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ITHMR University Faculty Mentor Approval

This is to certify that Mr. Amey Sharma of academic vear 2023-25 of [nstitute of
) 2Ar. Amey Sharma year cU25-25 of [nstitute

Health Management Research has prepared a poster with respect to his summer internship
~1ealth Management Research

held during May-June 2024.

He has carried out work as per the guidelines. His poster is approved for presentation.

Date: 18/07/2024 (;\,ignaiure ofi‘acu][}‘ Mentor)
Name: Dr. Susmit Jain
Designation: Associate Professor
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SIP Poster

Summer Internship Program 2024

IITHMREIZEEN Evaluating IPD Admissions TAT

Presented By: Amey Sharma [1672, MBA HHM 28]

W ETERNAL
HOSPITAL

Faculty Mentor: Dr Susmit Jain [Associate Frofessor, [IHMR Univarsity, Jaipur, India]
Qrganisation Mantor: Milind G. Kulkami [lManager, Quality Departrmen:, Eternal Hospital, Jaipur, India]
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SIP Weekly Report — Week 1

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 1 From 1% of May 2024 to 4™ of May
2024
Activity Done e Orientation by HR Department
e Induction Lecture by Quality Department Head
¢ Quality Improvement Program
e General Quality Assessment visits to different
departments
Linking theory o NABH Guidelines
(Classroom learning) e Gap Analysis
with practice at your e Root Cause Analysis
organization
Gaps identified on the e Manual Documentation could be prone to errors in
working area. reporting
e Food and Beverage Department Efficiency has
some scope of improvement
Suggestions for e Electronic Medical Records can be used to
improvement minimize the risk of errors
Plan for the next week e Allotment of Individual Topics
e Continuation of Current ongoing QIPs




SIP Weekly Report- Week 2

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 2 From 6 of May 2024 to 11" of May 2024
Activity Done ¢ Quality Improvement Program
e General Quality Assessment visits
e Orientation by the Patient Care Services (PSC)
Department
Linking theory o NABH Guidelines
(Classroom learning) e Turn Around Time (TAT) assessment
with practice at your e Gap Analysis
organization
Gaps identified on the e Manual Documentation could be prone to Human
working area. errors
e [P Pharmacy Efficiency could be Improved
Suggestions for e Electronic Medical Records can be used to
improvement minimize the risk of errors
e Better Token Display System at OP Pharmacy
Plan for the next week e Allotment of Individual Topics
e Continuation of Current ongoing QIPs
e Short Project Under PCS Department




SIP Weekly Report- Week 3

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 3 From 13" of May 2024 to 18" of May 2024
Activity Done ¢ Quality Improvement Program
e Attended ‘Disaster Code Mock Drills’ of ‘Code
Orange’ and ‘Code Green’
¢ Orientation by the Billing and TPA Department
e Interdisciplinary Team Round [IDTR]
Linking theory e NABH Guidelines
(Classroom learning) e Lean management
with practice at your e Hospital Information Systems
organization e Turn Around Time (TAT) assessment
e Gap Analysis
Gaps identified on the e Manual Documentation could be prone to Human
working area. errors
e Location of TPA and Billing Desk is not
appropriate
e Feedback box is not easily accessible.
Suggestions for e TPA and Billing Desk could be shifted closer to
improvement admission desk
e Nursing Billing Process has some scope of
improvement
e Feedback box could be easily accessible
Plan for the next week e Assessment of IPD Admission TAT
e Continuation of Current ongoing QIPs
e Mock Drills of Disaster Codes




SIP Weekly Report- Week 4

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 4 From 20" of May 2024 to 25™ of May 2024
Activity Done e Project: Evaluating IPD Admission TAT

e Quality Improvement Program
e Attended ‘Code Orange’ Mock Drill of HAZMAT

Spill
e Orientation by the Billing Audit Team
Linking theory e NABH Guidelines
(Classroom learning) e Lean management
with practice at your e Hospital Information Systems- Billing and TPA
organization Software

e Turn Around Time (TAT) assessment
e Gap Analysis

Gaps identified on the e Financial Counselling Process sometimes takes

working area. more time than desired

e Running Bill of IPD patients are prepared
separately by Billing Department every day

Suggestions for e There is a scope of improvement in IPD

improvement Admission process which can be explored in later
stages of ongoing project

e Running Bill could be prepared by the nursing
staff at nursing station to reduce time and labor
waste

Plan for the next week e Assessment of IPD Admission TAT
e Continuation of Current ongoing QIPs
e  Mock Drills of Disaster Codes




SIP Weekly Report — Week 5

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department

Name of the Student: Amey Sharma

Roll no: 1672

Stream: MBA HHM 28

Week no: 5 From 27" of May 2024 to 1% of June 2024
Activity Done Project: Evaluating IPD Admission TAT
Quality Improvement Program
Orientation by Radiology Department
Linking theory NABH Guidelines

(Classroom learning)
with practice at your
organization

Lean management

Hospital Information Systems- Billing and TPA
Software

Turn Around Time (TAT) assessment

Gap Analysis

Gaps identified on the
working area.

Financial Counselling Process sometimes takes
more time than desired

Filing of OPD medical records have scope of
improvement

Availability of General Duty Staff is not
sufficient and consistent

Suggestions for
improvement

There is a scope of improvement in IPD
Admission process which can be explored in later
stages of ongoing project

Digitalization of Medical records could save time,
efforts and, risk of errors.

Plan for the next week

Assessment of IPD Admission TAT
Continuation of Current ongoing QIP




SIP Weekly Report- Week 6

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 6 From: 3" of June 2024 to 8™ of June 2024
Activity Done e Project: Monitoring IPD Admission TAT

» Data compilation of ‘Same-Day IPD
Admissions’ Done

¢ Quality Improvement Program
e Orientation by Marketing Department
Linking theory e NABH Guidelines
(Classroom learning) e Sampling Techniques
with practice at your e Accounts Receivables- Financial Management
organization e Hospital Information Systems- Billing and TPA
Software
o Turn Around Time (TAT) assessment
Gaps identified on the e Filing of OPD medical records have scope of
working area. improvement
e Availability of General Duty Staff is not sufficient
and consistent
Suggestions for e There is a scope of improvement in [IPD Admission
improvement process which can be explored in later stages of

ongoing project
o Digitalization of Medical records could save time,
efforts and, risk of errors.

Plan for the next week e Assessment of IPD Admission TAT
e Continuation of Current ongoing QIP
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SIP Weekly Report- Week 7

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 7 From: 10" of June 2024 to 16™ of June
2024

Activity Done e Project: Monitoring IPD Admission TAT

» Data compilation of ‘Planned
Admissions’ Done

e Quality Improvement Program

e Orientation by A/R Marketing Team
Linking theory e NABH Guidelines
(Classroom learning) e Sampling Techniques
with practice at your e Accounts Receivables (A/R)- Financial
organization Management

e Hospital Information Systems- Billing and TPA

Software

e Turn Around Time (TAT) assessment
Gaps identified on the ¢ Filing of OPD medical records have scope of
working area. improvement

e Availability of General Duty Staff is not sufficient
and consistent
e Lack of Coordination among different departments

Suggestions for e There is a scope of improvement in [IPD Admission

improvement process which can be explored in later stages of
ongoing project

e Digitalization of Medical records could save time,
efforts and, risk of errors.

Plan for the next week e Assessment of IPD Admission TAT
» Data Analysis and Poster Designing
e Continuation of Current ongoing QIP
e Further Observation of remaining departments of
Hospital
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SIP Weekly Report- Week 8

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 8 From: 18" of June 2024 to 22™ of June
2024

Activity Done e Project: Monitoring IPD Admission TAT

» Data compilation and Analysis of
desired sample Done
e Orientation by Primary Health Check-up: PHC

Department

e OQrientation by Medical Records Department MRD
Linking theory e NABH Guidelines
(Classroom learning) e Medical Records Storage
with practice at your e Civil Registration System- Pehchan Portal
organization e Patient Footfall Analysis

o Turn Around Time (TAT) assessment
Gaps identified on the e Physical Medical Records requires more space and
working area. resources to be stored and have limited

accessibility.

e Crowd Management at PHC during rush hours is
not adequate.

e Lack of Coordination among different

departments.
Suggestions for e Implementation of Electronic Medical Records
improvement could save a lot of resources and enhance the

accessibility of records.
o Use of ICT (Information Communication
Technologies) in time slot allotment of PHC

Appointments.
Plan for the next week e Assessment of IPD Admission TAT
» Poster Designing and Final Report
Compilation
e Further Observation of remaining departments of
Hospital

o Final Presentation to the Organization Mentor
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SIP Weekly Report- Week 9

Name of the Organization: Eternal Hospital, Malviya Nagar Branch, Jaipur
Area/ Department/ Project of Summer Internship Program: Quality Department
Name of the Student: Amey Sharma

Roll no: 1672 Stream: MBA HHM 28
Week no: 9 From: 24" of June 2024 to 29™ of June
2024

Activity Done o Visited Out-Patient Pharmacy

o Observed the Process of Procurement,
Sorting, Storage, and Billing of prescribed
Medicines and other products

e Orientation by Laundry Department:

o Room and Bed Category-wise usage of
linen and maintaining the supply chain of
fresh linen

e Orientation by IT Department

o Storage of Data, HIS Backup, HIS
Maintenance, Addition/Deletion of New
Features, Daily Data Usage

¢ Final Presentation to Manager, Quality
Department.

o About the learnings from the Internship

o Results and Findings of the Project:
Monitoring IPD Admission TAT

e Collected Completion Certificate from HR

Linking theory e NABH Guidelines
(Classroom learning) e Digital Infrastructure of Hospitals
with practice at your e Hospital Information System
organization e Supply Chain Management
e Hospital Support Services- Laundry
o Turn Around Time (TAT) assessment
Gaps identified on the e Manual Inventory management of linen at the
working area. Laundry leading to leakages in maintaining the

supply chain.

e Sometimes, Staff found the User Interface of HIS
inadequate to complete their task, leading to
hesitation for use and manual documentation.

e Lack of Coordination among different departments.




Suggestions for
improvement

Better User Interface of existing HIS

Incorporation of laundry supply chain management
into the HIS to remove the lapses.

Use of ICT (Information Communication
Technologies) in time slot allotment of PHC
Appointments.




Summer Internship Program 2024
Compiled Report

Name of the Organization: Eternal Hospital, Malviya Nagar, Jaipur.

Department of Summer Internship Program: Quality Department
Project of Summer Internship Program: Evaluating IPD Admission TAT

Name of the Student: Amey Sharma
Roll no: 1672 Stream: MBA HHM 28

Activity Done e Orientation by HR Department

e Induction Lecture by Quality Department Head

¢ Ongoing Quality Improvement Programs of Quality

Department:

o Administering First-Dose TAT- for newly admitted
patients
o Consultant referral TAT
o OP Pharmacy TAT

e General Quality Assessment visits to different departments
o Part of Internal Audit
o Audit for necessary Displays and Signage in different
departments

e Interdisciplinary Team Round [IDTR]
o General Patient’s Feedback Round of different
department personnel: PWO, Quality, PCS, Medical
Admin

¢ Individual Project: Evaluating IPD Admission TAT
o Data Collection: timing of arrival, counselling,
formality, and allocation of bed to the newly admitted
patients
o Data Analysis: based on the admission type (Same
Day Admission and Planned Admission)
o SWOT analysis of PCS
o Cause-Effect Analysis

e Orientation by the Patient Care Services (PSC) Department
o OPD Billing and Consultation Appointment Process
o IPD Admission Process
o Bed Management
o Staffing of OPD and IPD counters

e Attended ‘Disaster Code Mock Drills’
o ‘Code Orange’— Hazmat Spill
o ‘Code Green’ — Global Emergency




Orientation by the Emergency Department
o Triage Assessment
Doctors Call
Medico Legal Case (MLC)
Road Traffic Accident (RTA)
Refuse for Admission (PFA)
Leave against Medical Advice (LAMA)
o Emergency Calls Management- Ambulance Services
Orientation by the Billing and TPA Department
o Billing Process, Advance Collection
o TPA- Third Party Administrator
o Pre-Authorization, Credit Billing
Orientation by the Billing Audit Team
o Matching running bill with patient’s medical file
Orientation by Radiology Department
Orientation by IP Pharmacy
Orientation by Marketing Department
Orientation by A/R Marketing Team
o Credit Sales and Payment Follow-ups
Preparations for Mount Sinai International (15"-16" June
2024) Visit
Orientation by Primary Health Check-up: PHC Department
Orientation by Medical Records Department MRD
Visited Out-Patient Pharmacy
o Observed the Process of Procurement, Sorting,
Storage, and Billing of prescribed Medicines and other
products
Orientation by Laundry Department:
o Room and Bed Category-wise usage of linen and
maintaining the supply chain of fresh linen
Orientation by IT Department
o Storage of Data, HIS Backup, HIS Maintenance,
Addition/Deletion of New Features, Daily Data Usage
Final Presentation to Manager, Quality Department.
o About the learnings from the Internship
o Results and Findings of the Project:
Monitoring IPD Admission TAT
Collected Completion Certificate of SIP from HR

O O O O O

Linking theory
(Classroom
learning) with
practice at your
organization

NABH Guidelines

Gap Analysis

Root Cause Analysis

Turn Around Time (TAT) assessment

Lean management

Sampling Techniques

Hospital Information Systems

Disaster Mitigation and Public Announcement System
Accounts Receivables- Financial Management




Medical Records Storage

Civil Registration System- Pehchan Portal
Patient Footfall Analysis

Supply Chain Management

Gaps identified
on the working
area

Manual Documentation could be prone to errors in reporting
At Food and Beverage Department
o Efficiency of staff and food delivery system for the
patients could be better.
At Patient Care Services (PSC) Department [Part of
Individual Project]
o Delays in Bed allotment to the newly admitted
patients
o Location of TPA and Billing Desk is not appropriate,
it is situated at a distance from the Admission Desk
leading to patient suffering and confusion.
o Financial Counselling Process sometimes takes more
time than desired
o Filing and Storage of OPD medical records is not
appropriate and irregular
o Availability of General Duty Staff is not sufficient
and consistent
At Billing and TPA Department
o Running Bill of IPD patients are prepared separately
by Billing Department every day leading to excessive
manpower and resources
At MRD
o Physical Medical Records requires more space and
resources to be stored and have limited accessibility.
At PHC
o Crowd Management during rush hours was not
adequate
At Laundry Department
o Manual Inventory management of linen at the
Laundry leading to leakages in maintaining the supply
chain.
At IT Department
o The User Interface of HIS is not easy to use and users
face certain difficulties in performing their task,
leading to hesitation for use and manual
documentation.

Lack of Coordination among different departments
Feedback box is not easily accessible for the patients and
visitors




Suggestions for
improvement

Electronic Medical Records can be used to minimize the risk
of errors

For Patient Care Services (PSC) Department /Part of
Individual Project]

o TPA and Billing Desk could be shifted closer to
admission desk.

o Two well trained counsellors in peak hours and One
Full-Time Financial Counsellor has to be present with
proper counselling chambers

o Counsellors should have certain soft skills like
psychological understanding and better sales
techniques.

o Coordination between Financial Counsellors and TPA
department for better experience in Pre-Auth process

o Improved Discharge process for early availability of
beds

o Counter status signages : Open/Close

Better Token Display System at OP Pharmacy
For Billing and TPA Department

o Running Bill could be prepared by the nursing staff at

nursing station to reduce time and labor wastage.
For MRD

o Implementation of Electronic Medical Records could
save a lot of resources and enhance the accessibility
of records

o OPD medical records should also be stored by MRD,
since the department has better expertise of records
handling.

For PHC

o Better use of ICT (Information Communication
Technologies) in time slot allotment of PHC
Appointments.

For Laundry Department

o Incorporation of linen supply chain management into

the HIS to remove the lapses
For IT
o Better User Interface of existing HIS
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Signature of the Student

Approved by the IHMR University’s Mentor




