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FEEDBACK COUNT AWARENESS
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ASTER INSIGHT AWARENESS
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kdbebhte?id=66Z1rltnxvE=
Aster

Did We Treat
You Well?
PLEASE Sun, 24 Apr, 12:08

Dear Mrs. Aanmssa
et Thank you for
choosing Aster CMI Hospital,
Bengaluru. We believe that your
valuable feedback will help us
serve you better. Please use the
link below which will remain
active for the next 30 days.
https:/ftinyurl.com/kd4bebhte?
id=3y9u0zPSxgc= Aster

Wed, 27 Apr, 15:03

Dear Mrs. SETresaom
e, This is a gentle
reminder for you to give us your
valuable feedback to help us
serve you better. Please use the
link below https://tinyurl.com/
kdbebhte?id=3y9Qu0zPSxgc=
Aster
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NET PROMOTER SCORE (NPS)

NPS (Hospital) - OP
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TOP 10 FEEDBACK ANALYSIS

TOP 10 FEEDBACKS/COMPLAINTS

1 [Not courteous and responsive (Front office)

2 |Waiting time for appointment(Front office)

Doctor not responsive and courteous (Clinician
OPD)

4  |Condition of parking area (Security)

5 |High Pricing- OP (Marketing)

Poor quality and taste of food (Food and
Beverage)

7  |Not courteous and responsive (Nursing IPD)

Delay in Billing (Financial Counselling & IP
Billing)

Delay in sending documents for insurance
approval (Insurance IPD)

NC

10 |Delay in processing bill (Billing(OPD))

22

Color Code

Count of complaints

Meter reading

N

NC

No complaints

0-20 Scope for improvement
21-30 Watch out
31 & above Act immediately

Note: Top 10 reasons listed based on the frequency of
complaints
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TOP 10 COMPLAINTS FY 21-22

167
146 144
122
98 96 94 94
I I I I 87 86

Doctor not  Waiting time for High Pricing - Inaccessibility & Not courteous & Poor Quality &  Doctor not  High Pricing - IP Delay in Billing  Condition of

responsive and appointment OP (Marketing) unhelpful responsive Taste of food responsive and (Marketing) (Financial  parking security
courteous (Front Office) (Nursing IPD)  (Front Office) (Food & courteous Counselling &
(Clinician OPD) Beverage) (Clinician IPD) IP Billing

m Total complaints

Parking complaint that was at 4™ is now the 10" complaint, stating improvement and reduced complaints




Gallup Audit

Hospital Name

Date of Visit
Time of Visit
Department Audited

Doctor Name

Service Standards

Aster CMI Hospital —
Bangalore

18th March 2022
12 Noon

Internal Medicine
Dr. Brunda. M.S

100% 100%
91% 91% 91%
0, 0,
87% 86% 86% 87%
69%
50%

Appointment Appointment Arrival Arrival Registration  Pre-Consultation  Consultation Post Consultation Billing Diagnostics Insurance Pharmacy Food and
Booking - Call Booking - Experience - Experience - Experience Experience Experience Experience Experience Experience Approval Experience Beverages
Centre Website Porch Lobby Experience Experience
‘ Score 13 6 12 13 9 10 7 2 8 - - 10 10
Points 15 7 14 15 13 11 7 4 8 - - 11 11

100%
96%
Public Report Collection Connect
Washrooms Experience Experience
Standards
22 - 1
23 - 1
v 4 % w
o\ 5







