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The outpatient department is the division of the hospital
which offers types of assistance to a patient who isn't
hospitalized. OPD of the medical clinic becomes one of
the significant zones as it is the primary spot of direct
experience with the patient and one of the significant
incomes producing zone too.
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Research question

What is the current process flow of the OPD

department of the hospital?

What are the possible factors, directly affecting

increased waiting time in Registration, Refraction,

and Retina department (if any)?

What are the possible solutions for reducing the

waiting time?

Study design

Descriptive Cross-sectional

Study setting

Outpatient department of Sankara Eye Hospital, 

Coimbatore

Study duration

3 months- 3rd February 2020 to 2nd May 2020

Sampling

Sample size- 150

Sampling Technique- Non- probability, convenient 

sampling Data collection

Primary data- Real-time tracking with a

mobile stopwatch

Secondary data- Information gathered from

HIS
Inclusion criteria

Data were collected of the patient visiting OPD between 

working hours 9 am to 6 pm

Data were collected only from 3 OPD departments i.e., 

registration, refraction, and retina

Exclusion criteria

Investigation, counselling, optical and pharmacy 

waiting time are not included
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Observation
Average waiting time at 
registration, refraction, and 
retina were 23 minutes, 6 
minutes, and 41 minutes 

respectively.

Impact
Increased waiting time leads 
to dissatisfaction in patient.



Observation
66 percent of total patients going to the retina 

department were given dilatation drop.

Observation
The graphs show the average 

waiting time of patients with 
dilatation process and 
without dilatation process 
which is 42 minutes 

and 24 minutes respectively.

Impact
Dilatation was found to be 
one of the important causes 
of delay in the waiting time 

of the retina department.



Observation
C- chart of all the three 
department shows 
unpredictability and 
instability of the process.

Impact
Increased waiting time.



Appointment and walk-in cases

are considered the same.

May I help you person given

other roles and responsibility as

well.

Improper placement of May I Help

You board

No display about fast track

services.

The undefined task of VCT and

optometrist.

Dilation not checked at regular

intervals.

Patient waiting for specific

doctors.



Process Waiting time as 

described by Hospital

Observed average 

waiting time

Registration 10 minutes 23 minutes

Refraction 20 minutes 2 minutes

Doctor's Consultation 10 minutes 40 minutes

Dialatation Procedure 30 minutes 34 minutes

Doctor's Review 10 minutes 11 minutes
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Some observation from software
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General observations

Different series of token 
generated for old and 

new cases

Different case sheet 
format for adult and 

pediatric patient

File is transferred within 
the departments and 
not given to patients

Software to keep track 
of patient movement



Suggestions

❑ Appointment must be given priority and the patient should be encouraged to book an appointment 

before their visit.

❑ Dedicated person for may I help you desk and he/she should be allowed to help people in filling 

registration form who so ever needs.

❑ Must be in clear view.

❑ Must be displayed in printed form near registration so that patients can avail of the service.

❑ Maintaining duty roaster for them.

❑ Introduction of dilation sheet.

❑ Displaying consultant timings in OPD as well as an online platform.



Study affirms that outpatient department is one of the important department of hospital which 
straightforwardly relates to patient satisfaction and hospitals are facing issue with increased waiting time 
in outpatient department.

To have a decent informal exchange among patients, outpatient department is the significant area to focus 
upon.

Conclusion




