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Overview =

AR LA
—— md largest private tertiary care hospital with 7 Star healing environments
Part of VPS Healthcare
JCI accredited hospital
206 beds
14 1CU beds, including 7 CCU beds
5 Labor and Delivery Suites /12 Neonatal beds
10 OT
42 Day care Beds
13 for Dialysis
3 for Endoscopy
12 for IVF
21 for General Day Care
13 Emergency Beds
Accreditations and Licenses/ Milestones

JCI Accreditation in 2013

CAP Accredited Laboratory

Alliance with Universitaire Zeikenhuis Brussels
Licenses —~HAAD for health



Process mapping of Dermatology
Inic :

Patient books appointment through Call center, Concierge,
reception and online request.

l

Patient visit the clinic with insurance card and Emirates ID

l

Registered at the front desk

l

Nurses informed about the arrival through written sheet and

also through SAP

Patient taken in for vitals

!

Waiting

or vitals

Called for consultation
or vitals
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To reduce the waiting time in dermatology clinic in burjeel
hospital and increase the patient satisfaction



~_Research Questions:

Do the patients experience long waiting time at Dermatology
Clinic in Burjeel hospital?

What is the average waiting time?

What are the key factors delaying the appointments of patients?
How can we streamline the process to reduce the waiting time?
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Hypothesis:

The scheduling of appointments in dermatology clinic can be
streamlined to reduce the waiting time and eventually increase
patient satisfaction



P =
ODbjectives:

To analyze the current waiting time in dermatology clinic

To identify the key factors in the delay which leads to
Increased waiting time and delay in appointments.

To assess the patient satisfaction due to long waiting time.

To suggest the solutions and methods that could be
adopted to reduce the waiting time.

To test the hypothesis that the scheduling of appointments
In dermatology clinic can be streamlined to reduce the
waiting time
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Research Methodology:

Study Area: Burjeel Hospital, Abu Dhabi

Study Design Cross sectional Study

Sample Unit: Patients of Burjeel Hospital, Abu Dhabi
Research Design: Descriptive Study

Method of data collection: Through direct observations
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Sampling design

Total Patients (April) — 2452

Doctor A (with maximum patients) - 824
Based on 20% sampling

Sample Size — 165

Actual Sample size - 193

Sample Design: Convenient Sampling
Duration- 3 weeks

Retrospective- 1 Month



Patient Satisfaction-month wise

Overall Satisfaction (Out-Patient)
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Dk Jan-14 | Feb-14 | Mar-14 | Apr-14 | May-14 | Jun-14 Ju!|i4 Aug-14 | Sep-14 0':“4 Nov-14 | Dec-14 HE-H
—+—VeryGood | 736% | 632% | 642% | 695% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 69.1%
~#-Good 2% | 316% | 315% | 265% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 259%
=a=Average | 46% | 28% | 38% | 32% | 00% | 00%  00% | 00% | 00% | 00% | 00% | 00% | 36%
==Poor 06% | 20% | 00% | 13% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 11%
=+=VeryPoor | 00% | 03% | 06% | 04% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 00% | 03%
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General (Out-Patient)

Patient Satisfaction- Parameter wise

00% — fp—— ‘* %‘aﬁ
Would you
Cleanliness Waiting room comfort ap[:alr':;m:fsgnr Overall Waiting Time r:::;:::r Sm:
friends and family?
=~ Very Good 80.0% 72.9% 72.9% 62.1% 68.8%
——Good 18.0% 2.9% 2.9% 255.0% 3%
=irAverage 2.0% 4.2% 42% 6.3% 0.0%
——Poor 0.0% 0.0% 0.0% 12.5% 0.0%
== Very Poor 0.0% 0.0% 0.0% 42% 0.0%
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~ Waiting time analysis -March

Total Number of patients :

Number of patients -
March

Doctor on duty Count of Registration Date
823

779

481

369

2452

Grand Total
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Delayed Vs No Delayed

Delayed vs Non delayed patients

M Delayed Patients

H No delay patients




April —day Wise

Average Waiting time in minutes

Average Waiting Time by day of the week
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Reasons for delay
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Suggestions-
eduling Appoin
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Consultation

Consultation

Consultation

Consultation
Consultation
Consultation
Consultation
Consultation
Consultation
Consultation
Consultation

Consultation

Consultation

Consultation

Consultation

Consultation

& 3 &

17



alk in slot

Timin | Docto
gs IS

8-10
10-13
13-16
16-18

18-21

2
3
4
3

1

> Maximum number

:> Hours Available =3

Cater to larger _ Slot for Walk in patient
population

Patient
Satisfaction

Patient diverted to
Doctor any no show or
with less waiting time

4

Waiting time intimated
according to availability of

doctor U
Appointments Patient
_ not affected =



......———.continued — /

Also 2 Doctors are needed to support the clinic in the
evening instead 2 in the morning from 8:00-10:00 hrs
because of less footfall of patients in these hours.

A technician to be hired to perform the procedures like
laser etc so doctor spends more time on direct patient care.

A second nurse for the doctor who is doing a procedure,

so consultations can be carried out smoothly while
preparation of another procedure patient.
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Thank you



