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* To analyze the Discharge patient process flow. STRENGTHS
1. BRIEF HISTORY *  Toidentify reasons for delays in each step of discharge.
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Recognized with Green OT Certification for eco-friendly surgical practices. 397 patients . micro — 50 patients g = normal middle-class
Holds prestigious 1SO Certifications ensuring quality and safety in patient P ! K P N . Well defined clinical pathways family.
care. The hospital offers:, 750+ beds,40+ medical specialties +  Tocommunicate and interact with patients and attendants. and ser- vice protocols

*A team of 400+ experienced doctors

2. VISION & MISSION METHODOLOGY

“Create an integrated, world-class healthcare system that delivers

specialized, compassionate, and affordable patient care through leading
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technology, and strong community partnerships—driven by the innovations
of top scientific minds and sustained by unwavering commitment to
quality, empathy, and service excellence.” Histogram , Pie chart ,DMAIC, bar chart and

Stud
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Biling checkout
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tourism and attract international
patients - Expand telemedicine
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teams and IT infra

Macro column analysis of the discharge TAT
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Doctors speciality wise delay in discharge summaries
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budgeting, quality control. al::c':isé:snd documentation Notify nurses immediately when discharge summaries are
p - published by doctors.
Classroom learning includes Learning by watching hospital .
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Focuses on ideal scenarios and  Understanding stakeholder FIG-3 BILLING TAT ANALYSIS + Set clear SLAs with TPAs/ECHS to respond within a fixed
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families, doctors, nurses, admin ’
e * Pharmacy roster need to be implemented on floor as
5. LEARNINGS DURING INTERNSHIP e o e wwell se GOA actity register,
¢ Understood the discharge process flow BLEPEO.FOHERD
ECHS —
from announcement to actual FIG- 4 FIG-5
checkout. DU | —
o ) DGHS  I—— SNO  TATanalysis ‘Time Taken (min) Insights
* I|dentified bottlenecks and delays in the 00— e “’
discharge workflow. it | m—p—_— I S e e
arge 13 i
* Gained hands-on exposure to pharmacy T e . — Wil
coordination, billing delays, TPA issues, Aot antors — w0 v
and inter-department communication. ‘ oot0 nas e o onss mas o s onaa oin | gl
W Avergae time in HRS Medications dispense to billing

AMORETHANIHR = MORETHANZHR = MORETHANIHRS = EXTREME CASE
initiation

CONCLUSION e Discharge delays often linked to delayed medication clearance, TPA approvals, and pending
doctor orders, Inconsistent communication between pharmacy, billing, and nursing staff, Delay

Siddhant Singh Banafer from billing desk to check out patient even after receiving clearance.
HM — 29 Batch B, 2093
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Compiled Report

2.1 Activity Done

On the very first day of our SIP learning we met Assistant HR head Neha Chhabra and she took us to
meet Dr Sourabh Patle G.M of operations facilities and experience, he guided us to do the Discharge
turnaround time data collection and analysis of the IPD floors. Then we were asked to meet our assigned
mentors in the organization.

On meeting our respected mentors named Dr Deepika Sharma Divisional Head Operations facilities
and patient experience and DR Yash Gautam tower 1, 3™ floor manager

Then a hospital walkaround and introduction to each and every department in the organization along
with focusing on the major entities which are involved in improving patient experience in the hospital .

From the next day we started to work on the assigned floors on which we have to perform our analysis
and organization mentor with whom I was working along was our alumni. He was holding a 3yr work
experience as a floor manager in Medanta Medicity Hospitals

Daily tasks I have to perform was tracking down each discharge from the Artemis tower one 3™ floor,
coordinating with the hospital staff to make the discharges and patient experience smooth, real time
patient queries resolution, maintaining an excel sheet having multiple columns to track discharge process,
dealing with patients and patient attendant queries, FLAPEX.

The total tenure from 13™ of may to 26 of June includes macro column analysis in which the data I
gathered was of 397 patient data to track down the delays in the processes.

Parameters analyzed

1.Doctors specialities wise delay in discharge summaries.
2.Billing TAT analysis.

3.Delay in actual checkouts of sample size 283.

The tenure from 26™ of may to 5™ of July we performed the mirco-column analysis of 50 patients.
Parameters analyzed and findings are made —

1.Pharmacy return turnaround time.

2. Discharge medications.

3.Billing approval turnaround time by panel/corporates.
4.Medications dispense to billing initiation.

The discharge data sheet has multiple columns including various parameters as shown in the table.



Macro column analysis columns

Reasons For Delay

Micro columns analysis columns




DEMOGRAPHICS OF Tower (1) 3k OLD
m_-l

Bed category [blelV]e][=
General ward

-EEIM_-EEB-
[KY4Y Twin sharing
Twin sharing 1327  Single room
1328  Single room
Twin sharing 1329
1330 Twin sharing
1331
1332 Twin sharing
1333
1334 Twin sharing
1335
1336 Twin sharing
1337
General ward 1338 Twin sharing
1339
1340 Twin sharing
1341
1342 Twin sharing
1343
1344  Twin sharing
1345
1346 Twin sharing
Twin sharing 1347  Twin sharing




Bed demographics at Tower (1)37 new
Total no. of beds - 18 (1352 - 1369)

Bed Category Pressure
maintain

1) Pressure maiain

Pressure maintain

Pressure maintain
Single room
Single room

1357 Single room

Single room

Single room

Single room
Single room
Single room
Single room
Pressure maintain
Pressure maintain
Pressure maintain
1367 Pressure maintain
Pressure maintain
Pressure maintain




Data of discharge TAT Analysis in the given table below mainly shows findings based on total number of
discharges in tower 1 3™ old and new:
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17.0 2 | d 13 Dr. 14 14
6.20 8 | Ol 20 | Mrs. GNO0001 Sande 09:5 | 09:4 09:5 i1 i1
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delay in
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2025 0|d 46 | h 627888 S Tariq n Unplan 0 9 1 9 5 5 00:10 | mapping
3r Mr Cardio
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3r Mr.
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3 tal Medic
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The data shows the specialities wise delays observed in discharge summaries;

Macro column analysis of the discharge TAT
data(13™ may- June 2éth)

Doctors speciality wise delay in discharge summaries

/ 7 ® Delay in discharge summary for more than Thr H Delay in dicharge summary more than 2hrs
® Delay in discharge summary more than 3hrs
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The data shows the time needed to discharge the patients of different pay methods;

BILLING TAT ANALYSIS

‘ TPA
H | DCO,IGNOU,IOCL,MARUTI, JNU, NORTHERB..
HR GOVT CASH
EIL,EPFO,FCI,HERO
ECHS
DVB CASH
DU
DGHS
DDA
CGHS
CASH
BSES
BHEL
Airport authority
CAPF

00:00 00:28 00:57 01:26 01:55 02:24 02:52 03:21 03:50 04:19 04:48
B Avergae time in HRS



This data shows the time required by the patients to physically vacate the hospital beds is actual checkouts.

Delay in actual checkouts sample size 283

® MORE THAN THR = MORE THAN 2HR = MORE THAN 3 HRS = EXTREME CASES



This data shows the micro observations that are gathered —

Micro column analysis of the discharge
TAT data(June 24t -July 5th)

S.NO TATanalysis Time Taken (min) Insights
For two patients it took
1 Pharmacy return 00:22 around and hour
Discharge For two patients it took
2 medications 00:19 around and hour
Time
Taken
S.NO TAT analysis (min)
Billing approval by
1 Corporates/panel 00:27
Medications dispense to
2 billing initiation 00:19

After the data analysis we were asked to present the key factors that are hampering the speed of the discharge process
and sugeestions to improve the turn around time

Our presentation was firstly scheduled with Dr Deepika Sharma in betwween 8" july to 12 of july

Then we were asked to present it to the Dr Saurabh Patle in between 12 to 15™ of July

Along side we have to ensure the smooth working of the IPD floors and patients issuess resolution with other mangerial
tasks.



2.2 Linking theory:

Patient Satisfaction:
Measures patient experience and satisfaction with various aspects of care, often through surveys.
Patient Safety:
Focuses on preventing adverse events like falls, medication errors, and infections.
Medication Errors:
Monitors the frequency of medication errors, including errors in prescribing, dispensing, and administration.
Patient Wait Times:
Measures the time patients spend waiting for various services, such as emergency care, appointments, or
procedures.
Bed Occupancy Rate:
Measures the percentage of hospital beds occupied at any given time, indicating resource utilization.
Length of Stay:
Tracks the average duration of patient stays, which can be an indicator of efficiency and effectiveness of care.
Six Sigma (DMAIC Framework)

e Theory Focus: Reducing variation and defects in processes.
o Link to Hospital Ops:
o Used in analyzing discharge delays.
o Identifies root causes of long TAT.
Queuing Theory
e Theory Focus: Managing lines, service points, and waiting time.
Total Quality Management (TQM)
e Theory Focus: Continuous quality improvement across departments.

Fishbone (Ishikawa) Diagram

e Theory Focus: Root cause analysis.



2.3 Gaps identified on the working area.

Mismatch between ideal vs actual timelines

Coordination delays between departments

Medications dispense is not visible in the HIS

Summaries notification on the dash board

Codes pending

Implant orders pending from the OT and catheterization labs

Unmarked orders from the HISTO PATH

Medications availability in stock

Pending referral notes

Delau because of no direct notifications of discharge summaries, referral notes, dates missing on orders.
Chair commode, wheels chairs and morning kits shortage.

Discharge summary modification by doctors after discharge being initiated



2.4 Suggestions for improvement

IMPROVE
Proposed Interventions:

‘;" Delay Cause Solution
Pharmacy Enable electronic “No Due" certification,
Clearance automate medicine returns

Discharge Summary Pre-fill and doctor validate summaries a day
Delay before planned discharge

Appoint discharge coordinators for every 20
Coordination Issues beds

Code

Mapping/Daycare

Issues Setup auto-verification in EMR + routine audits
Implant and SOP for exceptional discharge cases with

processes delays  escalation matrix

CONTROL

» KPI Dashboards: Live dashboards for average TAT per unit

* Weekly Audits: Check SLA adherence for Pharmacy, Billing, and Nursing
* Training: Weekly process briefings and SOP reinforcement

* Technology Integration: Automate status tracking from EMR to Billing &
Pharmacy

* Leadership Review: Weekly TAT review meetings with HOD and Operations

= Robust system driven process
® Pre-discharge intimation system
® Department SLA adherence training



Key Learnings:
1. Multiple real time case studies review and resolution

o We have got a wonderful exposure of real time floor handling in which we are allowed to interact with
patients and training of how to handle problems, negotiation, facility insights, allowed to coordinate with
hospital staff and instructing them on the priorities along with their regular work.

2. Billing and approval processes

o We were allowed to sit and monitor the billing process along with how the billing is carried out for,
TPAS, Corporates and PSUs

3. Data Analysis & Visualization:

o We have learned how to track the micro and macro processes of the discharges.

o How to analyze the data what are the key insights needs to be evaluated from the data.
4. Professional Communication & Team Collaboration:

o Improved interpersonal and professional communication through regular interaction with
industry mentors and peers.

o Learned how to incorporate feedback constructively to improve both projects and
presentations.

o Understood the importance of communications and used the different concepts of softs skills in business.

o The making of the requirements list for the floors and dealing with the vendors

Workplace Learning & Adaptability:

o Developed the ability to adapt to challenges like limited software access and coordination

issues.
o Learned to work independently and take initiative, including working on weekends to complete

assigned tasks

Signature of the Student:

Approved by the IIHMR University’s Mentor



3. WEEKLY REPORT

Name of the Organisation: Artemis Hospitals Gurugram

Area/ Department/ Project of Summer Internship Program: Hospital operations
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: Hospital and Health management

Weekno: 1 From:...12™ may

|Activity Done

Learning about the hospital lay out , equipment to be used, workforce
required (staff), different departments and their work, about different hierarchy
of managerial roles offered in hospitals. And the discharge process from the
IPD department.

Linking theory (Classroom
learning) with practice at your
organisation

Lean six sigma theories , HVAC systems , HEPA filters
SWOT analysis , Porters five forces, NABL and JCI accreditations.

Gaps identified on the working
area.

Discharge TAT at hospitals

1 Lack of qualified work force.

2 Lack of coordination and heated arguments in between staff.
3 reviewing of discharge summary after being proposed.

4 workforce and staff shortage

Suggestions for improvement

1Systems to track turn around time.
2 Experienced and emotionally strong staff that can respect others role and
kindly cooperate with handling the patients concerns

Plan for the next week

1 Tracking turn around time of the discharge process at IPD
2 learning about the total hospital working with the knowledge of each and
every equipment, services, schemes, process , staff requirement , doctors team

Signature of the Student — Siddhant Singh Banafer




3Reporting Format (Weekly)

Name of the Organisation: Artemis Hospitals Gurugram
Area/ Department/ Project of Summer Internship Program:
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: Hospital and Health Mangement
Week no:  From:............ 19 may ...... to...... 24may.........
Activity Done Recording of the Discharge TAT data for a whole week

Linking theory (Classroom Process Mapping AND Bottle Neck Theories

learning) with prQactice at Queing theory
your organisation Plan do check act theory
Donabedian Theory
Gaps identified on the Doctor review of the summary after being published.
working area. TPA clearance and insufficient documents, expiration of health

cards from the patient side.

Delay in the sample supply

Lack of knwoledge about hospital working by the hospital
coordinators.

Suggestions for improvement | To make the system more robust the patient review should be
complusroy to focus on and needs to be implemented according to
patient upto a great extent so that patient must be willing to come
again for further tretment procedures.

Plan for the next week Handling the operations processes of the floor on my own
Presentation of the previously collected data to the General
Manager of the operations.

Signature of the Student — Siddhant




Reporting Format (Weekly)
Name of the Organisation: Artermis Hospitals Gurugram
Area/ Department/ Project of Summer Internship Program: Operations Intern
Name of the Student: Siddhaant Singh Banafer

Roll no: 2093 Stream: HHM
Week no:  From:...... P13 11 ;) (1 T 31 May 2025..ccccviiiiiniininnnicnnns
Activity Done 1. Understanding the medical terminologies, tests and procedures

2. Medical and hospital hierarchy.
3 Disinfection of all medical equipment.

Linking theory (Classroom 1 HAI’s concepts
learning) with practice at your | 2. Hospital hierarchy.
organisation 2 Disinfection Protocols.

Gaps identified on the working | Limited availability of updated standard operating procedures
area. SOP’s for some equipment disinfection .

Communication barriers between administrative and clinical staff
regarding hierarchical roles.

Lack of refresher training sessions on medical terminology for non
clinical staff

Suggestions for improvement Regular training sessions on medical terminology and infection
control for both clinical and non clinical staff .

Implementation of clearly defined and accessible SOPs in all
departments.

Encourage interdepartmental meetings to foster better
understanding of the hospital hierarchy and improve coordination

Plan for the next week Participation in patient admission and discharge process to
understand workflow and documentation

Attend hospital administration meetings to observe decision making
process.

Signature of the Student




Reporting Format (Weekly)

Name of the Organisation: Artemis hospitals gurugram

Area/ Department/ Project of Summer Internship Program: Operations Intern
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: HHM

Week no: From:...... 2 jUnNe..ceiiiniinniiinienniens {1 J T june..ccciiiiiiiiiiniinenn

Activity Done LEARNED -
Documentation and procedure of different type of discharge cases like
RTA,LAMA etc

Hospital supplies and meeting with vendors.
IHandling of covid cases and protocols to be followed in the premises.
Codes, FRTS ,buffer stock of pharmacy to be used

Linking theory (Classroom 1. Standard operating procedures (sop’s)
learning) with practice at your 2. Process mapping and workflow optimizing.
organisation 3. 2 supply chain management.
4. Cost benefit analysis.
5. Business continuity planning .
Gaps identified on the working Lack of working staff in the most busy floors
area. Lack of existing supplies in the hospital for patient care
Overburdened nursing staff
IFloor doctors are not very much occupied
Suggestions for improvement The availability of doctors in the floor should be only one
The nursing staff should be more than existing.
Bill clearance candidate should be there to deal with issues like code mapping
problems , tpa approval issues, and medications only prescribed upto a certain
price limit like 2000 for panel patients and other major iusses
Plan for the next week Full fledged handling of 3 floors.

Coordinating with a newly appointed floor manager
Ensuring the smooth discharge of the allocated floors

Signature of the Student — SID



Reporting Format (Weekly)

Name of the Organisation: Artemis Hospitals Gurugram
Area/ Department/ Project of Summer Internship Program: Hospital operations
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: Hospital and Health Management
Week no:  From:...9 june .....c.cocevvvnviiinnnnnnn 015 June ccovvviiiiniiiiiiniiiiiniiiiiniiinnnns
Activity Done 1.Implementation of the discharge TAT project on ground and

evaluation’.

2. Ferrying team utilities and their task efficiency improvement.
3. Hospital supplies purchase.

4 . CAHO( Computer on wheels) proposal to artemis.

5. Carbon pricing of the hospitals

Linking theory (Classroom
learning) with practice at your
organisation

)

Humann resource management theories

O.B of the organisation

3. Material management , inventory control, decision making
models for procurement

Health IT management theories

Policy and regulatory environment.

g

o

Gaps identified on the working
area.

1 Lack of coordination between different departments because of the
work prioritization.

2 .Ferrying teams are very much occupied and the works force is also
comparative less than the required.

3. Doctors are only focussing on patient care delivery but that does not
coordinates with hospital management goals.

Suggestions for improvement

1. A more detailed HIS software should be present.

2. Cross functional trainings.

3 Shift based optimization.

4. Assigning the task based on patient interests as well as hospital
savings.

Plan for the next week

Recording of discharge TAT data and communicating with doctor
teams to improve their performance on proposing discharge
summary.

Signature of the Student - SIDDHANT




Reporting Format (Weekly)

Name of the Organisation: Artermis Hospitals Gurugram

Area/ Department/ Project of Summer Internship Program: Operations Intern
Name of the Student: Siddhant Singh Banafer

Roll no: 2093 Stream: HHM
Week no: From:...... 16 MAay...coviieinrnnnnennnns | (1 J 21 May 2025...cciineiiiniincinennns
Activity Done 1 . Soulfully handling the busiest floor of the artemis hospitals 3 old and

new with in total of 65 beds and average 18 discharges a day.

2. Tracking each and every process discharge initiation, discharge
summary, pharmacy return, medications indent, medication dispense ,
billing initiation , billing checkout, TPA approval and actual check out.
3 Following up and coordinating the processes mentioned.

Linking theory (Classroom 1 Process flow mapping.
learning) with practice at your [2.Capacity and process flow optimization.
organisation 3. Turnaround time reduction strategies.

4. Teamwork and conflict resolution.

Gaps identified on the working 1. After the discharge announcement the delay in summary proposal

area. time creates a time lag that affects the discharge process.

2. The time taken to review and revise the discharge summary
according to patient concern creates a time lag.

3. The OT scheduling time lag by the ferrying team.

4. The unavailability of the pharmacy staff at the desk creates a time
lag

Suggestions for improvement 1. The summary proposal can be more quicker than usual or to assign a
team doctor to propose summary on time .
2. The prescheduling of the discharges planned for tomorrow .

Plan for the next week The discharge process monitoring and documentation.
The TAT time and process tracking along with the presentation of the data
to the general manager of operations in artemis hospitals gurugram.

Signature of the Student — Siddhant Singh Banafer



Reporting Format (Weekly)

Name of the Organisation: Artemis Hospitals Gurugram

Area/ Department/ Project of Summer Internship Program: Hospital operations
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: Hospital and Health management

Week no: From:...23 june

......................... 028 JUNE c.vvvnriiniiiiiiiniiiiiiiiiniee

Activity Done

1. APEX and OPEX systems working and order planning
Conducted a board meeting in which the TAT analysis of a month was

shared with each team of doctors and the delays in the discharge due to the

extra time taken by the teams.
3. ICP ( Indoor Case Papers )

Linking theory (Classroom
learning) with practice at your
organisation

Lean management six sigma theories.
Total quality management
Organizational theories

EMR records analysis

halb o e

Gaps identified on the working
area.

1. The semi automated HIS that causes a delay in the operations process like

discharge staff tracking speed dial numbers
2. The project FLAPEX is newly introduced to tackle the unresolved issues
within the hospital .
3. The lack of nursing and GDA staff leads to impact the overall patient
experience in a bad way.

Suggestions for improvement

1. Staff recruitment in the 3 rd old floor of artemis.

2. The automated HIS to improve operational efficiency

3. The data analysis of every department to improve the operational
efficiency.

Plan for the next week

1 Managing the 3 old for two days as a team member of primary medical
operations team.

2. The microcolumn data tracking of each and every process and the gap
analysis.

Siddhant
Signature of the Student




Reporting Format (Weekly)

Name of the Organisation: Artemis hospitals gurugram

Area/ Department/ Project of Summer Internship Program: Operations Intern
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: HHM
Week no:8" From:...... 5% june....eeeeerenenennennn. 171 JOURORRRI 10" june....ccoeeveneeeeneenennnn
Activity Done 1. Discharge TAT data collection

. Analysis Format and parameters are finalised
3. Scheduled PPT presentation on 7% of July to the respective divisional
head of operations.

4.
Linking theory (Classroom 1. Root cause analysis theory
learning) with practice at your 2. DMAIC model for research.

organisation

Gaps identified on the working The analysis on the 3rd floor of Tower 1 identifies key areas for improvement:
area. 1. Integration of Electronic Medical Records (EMR) with billing, pharmacy
returns, and medication dispensing to streamline processes.

2. Optimization of guard register checkouts to reduce lag and enhance
efficiency.

3. Revision and modification of post-discharge clearance processes to improve
turnaround times and patient satisfaction.

Suggestions for improvement The analysis conducted on the 3rd floor of Tower 1 highlights the need for:

1. Additional General Duty Assistants (GDA) staff

2. Increased nursing staff

3. Service Level Agreement (SLA) with nursing staff to prioritize discharge
processes

4. Integration of Electronic Medical Records (EMR) with billing and pharmacy
systems for seamless medication management, including returns and indents

Plan for the next week Presentation scheduled with GM of operations .

Signature of the Student



Reporting Format (Weekly)

Name of the Organisation: Artemis hospitals Gurugram
Area/ Department/ Project of Summer Internship Program: Operations Intern
Name of the Student: Siddhant Singh Banafer

Roll no:2093 Stream: HHM
Week no:9" From:...... TH jUNE..eeerereiereeeeenannns t0.euenenennn 121 june.....ocoeeeenenenenennnn.
Activity Done 5. The discharge TAT analysis has been enhanced to track the

following metrics:
6. Billing processing time
7. No-dues clearance time
8. Time taken to dispense discharge medications
These parameters will help identify areas for improvement and
streamline the discharge process..

Linking theory (Classroom
learning) with practice at your
organisation

3. Root cause analysis theory
4. DMAIC model for research.

Gaps identified on the
working area.

The analysis on the 3rd floor of Tower 1 identifies key areas for
improvement:

The 3rd floor, Tower 1 analysis confirms that existing process gaps
remain a priority, with no new gaps identified. Next steps include
discussing observations with the General Manager of Operations
and developing an implementation plan.

Suggestions for improvement

The 3rd floor Tower 1 analysis reveals no new improvement
opportunities, instead highlighting the need to discuss and
implement existing observations with the GM of Operations.

Plan for the next week

Presentation scheduled with GM of operations on 14™

Signature of the Student — Siddhant Singh




