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Dimensions 

Technical – Patient Care 

Financial – Patient Economics 

Emotional – Patient Comfort 
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Patient Care 1 

“Right to Health” 

► 1.8 to 2 bed per 1000 population 

► “Healthcare and not just sick 

care” – focus on: 

► Minimizing hospitalization rate 

► AYUSH 

► Preventive and promotive care 

► Swach Bharat 

► Regulation –  a must 
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Patient Economics (1/2) 

► Cost of care in relation to size of pocket not international reference 
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Patient Economics (2/2) 

► Nanos and Gingers of Healthcare 

 

► UHC – more a matter of political will than economics 

“The issue of universal coverage is not a matter of 

economics. Few percentage of GDP assigned to health cover 

all. It is a matter of soul”  

 

-- Uwe Reinhart, Princeton economist 
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Patient Comfort 3 

► Dignity in conduct 

► Transparency 

► Patient communication 

► Waiting time 

► Responsiveness 

► Coordinated care 

► Patient rights 

► Voice of 

customer 

► Technology 

► Home care 

► Tele-health 

► Billing clarity 

► Look and 

feel 

► Cleanliness 

► Noise levels 

► Food quality Outcome 

Empathy 

Environment 

Ease Empowerment 

Efficiency 
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Approach…patient comfort 

Aspiration KPIs Systems Results 

Patient Stay with in Hospital (Time Lines) 

A
n

x
ie

ty
 

Pre-admission Admission Surgery/therapy Post surgery stay Post-discharge 

► Operator support 

for booking 

► Digital 

convenience (web, 

mobile) 

► Ease in getting 

information  

► Awareness 

► Positioning 

► Waiting time  

► Insta-care 

► Admission process 

► Billing/Information 

► Transparency 

► Staff hospitality  

► Need understanding 

► Signages in multiple 

languages 

► Patient/ relative  

counselling 

► Information sharing  

► Waiting Area 

► Accommodation for 

relatives 

 

 

► Cleanliness and 

housekeeping 

► Visiting hours 

► Staff hospitality 

(nurses) 

► Consultant / resident 

doctor counseling 

► Discharge process 

► Billing process  

► Patient satisfaction 

surveys 

► Discharge Advice 

► Follow up care 

► Post discharge calls 

and support 

► Grievance redressal 

 

 

 

Processes 

 

 

Influencer/relative > 

Patient  

 

 Relative > Patient 

 

Patient  = Relative 

 

Patient > Relative  

 

Patient  

OPD/home OPD/home 

 

Target 
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What will truly catalyse the transformation… 
“Voice of Customer” 

HealthAdvisor ! 



Thank you 


