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This is to certify that Ms. Dr. Nishtha Prakash Chauhan of
(batch-29) of IHMR University, Jaipur has worked with our organization
for her summer internship from 15.05.2025 to 29.07.2025 The overall

performance shown by her during the period was excellent.
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IIHMR University Faculty Mentor Approval

This is to certify that Dr. Nishtha Prakash Chauhan of academic year 2024-26 of
Institute of Health Management Research has prepared a poster with respect to her
summer internship held during May-July 2025.

She has carried out work as per the guidelines. Her poster is approved for presentation.
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A study to reduce claim rejection in MahatmaGandhi Hospital

Faculty Mentor - DR. Vidya B.Tripathi

Presented by -Dr. Nishtha Prakash Chauhan(2011)

Batch : 2024-2026 (MBA-HM)  Oraganisation Mentor - Dr. Fateh s.Bhati

HISTORY OF ORGANISATION SUMMER INTERNSHIP PROJECT
Mahatma Gandhi Hospital was founded in 1932, as Windom Hospital with a bed
capacity of 300. After India gained her independence, Windhom Hospital became| | |Research Problem - High rate of claim rejections due to incomplete documentation, diagnosis-package mismatch,
Mahatma Gandhi Hospital. It currently has a bed strength of 624 and offers af | land non-compliance with TPA requirements at Mahatma Gandhi Hospital, Jodhpur."
variety of specialty treatments, which are further supported by the Telemedicine Objective -
Center that allows doctors to connect with District Hospitals and Primary Health 1.To analyze the major reasons for claim rejections across various departments.
Centers. We currently have one palliative care project at this site. 2.To evaluate the completeness and accuracy of documentation submitted for claims.
3.Identify patterns in diagnosis-package mismatches and reporting errors.
VISION AND MISSION
Vision -To be a leading center of excellence in patient care, medical education,
and research, delivering affordable and compassionate healthcare to all. — Methodol
Mission - General medicine 380 ethodology
b O I T R O . Study Setting: TPA Department, Mahatma Gandhi Hospital, Jodhpur
© provide high-quality, ethical, and affordable healthcare services. Ortho 187 Study Design: Cross-sectional and descriptive research
plastic surgery 122 * Study Duration: November 2024 to February 2025
o Sample Size: 1144 rejected claim entries analyzed
ORGANISATION STRUCTURE General surgery 100 * Data Qollectlon: Seconda(y data fro.m hospital TPA claim records and rejection reports
* Sampling Method: Purposive sampling
* Data Analysis: Department-wise and reason-wise rejection categorization using
l—‘ PRINCIPLE MEDICAL OFFICER TOTAL REASONS frequency analysis and percentage comparison
l l l l B seriest
Deputy medica genjor Nursing Nurse ~Pharmac Housekee ao% SROCESS FLOW MAP
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Gained understanding of Revenue . . 3 supporting documents
Cycle Management, claim processing, l'ldree'j;giida:gngnn :)Ooctetgesr:cks 1 Final Payment itfalls i .
and reasons for rejections. [ - 2 . N NO. OF QUERY Settlement Common Pitfalls in TPA Documentation
. . 2.Gained hands-on experience in TPA|
Studied the importance of . R ET—" ai OTHERS | .
. ’ g portal usage and uploading claim 1Incomplete
documentation, diagnosis-package . 31% Policies People Process Documentation
UG, EERGM EECS: 3. Understand Communication skills MAJOR Delay in claim Delayed 2.Delayed File Preparation
Absence of file submission and pre- documentation by M
CHALLENGES DURING 69% completeness o . consultants 3.Missing Documents
diterequent G standardiser Lack of training P
INTERNSHIP LEARNING DURING INTERNSHIP changeamon N\ cheeklstfor 19 N for eiing/TPA Botteneck [ oueries
i Reasons for claim rejection department wise guidelines files staff
* Incomplete documentation in : :J:derstood W Gl (reeesy ! P :‘J:;urse 4)Drug distribution system
patient files, leading to claim delays . o . Poor integration ment counter management
and rejections ° Pre-alu thorlzalt Iok?‘ll' o IntTr!m tg::f:::g;:: '";ZZ::::‘ between billing and cycle
« Ininitial days .Language barrier is approvals Final billing , Claim timer ot LA systems
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Week 1 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

1)Orientation about the hospital and understanding about
its basic functioning.

2)Visited various departments and creating a detailed floor
map of the hospital was not possible so just took an idea
of the hospital infrastructure.

Linking theory (Classroom
learning) with practice at your
organization

1)Understand how Personality development is closely
linked to organizational behaviour

2)Previous hospital visits organized by the college
provided a foundational understanding of hospital
departments, which made it easier to identify and relate to
them during the internship.

3)Understanding hospital management and clinical
hierarchy.

Gaps identified on the working
area.

Following are the gap identified:

1- Infrastructure is a major challenge of the hospital
as it is a government hospital which was
established in the year 1932 so it has two building
old and new building, and departments are not well
organised in terms of infrastructure.

2- Another major challenge in hospital is improper
signages.

3- Biomedical waste management.

Suggestions for improvement

Planning to do a thorough investigation regarding poorly
placed signages and direction.

And started to work on a project regarding digital literacy
of patients of MAHATMA GANDHI HOSPITAL,

JODHPUR




1)Observation
Key Learnings 2)Audit
3)Bio Medical Waste Management

it

Signature of the Student

Approved by the IIHMR University’s Mentor




Week 2 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

Signage Audit of entire hospital.

Linking theory (Classroom learning)
with practice at your organization

Hospital service class by dr. Mahinder sir.
Proper recommendations has been given to the
hospital authorities.

Gaps identified on the working area.

Following are the gap identified:

1-

Revolutionary changes needed in the entire
hospital sign bords

No same language, colour used

Some places /rooms are incorrectly
mentioned.

Some rooms have wrong room no.
Unwanted old signboards

Suggestions for improvement

'Work on Human resource planning in hospital

ward.

And started to work on a project regarding digital
literacy of patients of MAHATMA GANDHI
HOSPITAL, JODHPUR

Key Learnings

Importance of signages

Signature of the Student

Approved by the IIHMR University’s Mentor




Week 3 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan
Roll no: 2011
Stream: MBA (Hospital and Health Management)

Activity Done Designing Signages

Hospital service class by Dr. Mahinder sir.
Linking theory (Classroom learning)
with practice at your organization

Following are the gap identified:

Gaps identified on the working area. Revolutionary changes needed in the entire

hospital sign bords

1- No same language, colour used

2- Some places /rooms are incorrectly
mentioned.

3- Some rooms have wrong room no.

e Unwanted old signboards

Suggestions for improvement Defective signages replaced by correct ones

Importance of signages
Key Learnings

Nigtho-

Signature of the Student

Approved by the IIHMR University’s Mentor



Week 4 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan
Roll no: 2011
Stream: MBA (Hospital and Health Management)

Activity Done Work on MAA yojana.

Linking theory (Classroom National health program lecture by Varsha Tanu
learning) with practice at your mam.

organization

Gaps identified on the working Following are the gap identified:
area. 1 insurance claim are not 100%.
2 proper note, other problem identified.

Suggestions for improvement Work on Human resource planning in hospital ward.
And started to work on a project regarding digital
literacy of patients of Mahatma Gandhi Hospital,
Jodhpur

Maa Yojna
Key Learnings

Nishdhn

Signature of the Student

Approved by the IIHMR University’s Mentor



Week 5 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan
Roll no: 2011
Stream: MBA (Hospital and Health Management)

Activity Done Que management in department of medicine
dermatology and ECG.

Lecture by Mahinder sir in Hospital Services
Linking theory (Classroom learning) |module
with practice at your organization

Gaps identified on the working area.  [There was rush during peak hour of OPD. a proper
framework has been prepared and given to the
reporting officer.

Suggestions for improvement Work on Human resource planning in hospital
ward an continue working on MAA
lyojana.

And started to work on a project regarding digital
literacy of patients of Mahatma Gandhi Hospital,
Jodhpur

1)People Management
Key Learnings 2)Infrastructure Understanding
3)Probable Solutions

Nisgdho
Signature of the Student

Approved by the IIHMR University’s Mentor



Week 6 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

Maa yojana report submitted.

Linking theory (Classroom
learning) with practice at
your organization

Lecture by varsha mam and financial management classes.

Gaps identified on the
working area.

Dr. diagnosis and package selection are mismatched
Lack of photographs.
Missing reports.

Suggestions for improvement

A full time cameraman.
Seminar to dr. regarding the same.

Key Learnings

Money management.
Analysis of data.

Nighdho.
Signature of the Student

Approved by the IIHMR University’s Mentor




Week 7 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan
Roll no: 2011
Stream: MBA (Hospital and Health Management)

Activity Done Biomedical waste management staff training.

Human resource management lectures.
Linking theory (Classroom
learning) with practice at your
organization

Gaps identified on the working  [Unskilled laborers are not all aware about the seriousness
area. of the hazardous waste that the are dealing with.

Suggestions for improvement Increasing their salary.
Sensitize them about the danger of waste.

Key Learnings How to deal with unskilled staff understanding the needs
of people.

Nisthe-

Signature of the Student

Approved by the IIHMR University’s Mentor



Week 8 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan
Roll no: 2011 Stream: MBA (Hospital and Health Management)

Activity Done

Human resource management in medicine ward.

Linking theory (Classroom learning) with
practice at your organization

Human resource management lecture.

Gaps identified on the working area.

So many helpers were appointed without a proper
record.

No record of work distribution.

Lack of computer operator.

Suggestions for improvement

Appointing computer operators.
And the bed side pharmacist.

Key Learnings How to take full use of resources appointed.
How to assign task.
Nigtdho-

Signature of the Student

Approved by the IIHMR University’s Mentor




Week 9 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

DDC process mapping.

Linking theory (Classroom
learning) with practice at your
organization

Medication management classes by Saurabh Banerjee sir

Gaps identified on the working
area.

Medicine not arranged in alphabetical order.
No serious gaps identified.

Suggestions for improvement

Seriousness of dispensing
/And arrangement of medication.

Key Learnings About generic medicine
Dispensing and uses.
-
Nighding

Signature of the Student

Approved by the IIHMR University’s Mentor




Week 10 Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area Project of Summer Internship:

Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

Housekeeping Inspection

Linking theory (Classroom
learning) with practice at
your organization

Importance of Housekeeping Department
in Hospital

Gaps identified on the
working area.

DIrregular Cleaning

2)Improper behavior of housekeeping staff

3)Lack of training among the staff

4)Lack of personal safety among the staff involved directly in
the cleaning process which leads to the exposure of many
Hospital Infection

Suggestions for improvement

Need for a documentation process of cleaning and
training required for the staff

Key Learnings

Roles and Responsibilities of Housekeeping Department

Nishdha

Signature of the Student

Approved by the IIHMR University’s Mentor



Compiled Report

Name of the Organization: Mahatma Gandhi Hospital, Jodhpur

Area/ Department/ Project of Summer

Internship: Administration

Name of the Student: Nishtha Prakash Chauhan

Roll no: 2011

Stream: MBA (Hospital and Health Management)

Activity Done

1-study to reduce claim rejection under MAA
lyojana in hospital.

2-signage audit and designing new signages.
3-biomedical waste management sensitization.
4-designing of OPD flow and patient direction
system.

5-DDC management

6-housekeeping inspection

Linking theory (Classroom learning)
with practice at your organization

1-Related to healthcare finance, health insurance
system and operation management.

2-hospital planning and facility management also
quality assurance in hospital.

3-hospital operations management, environmental
and legal issues in healthcare.

4-patient relation management. Quality
maintenance.

5-Medication management

6-importance of housekeeping in hospital.

Gaps identified on the working area.

Delay in data entry

Lack of real time updates

Lack of training

So much hierarchy in the hospital

Lack of regular maintenance and audits
Resistance to change

Suggestions for improvement

-Develop a checklist for claim filing.

-A fulltime photographer as majority of claim were
rejected due to lack of photographs.

-Bilingual signage, color coding, regular
maintenance and audit.

-Awareness about color coding bins.

-creating a visual flowchart with stepwise

directions.




-restructuring and digital queuing
-proper hierarchy needed.

Key Learnings

Field observation

Setting priorities and doing work in a flow
How to make patient centric process design
Understanding of hospital operations,
administration and quality.

About various public policies by government
Practical application of HHM subjects

And overall personality development.

Nishthe.
Signature of the Student

Approved by the IIHMR University’s Mentor




