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Introduction

• The hospital billing process begins when a patient arrives
at the hospital for diagnosis and treatment of an
injury, illness, disease, or condition

• The billing process involves all the functions required to
prepare charges for submission to patients and third-party
payers

• It includes patient registration, posting charges to the
patient’s account, chart review and coding, preparing
claim forms and patient invoices or statements for charge
submission, and monitoring and follow-up of outstanding
accounts

• The complexity of the hospital billing process is a result of
the health care industry’s evolution



A survey 

conducted by 

HIT Consultant 

proved that 

Patients Who 

Encounter 

Problems With 

Their 

Physician’s 

Billing Office Are 

Less Likely To 

Recommend 

That Physician/

Clinician To 

Others



Aim

• To undertake Sequence Analysis of Billing operations in

the Out-Patient Department at Medanta-the Medicity

Objectives

• To evaluate the existing process flow of Billing activity in

Out-patient department

• To identify the areas of concern/ gaps

• To collect, collate, organise and carry out Sequence

analysis of the process

• To recommend user-friendly solutions in Billing process



Methodology
Type of study Descriptive cross-sectional

Study population All patients getting OPD billing done at Medanta, 

Gurgaon, Billing executives, Floor manager of OPD

Study sample 100 patients over a period of 1 month

Duration of Study 2 months

Type of  Data Qualitative

Technique Direct Observation of Operations & Unstructured 

Interviews

Tool Written Descriptions

Operational Definitions

- Operational Process      

Flow

Billing process pertaining to real time activity on floors 

by Billing executives

- IT Process Flow Billing process carried out using the system and 

software like HIS

Data collection Primary and Qualitative

Data Analysis Using Sequence Analysis in Microsoft Excel



Results

Wrong test Billed
32%

Test correct - Wrong site 
billed
13%

Wrong UHID billed
23%

Clinical Reason - additional 
test required

11%

Patient doesn't want to get 
the test done

15%

Transferring of test from one 
donor to other

2%

Machine breakdown
4%

Distribution of Billing Errors



Discussion



Billing Process Overview



PROCESS FLOW – Observations & Suggestions
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Conclusions



IDEAL PROCESS FLOW - Operations
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IDEAL PROCESS FLOW – IT
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IDEAL PROCESS FLOW – IT



Conclusion
Current process captured 

Gaps identified 

Key Issues Proposed Actions

1

Training schedule of the following

users not defined

- Billing Executives

- Floor Managers

►
Training Schedule, Training Manual for 

Users should be designed

2 Manual prescriptions lead to errors ►
Electronic prescriptions to be 

encouraged

3 Lengthy process in the system ► Alternate process flows to be tested

4

Cancellation and Refunds

- Protocol not defined

- Manual processing followed

►

Authorization of Cancellation and 

Refunds to be given to the Floor 

Managers through the system



Training Manual
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