
Netcare Unitas Hospital 

Ensuring efficiency by allocating 
staff to meet high waiting time 

demands 



Problem  

•  Waiting time influences the patient experience through 
our hospital 

•  Long waiting periods due to external factors such as: 
–  medical aid regulations: no authorisation or 

confirmation of limits – can lead to bad debt 
–  government legislation:  patient needs to make an 

informed decision 
•  Waiting time reflects on the staff's competence and the 

image of the hospital 
•  The faster the admission process can be completed the 

sooner our service delivery in the ward can take place 



What was our goal with this implementation 

•  To determine peak times and schedule staff accordingly 
•  To be able to allocate more staff members where needed 

and to reduce over staffing during off peak times 
•  To compare waiting times between shifts and determine 

the workflow of the shift with the shortest waiting times 
 

4. MONTHLY	  HOURLY	  TOTALS	  SUMMARY:	   SEPT	  2014
00:00 01:00 02:00 03:00 04:00 05:00 06:00 07:00 08:00 09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 19:00 20:00 21:00 22:00 23:00

Pre-‐admission P 3 4 1 4 15 314 339 105 121 93 72 103 60 24 17 12 9 5 4 1 1 2 4 1
Direct	  admission D	   5 2 4 3 9 28 70 80 93 89 90 106 91 111 78 79 52 19 26 17 9 9 3 6
Casualty	  admission C	   59 55 31 29 34 30 41 97 170 209 210 182 172 163 172 158 181 169 237 203 193 140 118 68
Total	  Admissions T 67 61 36 36 58 366 450 282 384 381 372 391 323 298 267 249 242 193 267 221 203 151 125 71



Admission register  (example) 



Changes made 

•  Changed staff’s work schedules and hours 
•  Implemented the workflow of the faster shift 
•  Attended to waiting times that were longer than 15 

minutes by investigating reason for delay 
•  Prioritised the pre-admitted patients to sign and go to the 

ward while direct admission patients completed 
admission contracts 

 



Results 
 

•  Patient complaints on waiting time decreased 
•  Delay in service delivery has been reduced 
•  Smoother workflow between staff 
•  Patient flow is more organised 
•  Our staff members are better informed with regards to 

what is expected of them during peak times 
•  Admission register is used for staff management on 

amount of patients assisted per hour 

 



Lessons learned 

•  Participation plays a vital role in this process 
•  Staff must be committed to prioritise patient in our 

Reception 
•  The admission register is a simple, cost effective method 

to make our department perform more effectively and 
deliver better results 


