




GAZALA HUSSAIN
Address- 143 Harinagar Ashram
New Delhi-110014
Contact No- +91 9873791067                                                      .

E-mail address – gazalahussain1987@gmail.com
 

HEALTHCARE- OPERATIONS PROFESSIONAL
Goal driven, innovative and accountable Hospital Management Professional with around eight years’ rich experience and expertise in Hospital Operations Seeking a challenging position in a progressive organization.
KEY COMPETENCIES
· Well-developed oral and written business communication skills. Good listener and motivator with exceptional interpersonal skills. Skilled and creative in resolving problems.

· P& L management  and Business Development of Day Care Centre

· Event Management of CFS Cricket Premier League, Hand Hygiene Day, World Diabetic day & Environment Day.

· Formulation of CRM Module and Patient Engagement Program

· Employ strong leadership techniques to generate accomplishment-driven workplace environment.

· Detail-minded with good eye for balance and organization

· Proven track record of managing personnel, finances, facility operations, Inventory and admissions while concurrently providing excellent hospital care.

· Training of staff on SOPs and new processes.

KEY AREAS OF EXPERTISE

Customer Relationship, Data Analysis and Strategy Frame work, Project Management, Staff Training & Development, Team coordination and Leadership, Staff evaluation, Public and Community Relations, In-service Training, Decision Making and Problem Solving, Patient and Family Support and Time management.
EDUCATIONAL QUALIFICATION
MBA in Hospital Management- Subharti University, Meerut (Pursuing)                                       2020
Six Sigma in Operations Management, IIM Raipur (Pursuing)                                                       2020

BA in Histoy Hons. (Calcutta University)                                                                                       2008

HSC (West Bengal Board of Higher Secondary Council)                                                               2005

SSC (West Bengal Board of Secondary Education)                                                                        2003
COMPUTER SKILLS
MS (Word, Excel, Power Point), Internet and E-mail

LANGUAGES KNOWN

Proficient in English, Hindi, Bengali, Urdu and Arabic

PROFESSIONAL WORK EXPERIENCE
Duration: 24th Aug 2018 till 11th Oct 2019
Centre For Sight, Okhla
Centre Manager
RESPONSIBILITIES 
· Drive Business Growth, Operations and P & L in line with Business objectives 

· Review, analyze and drive business performance of Centre
· Hold responsibility for service-quality standards and adherence to budgetary restrictions of Security, Housekeeping, Food & Beverages, Materials, Engineering, Hospital Support Services, Information Technology, Ancillary business services, Biomedical Equipment.
· Prepare the ‘Daily Business Report’ of the hospital and communicate it to the Management
· Monitoring Key Performance Indicators (KPI) with a view to improve operational efficiencies
· Drive Quality Management & Process improvement in Clinical and non-Clinical areas.
· Drive all initiatives from concept stage to profitability
· Create a collaborative environment and build a Leadership pipeline
· Keeping a rigid control on wasteful expenditure/ expenses, thereby maintaining a healthy financial position.

· Upgrading hospital facilities from time to time. Training/ Lectures to be arranged for upgrading of skills of all categories of employees

· Responsible for implementing all statutory requirements applicable to the hospital.

· Maintaining good relations with patient, relatives and the general public.

· Responsible for smooth and seamless functioning of all non-Clinical services within the hospital unit and deliver a world class standard of patient experience
Duration: 3rd Aug 2016 till 23rd Aug 2018
Centre for Sight, Head Office

Sr. Executive Operations
RESPONSIBILITIES 
· Collating Reports and preparing analytics from all 24 Centres (Day to Day Centre performance/ Time Motion Studies/ Patient Feedback/ Demographics/ Patient Mix/ Counselor Productivity etc.)
· Implementing new initiatives to PAN CFS approved by Core Operations Team.
· Consolidating MoM (Minutes of Meeting) for Core Team Meetings/ Monthly Ops Meeting/ Town Hall Meeting/ Centre HODs Meeting/ Regional HODs Meeting.
· Analyzing and Suggesting actions on Non Compliance in mystery Audit done by out sourced agency.
· Collating data and inputs on Monthly Newsletter.
· Doing Audits in Delhi /NCR and submitting reports to Director Operations.
· Training to Front office Executives, Counselors, OPD Attendants and follow up with the Centres for impact of the same.
· Optical Performance Tracking Reports across the Centres of the Group.

· Weekly Tracker Report on Performance as per Target of Centres.

· Supervising and Monitoring outsourced Call Centre of Centre For Sight.
· Reporting to Director Operations of weekly Operational Indicators Report.
Duration: 10th Oct 2011 till 16th Mar 2016

Fortis Escorts Heart Institute, Okhla

Patient Welfare Officer

RESPONSIBILITIES 
· Be a link between the patients / attendees & the hospital.

· Attend all the VIPs and other guests and arrange the necessary things as per their requirements.

· Organize immediate availability of beds in the wards.
· Communicate updates of the patients to their relatives time to time.

· Ensure that the patients / attendants are kept comfortable at all times & ensure to meet their requirements as laid down in hospital rules.

· Keep informing the attendants about the bill status of their respective patients on day to day basis.

· Keep in touch with the Billing department to ensure the entries of all the diagnosis done for the respective patients.

· Keep records of the linen & scrub at the start of the day & end of the day so that adequate no. of linen & scrub are available at all the times for smooth functioning of the ward.

· Ensure that all the entries have been entered in the final bill card before discharge of the respective patient. The same must be cross examined with the Billing staff.

· Keep complete tracks of all the stock items for his/her respective ward/area.

· Proactively ensure that the discharge summaries are made in time & drugs are returned to the pharmacy in case of discharge of the patients.

Duration: 15th Jan 2010- 3rd Mar 2011 
Medica Superspecialty Hospital, Kolkata

Guest Relations Executive

 RESPONSIBILITIES
· Carry out routine work of the Front Desk including handling patient queries and guidance.
· Schedule appointments for consultation/procedures for patients on either telephone or in person.

· Schedule all provider appointments, including scheduling and, when necessary, coordinating ancillary testing when necessary and ensuring pre-certs and prior authorizations are received.

· Answer phone calls and provide routine information to callers or/and transfer calls to the appropriate individuals, Divisions or Department.

· Compare daily cash amounts against daily transactions in order to ensure that records balance.

· Verify and coordinate patient referrals.

· Complete Registration formalities of the visiting patients.

· Collect payments for consultation and issues receipts.

· Greet visitors to the facility, answer questions and direct them to the appropriate individuals/department.

· Take telephone messages for the staff.

· Get admission forms filled up by the patients/ patient attendants for patients scheduled for surgery.

· Tracking / Follow up call to patients who have not come for consultation / test at the appointed time.
WORKSHOPS AND TRAININGS ATTENDED
· Leadership and Personal Effectiveness Workshop by the Team Designers (15th to 17th Oct 2016) 
· Management Development Program- Operations (July 2017- Sept 2018)
· Service Excellence in Patient Care and Technical Skills (26th & 27th Aug 2019)
PERSONAL DETAILS

 

Date of Birth                  -                24th May 1987
Nationality                     -                Indian                

Gender                           -                Female

Marital Status                -                Married

                

REFERENCES – Available upon request 
All information that I have given is true and updated to the best of my knowledge. I will be grateful to you if I get an opportunity to work with you.

DATE:                                                                                                               SIGNATURE                                                                                                                             

PLACE: 




                                                          
