SOP: Patient Flow and Waiting Time Monitoring

This SOP describes patient flow and waiting time monitoring procedures designed to optimize the movement of
patients through healthcare facilities, reduce wait times, enhance patient satisfaction, and improve overall service
efficiency. It covers patient check-in processes, real-time tracking, data collection methods, and strategies for
managing bottlenecks and resource allocation to ensure a smooth and effective patient experience from arrival to
discharge.

1. Purpose

To establish standardized procedures for monitoring and optimizing patient flow and waiting times across all service
areas within the healthcare facility.

2. Scope

This SOP applies to all staff involved in patient registration, triage, clinical care, support services, and discharge
planning within the healthcare facility.

3. Responsibilities

Role Responsibilities

Patient check-in, registration, initial data entry, and handing over tracking materials (if

Front Desk/Reception applicable).

Nursing Staff Triage, patient tracking, and timely notification to clinical staff.

Patient assessment, treatment, documentation, and communication regarding patient

Clinical Providers )
progression.

Quality Improvement

Team Data analysis on patient flow/wait times, reporting, and recommending improvements.

4. Procedure

1. Patient Check-In
o Patients arrive and are greeted by reception staff.
o Demographic and appointment data are verified and entered into the system.
o Check-intime is recorded.
2. Initial Assessment/Triage (if applicable)
o Patients undergo triage (vital signs, acuity, etc.).
o Triage times are logged.
3. Waiting Area Management
o Patients wait in designated area until called.
o Periodic updates and estimated wait times are provided to patients.
4. Patient Tracking
o Utilize electronic tracking boards or patient flow software as available.
o Manual logs may be used if electronic tools are not available.
o Movement to each care area is time-stamped.
5. Service Provision
o Timely notification to patients for their turn.
o All service start and end times are recorded.



6. Discharge/Check-Out
o Final assessment and patient discharge instructions are provided.
o Discharge times are documented for final flow analysis.

5. Data Collection & Monitoring
¢ Automated or manual collection of the following metrics:
o Average waiting time per department
o Patient throughput/time from arrival to discharge

o Bottlenecks or delays identified by time stamps
¢ Daily/weekly/monthly reporting for quality improvement.

6. Bottleneck Identification and Resource Allocation
¢ Analyze data at regular intervals to identify service slowdowns.

¢ Redeploy staff or resources as required to high-need areas.
¢ Implement targeted process improvements (e.g., signage, fast-lane protocols).

7. Review and Continuous Improvement
¢ Ongoing staff training and feedback collection.

¢ Review SOP minimum annually or as needed.
¢ Incorporate patient feedback to improve experience.

8. Documentation & Records

All patient flow logs and waiting time data are to be securely maintained per organizational policies and regulations.
Electronic records should be backed up regularly.

9. References

Refer to facility policies on patient registration, discharge, data privacy, and quality assurance for additional guidance.

10. Appendices

e Sample Patient Journey Tracking Log
e Daily Patient Flow Report Template
e Staff Training Checklist
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