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Case

by Nimit Gupta

Aamukta was driving her new Hyundai eon car which she had purchased recently. While driving she was making a 
plan for today's dinner as her daughter Manya is turning one year old today. Aamukta is a Customer Care Manager with a 
leading private hospital in Delhi and is working there from past four years. She had applied for a leave today however leave 
was not granted as the other customer care manager from whom duty can be swapped is on official leave. Aamukta therefore 
planned to come early by an hour and leave the hospital by 7:00 pm. At around 6.55pm, when she was packing her bag and 
supposed to call it a day, she got a call from the receptionist, that there is a patient's kin who wants to see her immediately. 
She directed Ms. Sunita, front office executive to send her to customer care office. On enquiring, Aamukta was able to know 
that the patient's kin is furious as the doctor for whom appointment was made is not available. Aamukta is really bothered 
now as what should she do to pacify patient's kin and minimize the agony caused to them.

Advent hospital is a private hospital owned and operated by a well known business group of India. The hospital is 
considered to be the pioneer in this industry and provides comprehensive healthcare services. Advent hospital is a 650-bed 
multi-specialty state-of-the-art Hospital located in North West Delhi. This hospital is a part of hospital chains which 
comprises of other five hospitals; all of them however are located in Delhi state (refer annexure 1). This hospital is a multi 
storied and centrally air conditioned hospital and has average bed occupancy of around 82 %. The hospital is considered to 
be the best in its services in North West Delhi because of its infrastructure and quality of medical experts. Advent maintains 
utmost standards of medical service excellence, patient centricity, upto date scientific knowledge and evolving medical 
education. Advent Hospital is having 4 modern operation theaters which were backed up by experienced and qualified 
doctors from the reputed medical fraternities and having adequate experience in their field of expertise, caring and 
trustworthy nurses and well updated technicians. Since hospital management believes in the philosophy of care and trust, 
all the fraternity members exhibit care, trust and empathy while dealing with patients and their relatives. There are 150 
doctors, 200 nurses and 300 support staff employed in various departments of hospital. The hospital is ISO 9001:2000 & ISO 
14001:2004 certified and strictly follows principles of quality in their processes. Advent is accredited by The National 
Accreditation Board for Testing and Calibration Laboratories (NABL) and National Accreditation Board for Hospitals & 
Healthcare Providers (NABH). 

Advent is a super specialized hospital, in which there are various departments under which the 
treatment/reporting is to be made. Advent has following departments:

Advent hospital has its benchmarking in performing meticulous services to out patients.  Generally patients from 
the nearby areas of 4-5 km radius reports for varied medical services at Advent. In Advent hospital, medical services to out 
patients are provided from Monday to Saturday in two shifts: 9.00 am to 12.30 am in morning shift and from 4.30 pm to 7.30 
pm in evening. Out patient department services is one of the most sought after services in the vicinity. On daily basis, the 

Advent Hospital

Audiology 
Cardiac Sciences
Dental Care
Dermatology
Ear Nose Throat
Endocrinology & Diabetes
Eye Care
Gastroenterology
General Surgery
Internal Medicine
Interventional Radiology

IVF
Mental Health and Behavioural Sciences
Minimal Access and Bariatric Surgery
Nutrition & Dietetics
Obstetrics and Gynaecology
Oncology 
Orthopaedics 
Pain Management
Paediatrics
Physiotherapy & Rehabilitation Condition
Urology

Out Patient Department (OPD)
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