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COURSE INTRODUCTION / OVERVIEW:

The outpatient department (OPD) is the crucial frontline of any modern healthcare institution, shaping patient
perceptions and driving operational success. This comprehensive training course is designed to equip healthcare
professionals with the advanced skills needed to manage and optimize outpatient clinics for peak performance. In an
environment of rising patient expectations and increasing operational costs, achieving clinical efficiency is no longer an
option but a necessity. This program delves into the core principles of effective OPD management, drawing on established
frameworks for process improvement. As discussed by author Mark Graban in his influential book, *Lean Hospitals:
Improving Quality, Patient Safety, and Employee Engagement*, applying lean principles can dramatically reduce waste
and improve patient flow. Participants will learn to analyze workflows, enhance patient satisfaction, and implement
robust financial controls. BIG BEN Training Center has developed this curriculum to provide a holistic view, integrating
operational tactics with strategic leadership to transform any outpatient setting into a model of excellence, quality, and
patient-centered care. This course offers a complete roadmap from A to Z for mastering the complexities of modern clinic

administration and achieving sustainable operational improvements.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

¢ Clinic Managers and Directors.

e Outpatient Department (OPD) Supervisors.

e Healthcare Administrators and Executives.

e Hospital Operations Managers.

e Practice Managers in private clinics.

e Nursing Managers and Head Nurses in ambulatory care.

e Quality Improvement and Patient Safety Officers.

e Healthcare professionals aspiring to leadership roles in clinic management.

e Medical directors involved in operational oversight.
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TARGET SECTORS AND INDUSTRIES:

e Hospitals and Medical Centers.

Private and Group Medical Practices.

Specialty Clinics (e.g., Cardiology, Oncology, Orthopedics).

Community Health Centers.

Ambulatory Surgery Centers.

Diagnostic and Imaging Centers.

Governmental health agencies and public healthcare providers.

Rehabilitation and Physiotherapy Centers.

TARGET ORGANIZATIONS DEPARTMENTS:

e Operations and Administration.

e QOutpatient Services Departments.

e Patient Experience and Guest Relations.
e Quality Assurance and Improvement.

e Finance and Revenue Cycle Management.
e Nursing and Clinical Services.

e Health Information Management.

e Strategic Planning and Business Development.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

e Analyze and optimize patient flow from arrival to departure to minimize wait times.

Implement key performance indicators (KPIs) to measure and monitor clinic efficiency.

o Develop effective patient scheduling systems to balance provider workload and patient access.

e Apply lean management principles to identify and eliminate waste in clinical processes.

e Enhance the patient experience by improving communication and service delivery.

e Manage clinic resources, including staffing, space, and equipment, more effectively.

e Strengthen financial performance through efficient billing, coding, and revenue cycle management.
e Integrate technology, such as Electronic Health Records (EHR), to improve operational workflows.

e Develop and implement quality improvement initiatives and patient safety protocols.

o Lead teams effectively to foster a culture of continuous improvement and patient-centered care.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, practical, and engaging,
ensuring that participants can immediately apply their learning in their professional environments. This course moves
beyond traditional lectures to create a dynamic learning ecosystem. We utilize a blend of expert-led presentations, in-
depth case studies of successful clinic transformations, and collaborative group discussions where participants can share
challenges and solutions from their own experiences. A significant portion of the training is dedicated to hands-on
workshops, including exercises in patient journey mapping, workflow analysis, and developing performance dashboards.
Role-playing scenarios will be used to hone communication and patient interaction skills. Participants will receive
constructive feedback from both the instructor and their peers, fostering a supportive and growth-oriented atmosphere.
Our approach emphasizes problem-solving and critical thinking, empowering attendees not just with knowledge, but with

the confidence to lead change and drive operational excellence within their outpatient departments.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF MODERN OUTPATIENT MANAGEMENT

The strategic role of the outpatient department in healthcare systems.

Key challenges and trends in ambulatory care delivery.

Understanding the complete patient journey and key touchpoints.

Core principles of healthcare administration and clinical governance.

e Mapping existing clinical workflows and processes.

Regulatory and compliance fundamentals in outpatient settings.

Defining and measuring success in an outpatient clinic.

UNIT TWO: OPERATIONAL EXCELLENCE AND WORKFLOW OPTIMIZATION

Analyzing patient flow and identifying bottlenecks.

Applying lean management principles to eliminate waste in the OPD.

Strategies for reducing patient waiting times effectively.

Advanced patient scheduling techniques and appointment management.

Optimizing the utilization of clinic space, equipment, and resources.

Developing efficient patient registration and discharge processes.

Staffing models and workforce management for optimal coverage.

UNIT THREE: ENHANCING PATIENT EXPERIENCE AND QUALITY OF CARE

e Defining and measuring patient satisfaction and experience.

¢ Developing a patient-centered communication strategy.

o Implementing effective patient feedback and complaint management systems.
e Patient safety protocols and risk management in the outpatient environment.
e Ensuring continuity of care and effective care coordination.

e The role of staff training in improving service quality.

e Creating a healing and welcoming physical environment in the clinic.
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UNIT FOUR: FINANCIAL MANAGEMENT AND TECHNOLOGY INTEGRATION

e Fundamentals of revenue cycle managementin the OPD.

Effective medical billing, coding, and claims management.

Budgeting and cost control strategies for outpatient clinics.

Leveraging Electronic Health Records (EHR) for operational efficiency.

The role of telehealth and digital health tools in modern clinics.

Using data analytics to drive decision-making and performance improvement.

Managing medical supplies and inventory effectively.

UNIT FIVE: STRATEGIC LEADERSHIP AND FUTURE-PROOFING THE CLINIC

o Developing a strategic plan for the outpatient department.

e Leadership skills for managing clinical and administrative teams.

e Change management principles for implementing new processes.
o Staff motivation, engagement, and professional development.

e Marketing and patient acquisition strategies for clinic growth.

e Navigating healthcare reforms and theirimpact on outpatient care.

e Future trends and innovations in ambulatory care management.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

In an era of increasing patient expectations and technological disruption, how can outpatient clinics balance the drive for

operational efficiency with the imperative for personalized, empathetic patient care?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO

OTHER COURSES?

This course distinguishes itself by adopting a holistic and integrated approach to outpatient management, viewing the
clinic not as a series of separate functions but as a single, interconnected system. While many programs focus narrowly on
either operational logistics or patient satisfaction, this curriculum uniquely weaves together the critical pillars of
operational excellence, patient-centered care, financial stewardship, and strategic leadership. We move beyond
theoretical concepts by grounding every module in practical, actionable frameworks, with a strong emphasis on applying
lean management principles—a proven methodology for enhancing value and eliminating waste in complex systems.
Participants will not just learn what to do; they will learn how to do it through immersive case studies, workflow mapping
exercises, and data analysis simulations. The curriculum is meticulously designed to address the real-world challenges
faced by today's clinic managers, focusing on building sustainable skills in process improvement, change management,
and data-driven decision-making. The result is a transformative learning experience that empowers leaders to drive

meaningful and lasting improvements in efficiency and quality of care.
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