CITIZEN CHARTER OF
DR. HEDGEWAR AROGYA SANSTHAN

OBJECTIVE OF THE CITIZEN'S CHARTER

This Charter seeks to provide framework, which enables our users to
know:

Location & Type of Hospital
General Information

Casualty & Emergency Services.
Complaints & Grievances.

LOCATION & TYPE OF HOSPITAL

The important information at a glance of hospital is:

» Location of the Hospital : Karkardooma, Delhi-110032.

» Bus Route Nos. : 340, 211, 219, 320, 358.

» Nearest Metro Station : Karkardooma

» Hospital Phone No. : 22301148

> Hospital Bed Capacity : 200 Beds (Sanctioned)

» Timings (Week days) : 9.00 A.M.-4.00 P.M.
(Saturday) : 9.00 A.M.-1.00 P.M.

» Emergency Services : 24 Hrs.

» Lunch Break : 1.30 P.M.-2.00 P.M.

AVERAGE DAILY NO. OF STAFF HANDLING THE PATIENTS

No. of Doctors 139
No. of Nurses 165
No. of Para Medics 81

*Working in different shifts.
AVERAGE DAILY WORKLOAD HANDLED BY THE HOSPITAL

(2012)
OPD Attendance 2600
IPD Attendance 56
Per day Ward Census 206
Bed Occupancy Rate 117%
Average Length of Patient Stay 4.34 days
Ante Natal Check Up 115
Deliveries 14
Vaccination 212
No. of Lab Test 2373
No. of X-rays 169
ECG 77
Ultrasound 24
No. of Operations 50
(including minor procedures)
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GENERAL INFORMATION

There is central registration counter for OPD near the main entrance on
Ground Floor during hospital timing being managed by opening five counters.
Another counter for IPD registration functioning round the clock in casualty.
Telephonic enquiries are also responded on the telephone number 22309988.
Direction signboards/ indicators at strategic points are available for the
convenience of hospital users.

Average waiting time for registration is 10 min.

This is a Secondary (district) level hospital providing medical care in all
the three system of medicine i.e Allopathic, Homeopathic & Ayurveda, to all
patients who visit this hospital. This Hospital being a secondary level care and
refers patients to tertiary level hospital for further management in case of need.

SERVICES AVAILABLE
CASUALTY & EMERGENCY SERVICES

> Casualty & Emergency services are available in all specialties 24 hrs in the
Casualty & Maternity block.

> Duty doctors are available round the clock.

> Specialist doctors are available on call

> Emergency Operation Theater is functional round the clock.

> In case of any difficulty patients can contact Casualty Medical Officer

personally or on Tel. N0.22393151 and if not solved, contact CCMO / AddlI.
Medical Superintendent / Medical Superintendent.

> In serious cases, treatment / management get priority over paper work
like registration and medico legal requirements. The decision rests with
the treating doctors.

> The patients who need super Speciality level care are referred to other
large Delhi Govt. hospitals for further treatment.

OUT PATIENT DEPARTMENT

Registration: 8.30 A.M.-12.00 Noon (Week Days)

8.30 A.M.-11.00 P.M. (Saturday)

S. Speciality Room No. OPD OT Days
No. Days

1. Medicine 101-104 Daily

2. Orthopaedics | 105-107 Daily Wed., Friday
3. Gynecology 112-115 Daily Mon., Wed.
4. Chest Clinic 110 (Barracks ) Daily

5. Dental 200-200B Daily

6. Eye 201, 204, 209 Daily Mon., Thurs.
7. Pediatrics 205, 206, 207, 208 | Daily

8. Homeopathic | 212-213 Daily

9. Ayurvedic 214-215 Daily

10. Surgery 302-303 Daily Tue., Thurs.
11. Skin 301, 304 Daily

12. ENT 306-307 Daily Tue., Fri.
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SPECIAL OPD/ CLINICS

S.No. | Specialty Room No. OPD Days
1. Cancer Screening Clinic 115, 303, 307 Tue., Fri.
2. Antenatal Clinic 113, 114, 115 Tue., Fri.
3. Diabetes Clinic 102, 103 Mon., Wed.
4. Pediatrics Asthma Clinic 207 Wed.

5. Sunday Clinic for Senior Citizen - Sunday

DIAGNOSTIC SERVICES PROVIDED

Timing: 8.30 A.M.-10.30 A.M. (Week Days)
8.30 A.M.-10.00 A.M. (Saturday)

S. No. | Services R. No. Charges
1. Laboratory 121 Free
2. X-ray 012 & 010 Free
3. Ultrasound 002 Rs. 50/-
(Free for Pregnant & BPL patients)
4. ECG Casualty Free

All blood samples for laboratory tests are collected at centralized sample collection
centre in the Casualty block from 8.30 AM to 10.30 AM on the recommendations
of doctors from OPD. Samples from Indoor / Casualty for testing will be accepted
round the clock.

DRUG DISTRIBUTION

Medicines are available as per Delhi Govt. Drug Formulary at Pharmacy Counters
free of cost. Medicines are usually given for 5-7 days. For chronic patients,
medicines are given for one month. The medicines are procured in bulk through
Central Procurement Agency.

Avg. Waiting Time for Distribution of Medicines: 25 Min.

Separate windows are available for ladies and gents, senior citizens, physically
handicapped and Delhi Government Employees Health Scheme card holders.

INDOOR PATIENT FACILITIES **

Sl. No. | Departments No. of Beds | Location
1. Emergency Ward 16 Ground Floor
2. Gynae & Obs. 36 1* Floor
3. Pediatric 20 1% Floor
4. Pediatric Casualty 14 1°* Floor
5. Ward-II 26 2" Floor
6. Medicine 36 3" Floor
7. Homeopathy 02 3" Floor
8. Ayurvedic 02 3" Floor
9. Surgery 24 4™ Floor
10 Ortho 12 4™ Floor
11 ENT 6 5™ Floor
12 Eye 6 5™ Floor

**  There are provision for 24 Private Beds (on payment basis) for all specialties

which are included in 200 beds
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There is a separate casualty ward with 6 beds in main casualty on ground floor.
Food as advised by the treating doctors / dietician is being provided free of cost
to the indoor patients only.

Only one attendant pass will be issued to the relative of the patient.

Visitors Timings: Summer 5.00 pm- 7.00pm.
Winter 4.00pm- 6.00pm.

OPERATION FACILITIES

There is Six Operation Theaters in the hospital. One is in the OPD, one in the
Casualty Block and the other four are located on 2" Floor. There is one Minor
O.T. located on 2" Floor, O.P.D. Block. This hospital also provides Family
Planning services.

BLOOD BANK FACILITIES

24 Hrs. Blood Bank facilities are available on First Floor of the Emergency Block.
Blood Donation is accepted from 9 am to 8 pm. Hepatitis B & C, Syphilis & HIV
screening is being done in addition to DCT, ICT & HBs Ag tests for antenatal
patients. HIV Screening & diagnostic is available at ICTC (Integrated Counseling
& Testing Centre) and PPTCT (Prevention of Parent to Child Transmission) is also
available.

BORATORY FACILITIES

24 Hrs. Laboratory Services are available on First Floor of the Emergency Block.
All the routine tests of Blood, Urine & Body fluids are done every day, Cyto
Pathology (Monday, Wed. & Fri.)

OTHER FACILITIES

S. Services R. No. Days Charges
No.

1. Immunization 210 Daily Free

2. Injection Room | 211 Daily Free

3. Pharmacy G. Floor Daily Free

4. Physiotherapy | 909 (Basement) | Daily Free

FACILITIES FOR SENIOR CITIZENS

Senior Citizens are provided all services on priority. There are separate counters
for registration/ medicine distribution and there is provision for out of queue
medical examination by the doctor in OPD daily. Beside this a Special Clinic is
held for senior citizens on Sunday.
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OTHER FACILITIES AVAILABLE

Cold Drinking Water

Wheel chairs and trolleys in OPD and Casualty.

Ambulance for transfer of seriously ill patients.

For Pregnant cases to & fro ambulance facility is available.

Standby Electric Generators.

Public Conveniences.

Elevators/ Lifts.

Cash benefit to every hospitalized delivery case (Bellow Poverty Line) up
to two deliveries under “Janani Suraksha Yojana” scheme of Govt. of NCT
of Delhi.

»  Zero expenditure under ‘Janani Shishu Suraksha Karyakram’ for ANC.

YVVYVVVVYVYVYVYY

MEDICAL FACILITIES PROPOSED TO BE STARTED

Dialysis, , Thalassemia Unit,

COMPLAINTS & GRIEVANCES

There may be occasions when our services may not be up to your expectations.
Please do not hesitate to register your complaints. It will only help us to serve
you better. Every grievance will be duly acknowledged. We aim to settle your
genuine complaints at the earliest. Suggestions / Complaints boxes are also
available and these boxes are opened daily and Suggestions / Complaints are
registered. Public can also have information under RTI (Right to Information
Act).

RESPONSIBILITIES OF THE USERS

1. The success of this hospital depends on the support we receive from our
users.

2. Please try to appreciate the various constraints, under which the hospital

is functioning.

3. Please do not cause inconvenience to other patients.

4. Please help us in keeping the hospital and its surroundings neat and clean.

5. Please use the facilities of this hospital with care.

6. Beware of Touts.

7. The Hospital is a "No Smoking Zone”.

8. Please refrain from demanding undue favours from the staff and officers.

9. Please provide useful feedback and constructive suggestions.

These may be addressed to the Medical Superintendent of the Hospital.
10. Please bring your old OPD slip on your next visit.
11. All facilities are free except ultrasound.
12. Ultrasound services for ANC/BPL is free.

TRAINING FACILITIES TO STUDENTS

This hospital imparts training to students of Delhi in various courses like
Pharmacy, Physiotherapy, General Nursing, Medical Laboratory Technician etc.

PLEASE HELP US TO HELP YOU

Facilities available in the hospital are subject to change without any notice.
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