QUALITY OF SERVICES 

TRAINER’S GUIDE 
	

Objectives: 
After this lesson, the students:  

• Understand what quality of services mean 
• Know the criteria to have youth friendly services 
• Can evaluate whether services are youth friendly or not 

 
 

Lesson Outline (1 hour sample lesson plan)	
Use this outline as an example of a good and complete learning process which includes: new 
knowledge, skill building and changing attitudes. 

 

0.00 – 0.05 Introduction:  Introduce the topic, by making a link to existing knowledge and make it 
real – connect to real life.  

0.05 – 0.15 Warm up:  Get the energy going with an interactive exercise. This should create a 
good atmosphere and make sure everyone feels at ease. 

0.15 – 0.30 Information:  Share the information with the students. The information should be 
presented clearly without difficult terms. Make sure to keep it factual and 
present without judgment. 

0.30 – 0.40 Discuss:  Give students time to reflect on the information and form their own 
opinions. 

0.40 – 0.55 Practice:  Let students practice the skills they need to use the new information in 
their own lives.  

0.55 – 1.00 Take action:  Come up with a plan on what the students can do in their own time to use 
the new information. 

 

Introduction 
 
Start by introducing the topic. When you introduce new information it is important to link it to existing 
knowledge the students already have. This can be done by: 

• Referring to previous lessons when this topic builds on what was discussed in those lessons. 
For example the information on access to information.  

• Introducing the lesson by asking the opinion of the students. Why is the quality of services 
important for young people? 

• Using the videos that are on the platform. Share a story from one of the videos and ask the 
students to some reflective questions like: do you recognise this situation, can you relate to the 
person in the story? 

• Using the quote to start the lesson and ask the students what they feel it means and if they 
agree. 
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Quote:	“Fundamentally, the answers to our challenges in healthcare relies in engaging and 
empowering the individual.” - Elizabeth Holmes	

 

Warm-up 

 
Goal: Students think about quality services: 

 
• What does quality of services mean to you? 

	

Information 
 
Let the students read through the lesson content on their own, give them some time to form their own 
opinions and ask them if they have any questions. Share the information from the platform with the 
students.  

• If they have access to the platform you can ask them to read it on their own. 
• You can create a Power point presentation where you create slides with images and the most 

important information 
• You can present the information to the whole group. Use keywords for yourself and if possible 

also write the keywords on a board as reminders for the listeners. 
• You could make handouts with the key information. 

 

Make sure that you take enough time to present everything clearly and that you build in moments 
where the students can reflect on the information and ask questions. The information has already been 
written in paragraphs – after each paragraph you can ask a reflective question.  

You can use these questions to engage the group: 

• What do you think happens when youth get the quality of services they need? 
• Can you remember a situation where you needed good quality of services? 
• Where would you go for good quality services? 
• How would you judge if the quality is good? 

 

Having access to information is important, but the quality of information and services is equally so. 

Here are some guidelines to check the quality of services; 

• A safe environment: young people feel secure and safe to use services, free from corruption, 
stigma, exploitation or abuse. 

• Youth-friendly: services should take into account what young people want and need. This can 
only be so when young people are involved in the organization, implementation and evaluation 
of the services and have the chance to meaningfully participate. 

• Supportive: Young people are encouraged to manage their lives in a healthy way and are not 
judged by the health workers. 
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• Adequate information: Quality services should provide you with adequate information and 
answer your questions unconditionally. 

• Respect: Quality services should respect the rights of young people and their sexual diversity, 
without any judgement. 

• Confidentiality: This means that service providers keep the discussed issues between the 
provider and the adolescent. 

• Free or at a low cost 

Integrated SRHR services should provide; 

• Sexual and reproductive health counselling 
• Contraceptive counselling and provision (including emergency contraception) 
• Safe abortion services 
• HIV prevention, testing and counselling services 
• Sexually transmitted infection (STI) prevention, counselling. testing and treatment services 
• Antenatal and postnatal services 
• Sexual about gender-based violence counselling  
• Relationship and sexuality counselling 

Source IPPF 

 

SRHR and HIV services are very important for you to manage your sexual and reproductive health. 
These services focus on prevention, diagnosis and management of sexual and reproductive problems, 
both physical and mental. For example, if you go to a health clinic, you have the right to STI/HIV 
testing, counselling and treatment, in a confidential and non-judgemental manner.  

Some barriers which make access to quality services difficult are; 

• Limited knowledge of where to access information 
• Misconceptions 
• Fear, shame and stigma 
• Cultural beliefs in a community 
• Financial obstacles to travel to health centre 

 
Discuss 
 
Allow some time to reflect on the information and to form their own opinion. This is important because 
it helps the students to process the information by reflecting on how this information is related to their 
own situation. You can use the following activities: 

• You can facilitate a discussion by using the reflective questions. Or use the story as a starting 
point for a debate.   
- What are your quality standards for youth friendly services? 
- Can you recommend quality services to people in your community? 
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• Use the story as a starting point for the students to come up with their own story based on their 
realities. This can be in the form of a roleplay, comic, story etc. 
 
Watch this video-story online! https://www.youtube.com/watch?v=v4lDJKdV4KI  
 

• Use the quiz on the platform to reflect on integrated and quality services. Read out the different 
types of services and ask the group if they think it belongs to integrated services or to quality 
check. Make sure you provide the correct answer without judging those who gave a wrong 
answer. 

 

Quiz 
 
The students need to drop various words into two columns; Integrated services OR Quality check.  

Integrated services 
• Abortion services 
• Sexual abuse counselling 
• Contraceptive provision 
• STI testing 
• Sexuality counselling 

Quality check 
• Confidential 
• Respect 
• Supportive 
• Youth-friendly 
• Low cost 

 

Feedback: 

• Abortion services: Service provides the opportunity to terminate a pregnancy, either through a 
surgical or medical abortion. 

• Sexual and gender-based violence counselling: Service provides counselling or therapy to 
guide victims of SGBV to deal with their experiences or talk about their problems. 

• Contraceptive provision: Service provides free or low cost contraceptives. 
• STI testing: Service provides the possibility to have an STI testing. 
• Sexuality counselling: Service provides guidance, counselling or therapy for people who have 

questions or problems concerning their sexuality. 
• Confidential: Service providers keep the discussed issues between the provider and the 

adolescent for themselves and don’t share any of the information discussed. 
• Respect: Quality services should respect the rights of young people and their sexual diversity, 

without any judgement. 
• Supportive: Services encourage young people to manage their lives in a healthy way and are 

not judged by the health workers. 
• Youth-friendly: Services should take into account what young people want and need. This can 

only be so when young people are involved in the organization, implementation and evaluation 
of the services. Youth-friendly includes confidential, stigma-free, respectful, non-judgemental, 
affordable... 

• Low cost: Services should not cost a lot and still have a high quality. 
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Practice 
 
Use the outcomes from the discussion to ask the students come up with a plan on how to do 
something in their own community, peer group or family.  

Since such an activity requires skills, make sure you practice these first. Some of the skills you could 
practice for this lesson are: 
 

How to address youth:  

Addressing youth is important to get the right tone of voice to convince them of your message. 
Whether you are talking to your fellow peers, or to people younger than you are, it is always 
important to keep the tips below in mind. 

Practice on each other by having a normal conversation on a topic which is important to young 
people. How do you talk about it, what is the feeling you give to the person you are talking with, 
what is your tone of voice, how do you give confidence to youth, etc? Evaluate your technique 
by asking some feedback from others. 

What is important to know when working together with young people? Read the tips below to 
improve your skills! 

• Discuss with young people as equals. Respect and value their opinions, beliefs and ideas.  
• Explain to them that their ideas are important too.  
• Work in a location where youth feel comfortable and safe 
• Do some activities with youth to win their trust, for example sharing something personal 

about yourself 
• When a young person is not speaking, that doesn’t mean he/she has no opinion. Give them 

time to open up and feel comfortable. 
• Be open and non-judgemental 
• Do activities with youth to strengthen their confidence 
• Offer support if they ask for it 
• Take them serious 
• Make your work with youth interactive and fun 
• Don’t make assumptions about individuals 

 
	
	

Take action 

Wrap up todays lesson by asking what the students have learnt, liked, found difficult etc. 

Give an assignment to put the new knowledge and skills into action: 

• Make a list of items which are required for a high quality service. 
 


