Time Motion study to reduce patient waiting time by using
DMAIC approach of Six- sigma at Registration, Refraction
and Retina department of Sankara Eye Hospital,
Coimbatore
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Research quesrion/

What is the current/ process flow of the OPD

ﬂqriment of the hospital? e
"What are the possible factors, directly affecting @ = ~’

increased waiting time in Registration, Refraction, j’/
.and Retina department (if any)? /
What are the possible solutions for reducing the (¢4 :\ Study design
waiting time? JA Descriptive Cross-sectional

7
Study setting angp\m/i;n’g
Outpatient department of Sankara Eye Hospital, e a—
Coimbatore ®

//:y Study duration

\J @} 3 months- 3" February 2020 to 2" May 2020
Sampling -
Sample size- 150 /=
Sampling Technique- Non- probability, convenient W S"j"g
sampling - Data collection

/\—-;_a Primary data- Real-time tracking with a

/‘i'ﬁ mobile stopwatch
Inclusion criteria - Secondary data- Information gathered from ~
Data were collected of the patient visiting OPD between - HIS
working hours 9 am to 6 pm Dr/: ) i 4
Data were collected only from 3 OPD departments i.e., cinere Exclusion criteria
registration, refraction, and retina N I[\_)lesti ation, counselling, optical and pharmacy

waitingutinfe are not included St /
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AVERAGE WAITING TIME IN
DIFFERENT DEPARTMENT @

50 .
41 minutes .

a0 Observation Impact
E 30 23 minutes Average waiting time at Increased waiting time leads
S registration, refraction, and to dissatisfaction in patient
£ 6 minutes retina were 23 minutes, 6 i
" . — minutes, and 41 minutes e

Registration Refraction Retina respectively. oy

Department
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Percentage of patient going for dilatation processin
Retina department

O Dilatation
34%

No Dilatation

66%

<

Observation

66 percent of total patients going to the retina
department were given dilatation drop.

\

Average waiting time of patient with dilatation process
and without dilatation process

42 minutes

Time [inmins.)
b= = Ped Ped LA LS (=9
[ [ I ) L1 o3ooun -] [ g B ) L

With dilstation

O

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.

24 minutes

Without dilataion

Process

Impact

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

of the retina department. /
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Waiting time c- Chart of Registration

) 4

Total waiting time c- Chart of Retina

teo department

Time (in mins.)
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Observation

C- chart of all the three
department shows
unpredictability and
instability of the process.
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\ Fish Bone Diagram

I (B

without informing Increased

waiting time in

Appointment and walk-in patients in same gueue OPD
. . Department
Dilation not checked at regular mtenval
Doctor occupled in work——— Queue management

First In First Served not followed

process not captured in Simplfle Software

Environment Method
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. | Process Waiting time as Observed average
described by Hospital waiting time
o
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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Department Threshold Waiting Time

W Sopoinment
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Some observation from software
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Different series of token Different case sheet File is transferred within Software to keep track
generated for old and format for adult and the departments and of patient movement
new cases pediatric patient not given to patients

U\JQ



Suggestions

[ Appointment must be given priority and the patient should be encouraged to book an appointment
before their visit.

(] Dedicated person for may | help you desk and he/she should be allowed to help people in filling
registration form who so ever needs.

L 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. &

° &



Conclusion

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.






