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INTRODUCTION

• OPD acts as the first point of contact between the hospital and patients and OPD is 

where patients form their  opinions of the hospital

•  The quality and efficacy of treatment at the hospital can be evaluated by the 

patient’s outcomes and their  waiting time. 

• Prolonged waiting time has a significant association with patient’s dissatisfaction.

• The time-motion study is a business efficiency system that studies involve the 

collection of data regar ding the amount of time necessary to per for m a specific 

movement or task.



Measure and assess the average time taken by an outdoor 

patient during each visit in various OPDs and to find out 

areas where delay takes place and suggest measures.

RESEARCH QUESTION ?



• To evaluate and reduce average waiting time in OPD in Max 

Vaishali Hospital to improve patient sar tisfaction.

• A rigorous time motion study, to contribute to the body of 

knowledge sur rounding OPD workflow optimization, ultimately 

benefiting both healthcare professionals and patients.

OBJECTIVES

AIM

• The study aims to identify bottlenecks, inefficiencies, and areas 

for improvement in the OPD workflow



METHODOLOGY

STUDY DESIGN: Systematic Random Sampling

SETTING: Max Hospital, Vaishali, Ghaziabad (370+ bedded)

STUDY POPULATION: Orthopaedic OPD, Oncology OPD, 

Gynaecology & Obstetrics OPD, Gastroenterology OPD, 

Neurology OPD.

DURATION OF STUDY: 6th March to 19th May

SAMPLE SIZE: 100 patients.

DATA COLLECTION: Direct and Primary Data collection.

DATA COLLECTION PROCEDURE: Direct observation 

and department wise appointment list (Qikwell software).



PROCESS 

FLOW OF OPD



  March

  

  1126

  

  April

  

  1261

  

  May

  

  1270

  

Total number of OPD patients





  Cr iter ia

  

  Percentage

  

  <15 mins

  

45.27

  15-20 mins

  

36.37

  20-25 mins

  

  12.24

  

  >25 mins

  

  6.12

  

Waiting at Billing Counter



Waiting after Billing for consultation

  Cr iter ia

  

  Percentage

  

  <15 mins

  

42

  15-20 mins

  

29.1

  20-25 mins

  
18.3  

  >25 mins

  
11.22  



Delay dur ing 

billing

29.1%

Doctor is on 

round

27.2%

Long billing 

queues

17.5%

Patient ar r iving 

ear ly

11.7%

Doctor is in 

OT

9.7%

Uneven patient 

flow

4.9%

Reasons for increase in OPD waiting 

time



Printer not working

Environme
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Frequent hanging of system

Shortage of card machine

Non availability of 

wheelchair

Addressing queries

Difficulty in contacting doctor

Refund issues

Handling of cash

Discount process for panel 

patients

Common counter for both 

walk in and prepaid patients

No enquiry counter

Token display not visible

Lack of information by 

staff

Lack of coordinator

Management of GDAs

Non availability of doctors

Difficulty in interpreting 

prescriptions

Increased 

waiting 

time

FISHBONE ANALYSIS



RECOMMENDATIONS

• Doctors should take rounds before or after OPD hours and coordination 

between OPD and OT timing

• Doctor’s appointment slot can be ar ranged according to the average time taken 

for consultation in visiting one OPD patient 

• There should be more stations for billing and registration.

• Better  queue management system in case of rush.

• Registr ation billing and registr ation forms for new patients.

• Clash of premium patients with normal cash patients/Prepaid and normal 

patients’ line is same in some depar tments.

• There should be a well-trained nurse/other staff present in the OPD during the 

peak hours.

• Token counter system which is there, if made operational, then it will reduce 

the inconvenience and will make easy for the patient to wait.



CONCLUSION

The present study has brought to the sur face cer tain gray areas to which the 

hospital needs to pay attention. Patient satisfaction is an impor tant indicator  that 

reflects the quality at any level of health services. Many factor s are responsible for 

patient dis- satisfaction, such as queuing time, waiting time, physical facility 

available at OPD registr ation counter  area, and lack of proper  signage system. The 

study was conducted to see the waiting time in all the par ts of an OPD Overall, the 

study showed that the waiting time is on the higher  end, recommendations are 

given to reduce the waiting time.
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