APPENDIX-ViI

CITIZENS’ CHARTER

~ (As of Dr. RM.L. Hospital)
£s our users to

What scrvices are available in this hospital, the quality of services
hey arc entitied L, the means through which complaints regarding denial
w poor quality of service will be redressed.
Standards of Service:

This is a General Hospital.

It provides medical care to all paticnts who come to the hospital.
_ " Stndards arc influenced by paticnt load and availability ol resourees.
which arc generally under strain.
Yol we insist that all our uscrs receive courteous and prompl

General [nformation:
.. This Hospital has
. Doctors: 473 (including Residents-282)
- Nurscs: 789 (including supervisory stafl)
* Beds: 937 o
.- Doclors wear white aprons and Nurses arc in tniform.

R Ml_Stul‘i’ Mémbers wear identity cards.*

: Enquiries:¥.
Location Guide Map is availablc near the main entrance of the old
building of this hospital. SRR o

Smaller Sketch Maps are available at the Information Desk.*
Colour coded guidelines and dircctional sign hoards are fixed at
strategic points for guidance, ' '

*" Enquiry counters exist in the OPD Hall and Nutsing home during
OPD hours. ' SR '
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A conirol room l'u-nclions round the clock. - _

The control room can also be accessed over phone number 3348200,
Casualty and Emergency Services: | _

Timings 24 hours, all days. = N T

Caauahy Medical Qfficer and Rcs:dcm avallahlc 24 hours all ddy& "

Duty Doctor'is available round the clock in M’l_]()l‘ \pcuahu:.s vu
Medicine, Surgery, Orthopaedics and Pacdlatms. '

Duty Doctor is available on call in Ncumsurgcry. Ancslhcsla and '

Radiology.

Specialists in medicine and Surgery are available round the clock.
In other \pcualmcx they will be available on LaII
The decision to call a spcuahsl is that of the lrcatm;, duc.lor .

Failure 10 respond to a call is re;,ular]y monitored by the HOD nfthc
concermed discipline.

.

Emergency cases are attended to prompily.

In serious cascs, treatment/management gets priority aver paper
work like registration and'medico legal requirements. The decision rests
with the lrc.ltmg doctor.

Emergency Operation Theatre is mamtamed on a regular ha.sts 1o
cnsure that it is usab[c al ﬂll times. :

Free 1clcph0nc is avallablc at the entrance of Caxuahy For pallcn(s
and 1hc1r attendants,

Out Patient Departments: _ .
Timings 9.00 am. to l.p.m. (Except Sundays & Holidays)

Every Out Patient seeking ireatment at the hospital is registered and
issued a Card for recording symptoms, diagnosis and treatiment: bcm;, -
provided,

L1,

Boards indicating unit on duty on various days are d!splaycd il
receptions and in the main hall of OPD,
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Week Days 9.00 a.m. to4.00p.m.  Saturdays 9.00 2.m. (o 1.00 p.m.

Sundays and Holidays c]osed,_ o
Collection Timings: ST e -
Week Days 9.00 a.m. 1o 11.00a.m. Satufdays 9.00a.m.to 10.30am,

Sundays and Holidays closed. . pewo

Reliability and promptness of Idhornlory results is ensured as tests
ure done by automatic machines.

ol

Reports are made available wnh:n the ahoneu pcw.lblc ltme whu.h
will be specified, o L

Blood Bank '- S

A Licensed Blood Bank is zwa:lah]c in the hospital, It (.alers {o the

requirements of our paticnts, The Blood B.mk 18 also the zonal testing
centre for HIV.

hqulpment and Facilities Available
This hospital has the following services available

CATSCAN T™MT

R -‘ Bc:Hc')' .

BG CARDIACLAB

ICU v _ D
PHYSIOTHERAPY UNIT+i" © e
HYPERBARICOXYGENCHAMBER A

Charges for various tests are dlsplayed al !he plat.e where the tésts
are conducted.

For poor patients, these Lharg,ea can bc wawcd parual]y or l‘u[ly on

the recommendation of the (reating doctor by the Additional Medical
Suplr.

The Hospital has its own Elouru.al & Mc(,hamcal Umts for ensuring .

proper mainlenance and working of its various cqmpmenl

IFany major/essential equipmient is oulof ordcr, lnfonnallon rc;,ardmg :

the same is displayed.

Indications of alternate arrangements are glvcn whcrevcr possxhle

The likely datc of recommissioning of the equipment will also be
disptayed - : :
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Miscellaneous Facilities:

Wheel Chairs and stretchers are available on reguest at the gate of
OPD & Casualty for the facility of patients who are not in a position to
walk.

Lifts are available for access to higher floors.

Twelve ambulances are available for use on payment; round the

- clock on all days(Phone Number 3348200)

One Mortuary Van is available from 9.00 a.m. to 4 .00 p.m.(Phone
Number 3348200) :

There is standby generator to cater to emergency services in case of
breakdown of electricity.
Public Telephone Booths are available at various locations in the

" hospitals.

Adequate drinking water and toilet facilities are available,

Extension counter of the Canteen functions round the clock near
the Emergency Deptt. Rates are subsidized.

A chemist shop(Super Bazar) is located in the hospital premises
which is open 24 hours on all days.

The hospital does not have any Saraj etc, for attendants.
Complaints and Grievances:
There will be occasions when our services will not be upto your

" expectations.

Please do not hesitate to register your complaint, It will only help us
serve you better.

‘There is -a designated medical officer whose name and location is
displayed in the hospital for attf.nding to all griévances.

Every grievance will be dulyacknowledged.

We aim to settle your genuine complaints within 10 working days of
its receipt.

Suggchons!Complamt boxes are also provided at various Jocations
in the Hospiltal.

If cannot, we will explain the reasons and the time we will take to
resolve,
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The hospital grievances committee meets on the first Monddy o
every month. '

A pubic grievance committee exists in DGHS for issues which are
not resolved within the hospital. '

Name, designation and telephone number of the official concerned
is duly displayed at the Reception,

Responsibilities of the User: -

The success of this charter depends on the support we receive from.
OUr users. ' : o

: i . . )
Please try to appreciate the various constraints under which the:
hospital is functioning,. :

On an average, 3500 patients attend the OPD daily and about 450
patients are attended to daily in the Casualty and Emergency Wards,

Please do not inconvenience other patients.

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

Please use the facilities of th/s hospital with care.
Beware of Touts.
The Hospital Is a No Smoking Zone.

Please refrain from demanding undue favours from the staff and
officials. :

Please provide useful feedback and constructive suggestions. These
may be addressed to the Medical Superintendent of the Hospital.

THIS CHARTERiS OUR FIRST EFFORT
PLEASE HZLPUS TOHELP YOU
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