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| AEC English 75 5
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K
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ENVIRONMENT

§~
ALTH CARE AND HOSPITAL
= MARKS: 80T + 201

e ~ pcM101-HE

1~ “Health Care Regulation — “WHO, Internatlona

UnitV
" Epidemiology — Auns Pnnc1ples —Descnptlve Analytxcal

= Uses

" CREDITS: 5 : |
Objectlvc To make the student understand Health Care Sector and Hospital set up in'a larger perspectiveé with
an emphasis on the systems. ' ;

Unit] ’
Introduction — Theoretical framework E
Economic Environment = Competitive Environme
Socio Cultural Environment - International and Technologic
Unitkd - ' | ’ B ‘
I to Understanding the Health Care Systems — Evolutlon - Institutional Settings - Out
Pedratrlc services — Dental services —

A COnCeptual Approac
Patient services —
ical Services — Operatmg
y services — Anesthesia services —

Medical Services — Surg1
rvices — Casualty & Emergency servi

onmental Scanning — ‘

and Fxtcrnal — Envir
nvironment —

Invironment - Internal
Politico Legal E

nt — Natural Environment —
al Environment.

department—
ces — Hospltal Laborator
rvice — Neurology services.

Psychiatric se

Obstetrics-and Gynecology services — Neuro Surgery se
Unit III

Overview of Health Care Sector in India — Primary care Secondary care — Tertiary care — Rural Med:cal care —
urban medical care — curative care — Preventive care — General & special Hosprtals-Understandmg the Hospital
' Management — Role of Medical, -

Nursing Staff, Paramedical and Supportmg Staff ‘Health Pollcy Populatlon Pohcy Drug Pohcy—— Medical

Education Policy , R } » |
IMA, MCI State Med1ca1 Council Bodtes

UnitIV - .
1 Health regulatlons
d other Health care Dehvery Systems

Health universities and Teaching Hospitals an
and Expenmental Epldemlology Methods

Reference Books
Paul’s Readmgs in Economzcs Tata McGraw Hlll New De1h1 1992 .

Dw1ved1 DN. Mcroeconomzc Themjy, Vikas Pubhcatlons New Delh1 1996 Seth M LMacroecotzontzcs

' Laksmmarayana Agrawal, Edu,Pub.Agra. 1996 -
e Varshey, RL. & Maheshwan KL, Managerlal.Economzcs Sultan Ch
: A and Delhl 1996 P
Fredrick, B. ,Health Economlcs Oxford Pub., New York 1997 ' etel‘,Z &

| z‘?zigngia:;?{%?gUPHegiﬁ ﬁlcolngoé;zzcs O)tford Pub. New ‘rork 1 ?97 Mllls A & Lee K.

X ;If};,g‘agiia;?, ;ﬁ;ﬁ;ﬁﬁ%’»f [e{;ﬁz‘g the Hos‘r)rtal Envzronment Deszgn Mozntenance and | | B

. g(%lg JE; Park K, Textbook of preventlve ano eomal medlcme 20th edmon Betnarsrda.s Bhanot t;ubllshers
S.L GOEL; Healthcq;e Managerrient ano? Admzmstraizon , beep & Dee_p puhli cati orls Ptzt.Ltd., New Delhi
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~  Functions of Hospital Fro

|
' ” AL OPERATIONS MANAGEMENT .
HOSP.IT MARKS: 80T + 20X

HCM 102

e e i t with hospital op v "
Objective: To familianze the studen Y heathcme oD blishment, apart from productivity aspects.

purchase and inventory management 11

Ms CREDITS: 5 ' »
UH ; | b crational activities. The student shall understand the process of

Unit—-1" :
i :ons of Hospital Front Desk Coordinator
O ovspita] Fr nt Desllc)Coordinmor, Patient Management, Front Desk Management

ords — Ambilatory Care- Death in Hospital — Brought- in Dead.

Front Office-Admission — Bi . .
Maintenance and Repairs Bio Medical Equipnient.
Unit3 -~ ° ' | \ : - ’ B
Clinical Services- Clinical Departments — Outpatient depanment_gQPI?) _ Introduction — Location — Types of patients in
OPD — Facilities — Flow pattern of patients — Training and Co-ordination.; -

Radiology — Location— Layout — X-Ray rooms — Types of Xray machines — Staff - USG — CT—-MRI- ECG.

.

Unit 4 : =i : _ , )
Supporting Services — House Keeping —_Linen and Laundry, - Food Services -Centr_al Sterile Supply Dgp.a}'tment (CSSD)—
Facility Location and Layout importance of location, factors, general steps m_locat;on and selection decision proceslsc, '
types of lay outs — product, process, service facility layout; Introduction, setting wqu standards, techniques 9f WOT.
measurement, time and motion study, standard time, PMT, work sampling, calibration qf hospltal‘eqmp.mer.‘lt S. .
Productivity measures, value addition, capacity utilization, productivity — capital operations, HR, incentives calculatl'on,
applications in hospital : L foaaE, g Ty e : ,
tion — financial aspects of purchasing — tactical and
aluation and accounting for inventory —

d replenishment concepts'— protecting inventorys; Value

Unit 5 : : o : R e
Purchasing stratégy process — organizing the purchasing func , _
operational applications in purchasing management Inventory Management: v
physical location andcontrol of inventory — planning an

Management, Value engineering, value analysis.
Reference Books: e 20 1K
o "Madhuri Sharma, Essentials fo
" Publications. LR ' o ;

e  Sakharkar BM, Principles of hospitals administration and planning,
" Mario C de Souza: Hospital Administration, New Delhi, 2000. - : : i _
) spital Administration, 14 (13), 1977.

e Reaction of patients towards evening OP services in Delhi Hospitals, Ho.
] Suites, National workshop on hospital planning and Design, AIIMS, New

e Chakravarthy S: Planning of Surgica
Delhi, 1987. Prabhu KM, Sood SK: Hospital Laboratory Services Organization and Management, Joumal of
Academy-of Hospital Administration, 2(@) 1990. - =~ . : k] _ .

e - S.L.GOEL, Healthcare Management and Administration,-Deep & Deéep Publications Pvt. Ltd., New Delhi.
Srinivasan, A_V.(ed), Managing a Modern Hospital, Chapters 12, Response Books, New Delhi 2000. Schroedev,
Roger G, Opeérations Management — Decision Making in Operations Function, McGrawHill, New Delhi. -

e Buffa, Elwood $.-and Sarin, Rakesh K.., Modern Production/Operations Management, John Wiley & Sons,

Singapore, 1987 : ,

7 hospital support services and physical infrq&tmc_ture, Jaypee quthers

'Ja)}p:(je_é Brothers publications. Francis CM,




" Concept of Management and

" process, preconditions — |

Unit IV
Styles — Motivation — Communication.

- organizational culture - Org

MANAGEMENT PROCESS - ,
- MARKS: 80T + 201

HCM 103 - ORGANISATION AND

CREDITS: 5
r is to teach the students the principles of management including

:octive of this pape

J . - -
d organizational development.
ciples

Objective: The ob

group dynamics an
es to Management — Universality of Management Prin

siness. Planning — Nature, purpose, steps, types =

Business — Various approach
1 — making process.

Social Responsibilities of bu

Unit I
nt by objectives — Decisiot

— Functions 6f Management —

objectives, purpose — Manageme
mportance, methods of
on — Delegation, concept uses,

t of conflict —

se, principles: Depanmentalizatioﬁ i
al conflict — Types — Managemen

Unit IT
Organizing: Nature and purpo. Depar i
Departmentalization. Span of control Decentralization and deleg.qtn
Line and staff Relationships - Organization
Resistance Measures.) — Management of change

(Organizational change —
m, Maslow, Herzberg.

Unit IOl B : o Wi
Directing, Nature, Managing the human factor, Motivation, techniques, theories of Vroo .
‘Leadership — Definition functions and nature —Theoiies of leadership: Trait theory, Situational theory, and managerial
Group Dynamics — Formation and Development of Groups — G_fopp cohesiveness — Stress Management. Leadership
Organizational culture Creating and sustalmng
Organizational -~ .

Organizational Development — Interventions Techniques - Assessment —
anizational climate.~ Developing sound organizational climatc — ¢

effectiveness . -

Reference Books: o : o
«  Koontz ‘O’ Donnel and Weirch: Man;igéinent (Tokf(;,Mchﬁw 12111) RO R T A
Last and Tenscnzing: Organisation and Mangement(New York: McGraw Hill 1980). Peter F.Drucker: The
anagement (Bombay_:Allied,qulishJ:ng Co., 1989). Fred Luthans. Organisational behavior,
r at Work, Tata McGraw Hill, New Delhi. Abraham K.Karmam. Organizational
bbins. Organisational Behavior, Prentice Hall New Delhi.

* Practice of Mi
McGraw Hill Co., Tokyo. - -

. Keith Davis. Human Behavio
‘ Behavior, Prentice Hall, New Delhi. Stephin P.Ro




| SKILL - MANAGEMENT INFORMATION SYSTEMS IN HOSPITALS
MARKS: 80T + 201

CREDITS: 5
Objective: To make the student understand MIS asa managerial decision- makmg tool and to know the

sources and compiling of MIS.

Unit —

Introdncnon to Management Information Systems

Decision theory - Managerial Decision-Making Process Techniques — Major Trends in Technology in Decision
Making - Computerized data processing — Decision Support Systems — Expert System — Exécutive Information System
— Health Management Information System.

UnitIT He alth Records : '
The world of Informatics The future of healthcare technology-Functions of the health record —Changing functions of
the patients record — Privacy and confidentiality and Law -Advantages of the paper record — Disadvantages of the

paper record — Optically scanned records — The electronic health record — Automating the paper record — Advantages
of the EHR — Disadvantages of the EHR — Bedside or point- or-care systems — Human factors and the EHR —

Roadblocks and challenges to EHR 1mplementatlon

Unit IIT TELEMEDICINE ;

Telehealth - Historical perspectives — Types of Technology — Clxmcal initiatives — Administrative initiatives —

Advantages and Barriers of telehéalth — Future tréends — Summary-The future of Informatics: Globalization of -
Genomics — Advances in public

Information. Technology — Electronic communication — Knowledge management —
health — Speech recognition — Wireless computmg Secunty Telehealth Informatlcs Education — Barriers o
Informatlon Technology 1mplementauon : , _

Unit IV Software Appbcatlons in ‘Health Care :

Awareness on the appllcatlon of computer soﬁware packages m Varlous functlons of HOSpItal Internet and.
Intranet and their apphcaﬂon in healthcare ' . T P PRt Ry :

Umt ¥ Demo of a model software package for a hospltal = " T

Green. E. Paul. Dana]d S Tu]l Gerald Albaum Research for Marketmg Demsxons Prentlce Hall, New Delh1

Fig Reference Books. X

...
1996... - :
Plane DR and Kochenberger GA, Operations Research for Managerial Decisions, Richard D Irwin Inc.

Ghosal, A., Elements of Operatlons Research, Hmdustan Publlshmg Corporatlon, New Delhi. 1969
Homewood, 111.1972 ‘Gordon B.Davis and M.H. Olson; Management Information Systems — Conceptual

_ foundations, structure and development McGraw Hill Publishing, 1984.
Erid Muford Eﬁ'ecnve Systems desxgn and requlrements ana]y51s McGraw Hﬂl 1995.

Mahadeo Jalswal & MomkaMltal Management Informatlon System, Oxford Umver51ty Press 2005. Rajesh

®
Narang, Data Base Management System, Prentlce Ha]l Indla :

Private Limited. New Delhi. 2004.
Sadagopan .S. Management Informatlon System, Prentlce Hal] India anate Limited, New Delhi 2004
Kenneth .C.Laudon & Jane P. Laudon Management Infonnatlon System Prentice - Hall India Private

. Limited, New Delhi, 2006." . .
e Jerome Kanter, Managing with Informanon Prentice Hall Indla anate lelted NewDelhx 2004 4™
Edition. Internet: An Introduction— CIS Series, Tata M cGrawHJll ¥ -

o Informatics for Healthcare professional - Kathleen M, ' ' P

e Management Information system - James Q Bri te McGraw Hill. p&}_b
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HCM 201 - PATIENT BEHAVIOR AND CARE
. MARKS: 8OT + 201

CREDITS: 5
Objechvc The ob)ecnve is to make the student understzmd the psychosocial aspects of the patient and resultmg behaVl oL

ina stressﬁﬂ condition.
-Patient Behavior— Models of Patient Behavior-Patient Motivation —

Introduction — Patient Rights
Patient Perceptxon Attitudes
. Attitude Change — Persona

Opinion =
Leadershxp Family Decision Mz qkmg-
Is for panems and personnel. Service Buying Behavior — Psychographics —

Umt ' "
lity, Patient Involvement and Decision Making, Referénce Group Influerice

Umt -0

Policies and pmccdurcs of the hospital
Lifestyles — T :
Infonsg:mon Search Process Evaluamlg Criteria-Audit of Patient Behnyror

Unit -IT Patient care - hopl
. Introduction, Importance of improving the quality care of patients, role of natural and human resources in patient care
management, patient counselmg for surgxcal procedures for treatment gnef counselmg, protoco]s Medicare

~standards. - .
tMedlcal Oﬁicer N1 ght duty Execu’nve ‘Public and

Unit -IV HospxtalAdmlmstmtlon :
Role of Medical Supenntendent, Hospital Admlmstrator Re51den
-guest relation: importance in patient care,-information. regardmg patlents -code of press relauons med1ca1 mformanon, :

patient mformatlon booklets, attendants management

Unit -V ‘Legal responsxblhtles :
Essential documents, state licensure, c1v11 nghts authonty_ of exammanon treatments autopsy

responsibilities of medical staff; tort 11ab111ty, insurance, use of investigati onal drugs

General policies and procedures of the hospitals for patients and personne‘]
Need, Iegal nnp11catmns Pollutxon Control Board act safe collecnon segregatlon dlsposal dumpmg, 1ncmerat10n

eference Books.

e Llewellyne Daws and H.M. Macacaulay, Ho.spztal Admznzstratzon and Planmng, J P Brothers New Delhl, 2001-
- S.G.Kabra, Medical Audit.
Arun Kumar (ed) Encyclopea’la of Hospltal Admzm.stratzon and a’evelopment Anmol Pubhcanons New Delhl,

- 2000. -~ - ;

o SnmvasanAV (ed) Managzng a Moa'em Hos;wtals Response Books New Delh1 2000.
EnvzronmentManagement System ISO 14000.Documents. .. -~ -
Syed Amin Tabish, Hospital and Health services Aa’mmlstratzon Prmczples and Pr actice, Oxford Pubhshers

- NewDelhi, 2001.
Liewellyne Daws and H. M MacCaulay, Hospltal Admlmstratlon and P]anmng, J P. Brothers New Delhl 2001




e
\\3 HCM 202 - CUSTOMER SERVICE EXCELLENCE AND PATIENT SATISFACTION
| MARKS: 80T + 201

CRBDI TS: S
Objccnve To undeistand the impottance of customer sérvices and its relation to patient satisfaction.

\\
A\

N
(VS

Nk

UNIT I: Patient-Centred Customer Service
Identification of patient needs and resolution mechanisms. Internal processes for patient concern handling.
Promotions, tariffs, and schemes offered to clients, Building einpathetic relationships with patients and visitors.

3
h
Professional methods of handling querics fiom patients/visitors

. UNIT II: Communication, Sensitivity, and Professionalism in Healthcare
& Principles of effectivé communication in healthcare. Gender and social sensmwty in patient interactions. Role of

body language and dress code in healthcare settmgs Professmnahsm and cultural awareness in patient-centred

]
service

}. - UNIT III; Patient Feedback and International Chent Management
Techniques for obtaining patient and. visitor feedback. Using feedback for protocol and pohcy 1mprovement

Corrective actions and continuous improvement in healthcare service
Special considerations for managing forexgn clients: . u B,
o Cultural differences

o Language barriers ;
.. Hospitality and mtcmauonal scrwcc standards 3

UNIT IV: Conducxve Environment and Emergency Preparedness .
Factors necessary to make patients feel safe and comfortable. Psychologxcal and physxologlcal lmp'tct of comfort

on health outcomes. Importance of cleanhness hyglene and mfecnon control Patient envxronments in varlous

contexts:
o Roadside emergenc1es :
o Home-based care -
o Ambulance services "

o F Iospltal set(mgs

- TINTT V' R:ghts and Responslblhtres of Patlents T : i, =
" Overview of patient rights in healthcare: mnhdenhahty, dlgmty, mformed cnnsent Responslhlhtles of patxents in
hcealtheare delivery. Role of hospital front desk coordmutor in safeguardmg patlent a ghts Reportmg and escalauon

of non—conformance to competent authontles R

Reference BOOkS' . b Pk i L A
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e Ghosal A. Elements of Operatlons Research HmdustanPubhshmg C01porat10n New Delhl 1969
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- organization of HR

' Requirements — Job An

- UnitIV :
" -Career P]anmng and Development -

£ Refenence Bool{S'
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ICM 203 - HUMAN RESOURCE MANAGEMENT
' MARKS: 80T + 201

he student about the Human Resource function relalmg to the

CREDITS: 5
velopment and industrial relations

Objective: The objective of lh
Department,

is paper is 10 teacht
t. recruitment, training and de

Meaning and Definition — Functions — Objectivés —

n Resource Management =
{Personnel / HRM in General and with reference to HR

Unit I S
Nature and Scope of Huma
Ol‘g'lmZ'mon of HRM Department = - Policy Evolution o
" department in hospltal
Unit I . ~ p
Resources/ Planning — ‘Forecasting and d etermination o current and Future Human Resource
Selectlon Onentatnon (Soclahzatlon) and P]acement

Acquisition of Human
alysis and Job Design Recruitment -
nt - Motivation —

an Resources /- EmpIOyment Trau’ung and Management DeveIOpme
ce of Human Resource = -Employee Compensatron -J ob

Unit III

Development of Hum

Performance Appraxsal Performance Counseling, Maintenan
Promotion and Transfer Pohcxes Methods

evaluanon Incenuve Payments
and Development system Acuons— s

Process Steps in (‘areer Plannmg
Prereqmsrtes*for SUCCESS — key lssues mrcareer’ development S
Empl oyee relatl ons Gnevanc'e, Procedure —Guxd elines for handling

L UnitV - Bt :
‘Industrial Relations—F ramework for employ
quahty of work hfe : i

gnevance — Work eth:cs - Work culture and
David A De Cenzo & Stephen i Robbms Personnel / Human Resource Management Prentxce Hall of Indla
Private Limited. - -~
Flippo, Edwin B. Pnncxples of Personal Management Tnternatlonal Students Edm on McGraw Hill Book
-Company.- ..
Human Resource and Personal Managernent Tata McGraw H111 Pubhshmg Company Garry Dessler Human :
Resource Management. :
tratzon and Human Resource Management Prentlce Hal Of Indla anate

Goyal. R.C., HospzlalAdmmzs

Limited, New Delhi, 2005.
V.P.Michael, Human Resource Management

- .'Arun Monappa — Managing Human Resource -
"~ - Mlirza Saiyadan, Personnel Management and Human Resource; -
d Industnal Relatlons Sahltya Bhav'm Agra Akhilesh &

T. N Bhagoriwala, Personnel Management an

Nagaraj HRM 2000 Indian

‘e K.N.Subrahmanian — Perspective Wages
Government of India — Report on National Commnssn on on’ Labour
Productlwty

Ioumals Indlan J oumal of Labour Economxcs - Manpower J oumal

and Human relatlons Hlmalaya Pubhshlno House
- Tata McGraw Hlll Pubhshmg Company. Arun Monappa and




SYSTEMS

SKILL - MANAGEMENT CONTROL :
; MARKS: 80T + 201

CREDITS: 5
ith the systems of management control and

Objective: The objective of this paper is to ncqumnt the student wi

performance evaluation in Hospitals.
UNIT-I: HealthPolicy and Hospital Performance: Role of Ministry — Academia ~ Government — NGOs — Pol itical
— Leadership in Healthcare. Health care targets — financing systems — resource
1 — manpower - technology

Influences — Key Policy Players
allocation — health services allocation — remuneratior
gement Control: Responsibility Centers — Expense Centers -Revenue Centers — Profit

UNIT-II: Structure of Mana

Centers- Investment Centers, Research and Development Centers- Transfer Pricing — Objectives — Methods — Pricing
Corporate Services and Administration of Transfer Prices.

UNIT-IIT: Management Control Process Strateglc Planning— Programmmg and Budgeting — Performance Evaluation
- Perfommnce Report Preparatlon # _ :
UNIT-IV: Corporate Strategy — Strategw Busmess Unit Concept Top Management Style— Management Control in

Heahhcare Seche Orgamzanons
UNIT-V: Management Control mMultmatlonal Corporatlons (MNCs) ObJectlves Charactensncs Performance

Measurement System for Subsdxanes

Suggested Books: o e g _
® Management control Systems Robert Anthony and Vljay Govmdarajan T ata — McGraw-H111 publlshmg

Company, New

Delhi. e B L%
~ 'Management Control Systems N. Ghosh Prenuce Hall of Indla . e A | : = Fagiae L 2
Management mformanon and control systems -Dr. Sushlla Madan. Taxmann AIlied Service‘s PVtQ Ltd., NeW' :

" Delhi. 4 |
Management Control systems Text and Cases Subhash Sharma Tata- MCGI“aW—Hl ll pubhshmg Company,

New -
e vDeHn.




