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[bookmark: _Toc235137163]Executive Summary
This internship report has been compiled as part of the degree requirement of Bachelor of Business Administration (BBA) under the School of Business and Economics, United International University. The report has been prepared on the basis of my three months internship in United Healthcare Services Limited (UHSL) during 1 March 2026 to 30 May 2026, where I served as the Service Excellence Officer in the Customer Relations Department at the United Medical College and Hospital, United City, Madani Avenue, Dhaka. This report is mainly aimed at the analysis of customer service management practices conducted in the organization and reflection of my practical learning experiences and presentation of the implementation of theoretical knowledge in a professional healthcare setting.

The report starts by giving a background of the United Healthcare Services Limited, historical background, structure, service offerings, operational activities and strategies of its expansion. It further gives an insight on the healthcare sector in Bangladesh, the nature of the industry, its market trends, growth potential and the opportunities and challenges of the industry to the private healthcare industry. Besides that, both SWOT analyses of the organization and the industry have been carried out to consider its internal capabilities and the external business environment.

The heart of this report is the internship experience. Patient registration, appointment, patient guidance, outpatient service support, customer inquiries, complaint management, queue management, patient follow-up, and coordination with different departments in the hospital are some of the roles that I played throughout the internship. I also acquired hands-on knowledge in applying the digital healthcare systems such as the Hospital Information System (HIS), the Orange, the Enterprise resource planning (ERP) and the Microsoft Excel. These roles helped me to realize the significance of managing customer service in achieving patient, operational, and organizational satisfaction in a contemporary healthcare facility.

The report also discusses the training and development programs offered by the organization such as orientation programs, Standard Operating Procedure (SOP) training, customer service training, fire safety awareness, hospital policies, and system-based training. The programs improved my technical skills, communication, and professionalism, as well as the knowledge of healthcare service functioning. During the internship, I was able to use the theoretical knowledge in marketing, customer relationship management, organizational behavior and business communication in the real-life scenarios of the workplace, which reinforced the practical aspect of my knowledge and professional confidence.

The report provides a number of recommendations on how the customer service management at United Healthcare Services Limited can be improved further, based on my observations and real-life experience. They are improving digital healthcare services, minimizing patient waiting time, employee training, patient feedback systems, interdepartmental communication, prevention healthcare awareness, and corporate healthcare partnerships. These suggestions aim to assist in the current involvement of the organization to constant improvement and service provision that is patient-oriented.

All in all, the internship was a very good learning experience that contributed immensely to my academic, professional and personal growth. It allowed me to acquire realistic communication, teamwork, problem-solving, customer relationship management, and healthcare operations skills and gave me a valuable learning experience on the dynamism of the Bangladesh private healthcare sector. This internship has enhanced my preparedness to face any professional challenge in future and the need to provide quality customer service as one of the pillars of organizational success.

Keywords: Customer Service Management, Healthcare Services, Hospitals



[bookmark: _Toc235137164]Table of Contents
Letter of Transmittal	II
Certification of Similarity Index	IV
Declaration of the Student	V
Corporate Evidence	VI
Acknowledgement	VII
Executive Summary	VIII
Table of Contents	X
List of Figures	XII
List of Tables	XIII
List of Acronyms & Abbreviations	XIV
CHAPTER 1: INTRODUCTION	1
1.1 Background of the Report	1
1.2 Objectives of the Report	2
1.3 Rationale of the Report	3
1.3 Rationale of the Report	4
1.4 Scope and Limitations of the Report	5
1.5 Definition of Key Terms	6
Customer Relations Department:	6
Healthcare Service:	6
Patient Satisfaction:	7
Customer Relationship Management (CRM):	7
Service Quality:	7
Complaint Management:	7
Patient Experience:	7
Healthcare Industry:	8
Internship:	8
CHAPTER 2: COMPANY AND INDUSTRY PROFILE	9
2.1 Company Analysis	9
2.1.1 Overview and History	9
2.1.2 Trend and Growth	14
2.1.3 Product / Service / Customer mix	19
2.1.4 Company Operations / Activity	23
2.1.5 SWOT Analysis	29
2.2 Industry Analysis	30
2.2.1 Specification of the Industry	30
2.2.2 The Size, Trend and Maturity of The Industry	36
2.2.3 Industry SWOT Analysis	40
CHAPTER 3: INTERNSHIP EXPERIENCE	43
3.1 Position, Duties, and Responsibilities	43
3.2 Training & Development	47
3.3 Contribution to Organization / Operations	51
3.4 Evaluation	55
3.5 Skills Applied	58
CHAPTER 4: CONCLUSIONS AND KEY FACTS	62
4.1 Recommendations	62
4.2 Key Understanding	64
4.3 Conclusion	67
Reference	69
Appendix-A:	71



[bookmark: _Toc235137165]List of Figures
Figure 1 United Healthcare Services Ltd | Advanced Healthcare in Bangladesh	13
Figure 2 Sub-Sectors in the Health Care Industry | HSM	35
Figure 3 Visiting Card of Supervisor Mohammad Ashiqur Rahman	71



[bookmark: _Toc235137166]List of Tables
Table 1 SWOT Analysis of the Healthcare Company in Bangladesh	29
Table 2 SWOT Analysis of the Healthcare Industry in Bangladesh	41



[bookmark: _Toc235137167]List of Acronyms & Abbreviations

	Acronym / Abbreviation
	Full Form

	AI
	Artificial Intelligence

	BBA
	Bachelor of Business Administration

	BBS
	Bangladesh Bureau of Statistics

	CRM
	Customer Relationship Management

	CT
	Computed Tomography

	DGHS
	Directorate General of Health Services

	ERP
	Enterprise Resource Planning

	HIS
	Hospital Information System

	ICU
	Intensive Care Unit

	IPD
	Inpatient Department

	MRI
	Magnetic Resonance Imaging

	OPD
	Outpatient Department

	SOP
	Standard Operating Procedure

	SoBE
	School of Business and Economics

	UHSL
	United Healthcare Services Limited

	UIU
	United International University

	UMCH
	United Medical College & Hospital

	WHO
	World Health Organization



XIV

[bookmark: _Toc235137168]CHAPTER 1: INTRODUCTION
[bookmark: _Toc235137169]1.1 Background of the Report
Internship Program at United International University is an integral part of the Bachelor of Business Administration (BBA) program that aims to close the gap between academic learning and business knowledge. It provides students with an opportunity to use their book knowledge in the workplace and to build the skills, competencies, and professional values and attitudes needed to be successful in the current business environment. This program provided me with my first learning experience of the operations of a working organization, an understanding of a working culture as well as further building my skills to deal with real-life business issues. I have done a three-month internship full-time from 1st March 2026 to 30th May 2026 at United Healthcare Services Limited (UHSL) in the Customer Relations Department as a partial fulfillment of the requirement for Bachelor of Business Administration (BBA). It was a time when I learned several things about managing customer service in the healthcare sector. Through my internship, I gained firsthand experience of the positive impact of CRM on patient satisfaction, service quality, and operational efficiency in a healthcare organization. The healthcare industry is among the sectors that are growing rapidly in the service industry and people's expectations are also rising with the development of medical technology and healthcare delivery in Bangladesh. With so much competition, healthcare providers have to go beyond offering quality medical care and deliver outstanding customer service throughout the patient experience. Thus, customer service management has emerged as a critical role that plays an integral part in the trust, reputation, and sustainability of the organization. The topic is 'Customer Service Management at United Healthcare Services Limited' which I selected for this internship report is very practical and relevant to my internship job. During my internship, I saw the significance of good communication, timely service delivery, handling complaints and supporting patients to have a good healthcare journey. Through these experiences, I could relate the theory and concepts of marketing and customer relationship management that I studied in school to how these concepts are applied in the workplace. This report is a detailed analysis of United Healthcare Services Limited, a healthcare sector analysis of Bangladesh and an analysis of my internship experience in the Customer Relations Department of United Healthcare Services Limited. It also identifies the knowledge and skills acquired throughout the internship, reviews the organization's customer service approach and suggests ways to enhance it. The report summarizes my development throughout the internship and illustrates how the internship helped me in my academic, professional, and personal growth. 
[bookmark: _Toc235137170]1.2 Objectives of the Report
This internship report aims to achieve the academic requirement of the United International University (UIU) of having done the internship in the UBA to conduct an in-depth analysis of the experience gained in the field of internship at United Healthcare Services Limited (UHSL). This report will concentrate on the customer service management practices in the Customer Relations Department and will show a theoretical approach to the use in a professional healthcare setting.
The specific purpose of this report is to:
To give an overview of United Healthcare Services Limited (UHSL), its background, organizational structure, services and business activities.
· To provide an analysis of the healthcare industry in Bangladesh and appraise the role of the company in the industry.
· To explore the Customer service management practices adopted in the Customer Relations Department of United Healthcare Services Limited.
· To explain my roles, responsibilities and my experiences while my internship was going on for three months.
· To assess the implementation of academic theories and concepts, acquired in the BBA curriculum, in an actual organizational environment.
· To recognize my knowledge, skills and competencies acquired during the internship.
· To evaluate the organization's customer service success and problems with the service from my observations.
· To offer practical suggestions that can help to enhance the quality of customer service and performance in the organization.
In pursuit of these goals, this report will provide a detailed overview of the nature of customer service management within the healthcare industry, and will highlight my learning experiences, my personal growth and development, and the practical application of my internship at United Healthcare Services Limited.
[bookmark: _Toc235137171]1.3 Rationale of the Report
The main purpose of this report on practical orientation to prepare the final part for fulfillment of my BBA [Bachelor of Business Administration] academic from United International University, which observes highlighting my Internship at United Healthcare Services Limited (UHSL). This report will give insight into the customer service management practices of the Customer Relations Department and illustrate how the theoretical knowledge base can be utilized in a real-world healthcare setting.

This report aims to do the following:
Background, Organizational structure, services & business overview of United automobile and medical device providing service and product delivering platform.
· To investigate the healthcare sector in Bangladesh and assess where the company fits.
· To analyze the customer service management practices done by the Customer Relations Department of United Healthcare Services Limited.
· To put on record my assignments, tasks, and hands-on experience throughout the three months of internship.
· To assess the application of relevant academic theories and concepts learned during the BBA program in an actual organizational context.
· To specify the knowledge, professional skills and competencies I acquired during the internship.
· To provide an analysis of strengths and weaknesses of the organization with respect to its customer service operations (I assessed by the mean based on my experience).
· To provide practical suggestions that might enhance the quality of customer service and performance of firms as a whole.

This report aims to provide a thorough analysis of customer service management within the healthcare sector sharing my academic learning, professional growth and practicum insights in United Healthcare Services Limited (2018).

[bookmark: _Toc235137172]1.3 Rationale of the Report
The internship program is a valuable link between the classroom and industry, allowing students to experience the world of business firsthand prior to starting their careers. The internship report is a mandatory requirement for completion of the Bachelor of Business Administration (BBA) course in United International University and has been prepared to document and analyze the knowledge, experiences, and skills gained from my three-month internship at United Healthcare Services Limited (UHSL). This report not only meets a university requirement, but offers a chance to assess the theories used in business in a realistic health care setting.

The choice of topic for this report was Customer Service Management, as customer experience becomes an ever more important issue in the healthcare sector. While many industries can focus on providing quality service, healthcare companies need to provide top-notch medical care and service as well to make sure that the patients are happy and build trust. With more knowledgeable and service-oriented consumers, healthcare organizations are now more attuned to the communication, responsiveness, complaint management, and patient experience. In my internship in Customer Relations Department, I noticed that the management of customer service is an important aspect that affects the reputation of the organization, the quality of the services offered and patient loyalty. This prompted me to further examine the company's approach to Customer Service.

This report also offers me a great chance to combine theory learnt through my studies with the practical experiences gained from working in the workplace. I am a Marketing student and have learned subjects like Consumer Behavior, Business Communication, Integrated Communication, Service Marketing and Organizational Behavior. My internship experience has allowed me to witness these concepts being put into practice in an actual workplace and to see how customer service can be used to help meet organizational goals. Thus, the report is a result of what I have learnt during my academic years as well as what I have learnt in practice and how business education can be related to real-life challenges within organizations.

In addition, the report aims to provide a detailed picture of United Healthcare Services Limited in Bangladesh and the healthcare sector, with particular emphasis on the role of the Customer Relations Department in the provision of quality healthcare services. It includes a list of key learning outcomes, an assessment of organizational practices from a customer service standpoint, and recommendations that can help further enhance the quality of service and patient satisfaction. I am convinced that this report will not only meet the academic requirements of the internship program but also be useful as a reference to understand the aspects of the customer service management in the context of the private health care industry in Bangladesh.

[bookmark: _Toc235137173]1.4 Scope and Limitations of the Report
This report of the internship is based on my hands-on learning during a three-month long internship at United Healthcare Services Limited (UHSL) where I was placed in the Customer Relations Department from 1 March 2026 to 30 May 2026. It included an overview of the organization, business operations and Bangladesh's health care industry. The report also describes the practices of customer service management facilitated by the Customer Relations Department and analysis of my roles, responsibilities and contributions in course of internship. In addition, the report examines implementation of theoretical concepts learnt in academia within a professional environmental healthcare and an assessment of knowledge, skills and competencies acquired throughout my internship.

This report embraces the analysis of UHSL's organization, what services it offers/ carries out throughout its operations and how to manage customer service. You can also find an analysis towards the current trends in the healthcare landscape, competitive landscape and how customer service fits into the overall strategy to increase patient satisfaction and organizational performance. The report also provides commentaries on workplace processes, culture and customer service practices with the recommendations that can help enhance the overall customer service management in the organization.

Despite our best efforts to provide a thorough and unbiased report, there are still several limitations you must encounter during your internship and the writing of this report. Due to United Healthcare Services Limited being a private organization, access was impossible to nonpublic information like financial statements, strategic plans, operational policies, customer databases and internal performance reports. Thus, some analyses drew upon publicly available information, organizational observations and interviews with employees rather than proprietary internal documents.

The internship lasted for a short period of three months, which was another limitation as it did not give me enough exposure to observe all functions and processes in the organization long-term. Since most of my duties revolved around the Customer Relations Department, I had an observational rather than a practical understanding of certain specialized departments. In addition, this report could not include certain operational information and those related to customers due to patient privacy regulations and organizational confidentiality policies.

[bookmark: _Toc235137174]1.5 Definition of Key Terms
Customer Service Management:
Customer service management is defined as a process of planning, implementation and monitoring the activities which are used to provide satisfactory services to the customers in a timely and efficient manner before, during and after the provision of the services. Its role in the healthcare industry is to improve patient satisfaction by effectively communicating with patients, providing timely care, resolving complaints, and continuously improving patient care.

[bookmark: _Toc235137175]Customer Relations Department:
Customer Relations Department handles relationship between an organization and its customers. In a health care facility, this department helps to put patients at ease by providing information, scheduling appointments, handling complaints, resolving health care-related issues, and making the experience a good one.

[bookmark: _Toc235137176]Healthcare Service:
Healthcare services are the variety of medical and non-medical services given to people with the objective of promoting, maintaining, monitoring or restoring health. These services include medical consultation, diagnosis, emergency care, surgical treatment, preventive care, and patient support services.

[bookmark: _Toc235137177]Patient Satisfaction:
Patient satisfaction is a measurement of how well patients expectations of medical services are fulfilled. It is determined by various aspects including the quality of the service, communication, waiting time, staff behavior, treatment outcomes, and the overall healthcare experience.

[bookmark: _Toc235137178]Customer Relationship Management (CRM):
Customer Relationship Management is an approach taken by organizations in developing, maintaining and strengthening relationships with customers in the long term. In the healthcare industry, CRM is used to organize patient data, streamline communication, track patient feedback, and provide personalized care to boost patient satisfaction and loyalty.

[bookmark: _Toc235137179]Service Quality:
Service quality is how well a service consistently performs to the customer's expectations. Service quality in the healthcare industry refers to the reliability, responsiveness, assurance, empathy, and professionalism of healthcare providers and support personnel in delivering patient care and services.

[bookmark: _Toc235137180]Complaint Management:
Complaint management is a systematic approach for the reception, investigation, solution and follow-up of customer complaints. A robust complaints procedure can help healthcare providers pinpoint areas for service improvement, optimize their own operations, and boost patient confidence and satisfaction.

[bookmark: _Toc235137181]Patient Experience:
Patient experience is the general impression and emotions of the patients towards all their interactions with the healthcare system, including scheduling appointments, registration, treatment, discharge, and post-discharge follow-up. Patient experiences have an impact on patient satisfaction and the reputation of the organization.

[bookmark: _Toc235137182]Healthcare Industry:
Healthcare is a sector of businesses and individuals that offer medical treatment, diagnostic services, preventative care, rehabilitation, and any other service providing health care. They encompass hospitals, clinics, diagnostic centers, pharmaceutical firms, healthcare technology vendors and others in the healthcare sector.

[bookmark: _Toc235137183]Internship:
An internship is an organized program of work-based learning that provides an opportunity to acquire a body of knowledge in a workplace. It enables students to apply knowledge acquired in the classroom, to cultivate technical and interpersonal competencies, and to gain an understanding of organizational practices, before they get to work.

The extent to which the said limitations have limited me that some pieces of information you may not find in this report, I tried my best to make sure that this report has been written truthfully based on real observations, practical experience and credible secondary sources. The report provides an insight into customer service management practices at United Healthcare Services Limited which holds a significant place in the learning outcomes I had gained through this internship program.  


[bookmark: _Toc235137184]
CHAPTER 2: COMPANY AND INDUSTRY PROFILE
[bookmark: _Toc235137185]2.1 Company Analysis
[bookmark: _Toc235137186]2.1.1 Overview and History
United Healthcare Services Limited (UHSL) is the healthcare arm of one of Bangladesh’s biggest and diversified business houses, United Group. Established with the vision of providing top quality healthcare services, UHSL has become one of the finest private healthcare providers in Bangladesh by incorporating the latest medical technology, skilled and experienced healthcare practitioners and having contemporary infrastructure and caring approach towards the delivery of care. The organisation is dedicated to delivering comprehensive, evidence-based healthcare services of international standards of quality, safety and patient care. UHSL has been constantly investing in healthcare infrastructure, medical education, R & D; today it is an integrated healthcare network, delivering multi-disciplinary care to thousands of patients every year, and playing a pioneering role in establishing the private healthcare sector in Bangladesh.

UHSL history is also closely intertwined with the development of United Group. Established in Dhaka in 1978 by Hasan Mahmood Raja and four partners as a civil construction company-dealer, trading initially with commodities, United Group was formed. The initial years of the organization's existence were spent using conservative financing practices where profits were reinvested rather than attracting external financing that would allow the organization to better withstand the ups and downs of the economy that drive sustainable growth. Over the next few decades, United Group developed into the various related industries such as power generation, real estate, manufacturing, education and retail shipping and healthcare. The group is now one of the biggest and most visible corporate houses of Bangladesh, with more than a thousand workers, with its extensive business engagements in all aspects of economy and society development.

Healthcare services were one of the key strategic areas for United Group when the demand for high quality private healthcare services started to grow in Bangladesh in the early 2000s. Urbanization, other economic progressions, and more understanding about healthcare resulted to a highly escalating demand for medical facilities who is able to provide national standard but internationally acceptable treatment internally within the country. Seeing this gap, United Group heavily invested in healthcare infrastructure with the vision to minimize treatment abroad for the patients of Bangladesh and at the same time to bridge access gap for world-class medical services. This was the long-term perspective that led to the development and expansion of United Healthcare Services Limited – today's healthcare arm of your group.

A major landmark in the history of the organization was in establishing its flagship hospital at Gulshan. It was refurbished in 2004 as United Hospital Limited and has been providing healthcare services since August 2006, when it was renamed from Continental Hospital (which was established in 1985). Meanwhile, the hospital started its journeys from the beginning with the initial collaboration with Malaysia's KPJ Healthcare so as to bring into the hospital the internationally recognized clinical practices, quality management systems and standards in patient care. Over the years, the hospital gained a reputation as a top-notch institution of excellence in all branches of Medicine such as Cardiology, Oncology, Emergency Medicine and Critical Care and attained one of the premier private tertiary care hospitals of Bangladesh. A few years back, the flagship institution was rebranded as Continental Hospital PLC in line with the strategic direction that the group wanted to go while having a focus on quality-of-care connected to international benchmarks.

Exhibit 3 is one way to conceptualize United Healthcare Services Limited's expansion of its public healthcare system beyond the provision of a single flagship hospital to healthcare institutions to be used by various regions and communities. The organization will have a full-fledged health care delivery system with United Medical College & Hospital, M. A. Rashid Hospital, Jamalpur and Medix Signature Clinic, Dhanmondi from October 2023. Each institution has its own contribution to the network, but they share common principles of quality healthcare and patient safety, clinical excellence and ethical medical practices. This holistic approach enables the University Hospital to provide patients at different levels of care and to raise access to the hospital for patients across Bangladesh.

During my internship I was posted at the United Medical College & Hospital, United City, Madani avenue, Dhaka. It's an integral component of the UHSL healthcare system, and it’s also a representation of the healthcare system's clinical knowledge combined with education. The Hospital is the newest 400-bed tertiary care teaching hospital, featuring more than twenty-seven specialty outpatient departments, a twenty-two-bed emergency department, sixty hemodialysis units, fully functional cardiac catheterization lab, modular operation theatres and state-of-the-art diagnostic and surgical technologies. The clinical building is equipped with a 3 Tesla MRI, a 128-slice CT scanner and the CyberKnife S7 radiosurgery system and Robotic surgery facilities, which enables the hospital to provide advanced technology and high-quality specialist medical services.

One reason which makes United Medical College & Hospital is different is that it has both an academic and a healthcare provider. Thus, consultants, specialist physicians, resident doctors, nursing faculty and students work hands-on to guarantee that the care given to patients is aligned with evidence-based medicine while preparing the next generation of health professionals. Such a combined approach to education and healthcare will foster continual professional development, promote clinical innovation, and facilitate quality improvement in health care.

UHSLs organizational philosophy is more inclusive than just providing medical care. It encourages the provision of a patient-centered health care system which includes the provision of clinical excellence and compassion, professionalism, ethics and good customer service. As part of its commitment to quality, Zero Compromise, UHSL aims at providing safe and reliable high-quality healthcare services of all specialties during the entire patient journey. Such philosophy is aware that health care quality does not rely solely upon cutting edge medical technology done by highly skilled physicians, but also includes the role of efficient administrative services, effective communication and compassion from staff members who are proactive in resolution through coordination among different healthcare professionals. Hence the nature of customer service management has changed from operational level to the strategic pillar of the organization.

UHSLl's health care is comprised of many clinical specialties and supportive services. Such as outpatient consultation, inpatient services, Emergency, Medicine & critical care services, diagnostic imaging & laboratory medicine, Surgical services, Cardiology Oncology, Nephrology orthopedic rehabilitation, pharmacy services obstetrics Gynecology, Pediatrics preventive health screening and corporate health program. You know you have made an excellent choice with UP Day Hospital, as the organization is still continuously improving its health care knowledge and services, investing in cutting edge medical technologies and digital skills. The investments are aligned with its vision of maintaining the global healthcare standards over time, to fulfil the current health needs of Bangladesh.

In the past two decades, the healthcare industry in Bangladesh has become a competitive business and not only medical expertise but also service quality, patient experience, technological skills and organizational reputation are being used to draw in patients. In recent decades, the field of healthcare in Bangladesh has become a competitive industry with private hospitals competing with medical expertise in addition to service quality, patient experience, technological capability, and organizational reputation. In the competition we have made our way to be a high Performance organization and we have developed a sophisticated health care facilities with a patient-oriented service delivery. The Customer Relations Department is one of such departments and it is at the department where I completed my internship; it helps customers communicate with healthcare providers, guides patients through their treatment process and handles any complaints regarding service provided, and makes sure that the patient's experience is always at the top of healthcare providers' minds.

Through this internship I came to know that Customer service management is no longer a job to be done in a specific office, but it is an integral part of healthcare delivery. All interactions between patients and hospital staff are part of the patient's experience and can impact perceptions of service quality, and, in many cases, can be very different from what happens during a patient's actual treatment. The Customer Relations Department is directly involved in strengthening patient confidence and organizational reputations in all aspects of its function, whether it involves appointment setting, answering questions, or arranging services for patients or responding to patient complaints. These experiences reinforced my commitment and conviction that the success of a modern health care organization is founded on the skill of marrying clinical excellence with excellent service delivery.

United Healthcare Services Limited is currently reinforcing itself to be one of the leading private health service providers in Bangladesh through wide-spreading network, medical technological investments, evidence-based clinical practice and continuous quality improvement. It is a healthcare institution with the right combination of infrastructure through sophisticated and integrated medical education, wise human resource management by experienced professionals to deliver customer-centric service delivery- all showing a consistent, long-term commitment to excellence in healthcare standard in Bangladesh. Thus, UHSL evolved into a comprehensive healthcare services provider and a key player in creating the health system of the country through innovation, training and development processes together with their patient care. 
[image: United Healthcare Services Ltd | Advanced Healthcare in Bangladesh][bookmark: _Toc235135518][bookmark: _Toc235135539][bookmark: _Toc235137607]Figure 1 United Healthcare Services Ltd | Advanced Healthcare in Bangladesh



[bookmark: _Toc235137187]2.1.2 Trend and Growth
In recent years, the speedy development of health and wellness awareness, technology, rapid urbanization, public awareness and increased disposable income, has brought about a tremendous change in the healthcare scenario in Bangladesh in the last 20 years or so. All these have led to a great demand for modern, specialized and patient-centered healthcare services. Finding that the new healthcare job market requires greater changes to their own working methodology, United Healthcare Services Limited (UHSL) has constantly adapted its practices, reinforced the healthcare infrastructure, and invested in state-of-the-art healthcare technologies. This proves how dedicated the organization is towards achieving excellence, and how possible they are to predict the changes in the healthcare sector.

UHSL has a strong link to the long-term vision of its parent organization, United Group. Since United Group has been in the healthcare business, the healthcare sector and a social responsibility has been a #1 priority. As an alternative to treating only one hospital and its administration, the organization opted to take an integrated approach to form a holistic medical network with a variety of locations and care levels to deliver comprehensive care over time. With this practice it has been possible to diversify the health services offered in the UHSL, without losing continuity in the quality services provided, guaranteeing patient safety and service excellence in all institutions of the UHSL.
Some of the most important signs of the development of UHSL are the gradual development of medical facilities and service capacity. United Medical College & Hospital, who has been actively working to boost health infrastructure to cater to the ever-rising demand for specialized medical assistance ever since opening. The inclusion of M A Rashid Hospital at Jamalpur and Medix Signature clinic at Dhanmondi is another addition to the vision of UHSL in providing better healthcare to its patients not just in 'one corner' but also for people residing from elsewhere in the country. In doing so, it allows it to accommodate more patients while also alleviating the burden at each healthcare facility.

As part of my internship at United Medical College & Hospital, I witnessed the hospital to be one of the most advanced hospitals in the UHSL network. The buildings in hospital are undergoing continuous improvement and modernization. It is also capable of accommodating 400 beds, providing more than 27 specialized outpatient clinics, an emergency department that can accommodate more than 22 beds, six hemodialysis units are functioning, a fully equipped cardiac catheterization laboratory and modular surgery rooms and other diagnostic equipment make it possible to offer all health care services. UHSL has placed a strong focus on implementing state-of-the-art technology, such as the 3 Tesla Magnetic Resonance Imaging (MRI) system, 128-slice Computed Tomography (CT) scanner, CyberKnife S7 radiosurgery platform and robotic surgery system, which are all internationally recognized technologies in the healthcare industry. The investments not only enhance the organization's diagnostic capabilities and treatment effectiveness but also boost its competitiveness in the private healthcare sector in Bangladesh.

A crucial factor contributing to UHSL's development has been the growth of its specialized health care services. In present-day medicine, a specific doctor and high class setting are helping in using it in different fields. To meet these evolving health care requirements, UHSL has grown its suite of services to include such areas as cardiology, oncology, nephrology, neurology, orthopedics, gastroenterology, pediatrics, obstetrics and gynecology, intensive care, emergency medicine, diagnostic imaging, laboratory medicine, rehabilitation, preventive healthcare, and corporate healthcare services. This diversification means that the organization can deliver integrated healthcare solutions and not have to refer a patient to various healthcare providers leading to poorer service continuity and patient convenience.

Additionally, digital healthcare technologies have contributed to the growth of the organization. The transition from analog to digital is gaining momentum in health, with healthcare organizations worldwide making the leap to data and technology to enhance service delivery and improve patient care, while cutting down on bureaucracy and inefficiencies. UHSL has embedded different digital systems to help manage appointments, patient registration, medical records, diagnostic reports and patient and medical staff communication. These technological advancements help in improving the service efficiency, time consumed in waiting, inter-departmental coordination and decision making. Apart from the health care delivery, tech also plays a significant role and learning about it during my internship, I learned that the usage of tech is almost heavily dependent on how good the employees are at using these systems without neglecting customer-service.

One of the most important factors that have facilitated the growth of UHSL is the service management for the customers. Today, patients take care of service delivery and their treatment in addition to their service outcomes. Patients' satisfaction and organization reputation are influenced by communication, responsiveness to concerns/waiting time, empathy, transparency and professionalism. These evolving expectations have resulted in the building of a strong foundation for UHSL with a focus on Patient centered service delivery in their Customer Relations Department which is now fully engaged in this type of service delivery. In my Internship, I noticed that customer service is adopted at almost all stages of the patient's treatment- from scheduling appointments to patient registration, medical consultation, treatment, discharge and communication with patients after treatment. This all-rounded customer-centric approach not only develops the trust of the patients but also helps retain them, thus generating positive word of mouth that ensures a sustainable growth that the organization looks forward to.
Healthcare delivery coupled with medical education is another key factor to UHSL's growth in the long term. As a teaching hospital, United Medical College & Hospital provides an environment where education, research and clinical practice perpetuate each other for both United Medical College and United College of Nursing. The integrated model provides future physicians and nurses and healthcare professionals with hands-on clinical training, and for existing healthcare professionals, supports lifelong learning. This drive to learn will enable them to maintain their high levels of clinical competence and quality of service in the ever-changing landscape of medical knowledge and technologies. The ongoing learning to the company also fosters new ideas, evidence-based medical practice, innovation and projects to help improve quality that result in a long-term competitive edge.

The growth of UHSL has been ongoing and consistent with the quality assurance and compliance to international health care standards. The safety of the patient and the standard of care are a key component of the success of healthcare organizations. The organization has a philosophy of "Zero Compromise" indicating that it aims for a high level of medical practice, patient safety, infection control, clinical governance and a man-to-man ethical approach to delivering healthcare. These investments in sophisticated achievements, sophisticated gear, and highly trained medical professionals and professional coaching help bring safe, reliable and effective healthcare services. This dedication towards quality has helped to boost patient trust as well as bolster the reputation of the healthcare organization in the private sector in Bangladesh.

The growing significance of preventive health care and wellness services is another noteworthy trend that is helping the expansion of UHSL. Healthcare organizations tend to focus on early diagnosis, screening for chronic diseases, healthcare lifestyle management and preventive healthcare, as opposed to just disease management activities. To meet up with this new development, UHSL has launched multiple programmers regarding health screening, corporate health care covers, packages for pre-diagnostic treatment and has even established a dedicated consultation health care service to monitor the patient's health prior to it deteriorating into a critical medical condition. Focusing on preventive care is a key component of patients' outcomes, and can serve as an instrument to support long-term public health, while improving rapport between care providers and patients.

HWBIs are another field of organizational development that is becoming critical to health. Monies are being spent by a good number of companies to promote the health of their workers to boost the productivity and performance of their workforce. UHSL collaborates with corporate businesses providing Medical Advice and guidance, Medical screening programs, Diagnostics, Emergency response and Employee wellness. Such partnerships generate more customers and provide an excellent institutional bond between businesses and their partners, supporting continued business expansion. Another advantage of corporate healthcare is that they maintain constant interaction with the patients by providing adequate health support as opposed to giving a one-time cure to patients.

Although highly accomplished, UHSL is functioning in a dynamic and competitive health care landscape. The rivalry among private hospitals is steadily rising, as healthcare providers keep making investments in new medical facilities, top-notch technology, and skilled doctors to deliver patients the finest medical care. Furthermore, healthcare entities must run around the clock with consistent efficiency because healthcare costs continually increase, technology disruptions constantly occur, regulatory requirements are also evolving, and the expectations of patients are rising. The difficulties have been a catalyst for innovation, good service and operating efficiency with customer satisfaction as important cornerstones leading to its future development. I noticed from my observations within the different departments that a culture of continuous improvement was fostered and opportunities constantly explored for improving service quality and patient experiences.

Looking forward, UHSL appears to be equipped to continue to invest in areas where they want to grow, such as digitalization, further medical education, medical specializations and Customer Relationship Management systems, as well as health facilities. The healthcare sector in Bangladesh is projected to continue to grow driven by its many demographic, economic and health sensitivities, and the push for good health. Those Firms who can include clinical excellence and outstanding customer service will be better equipped to be competitive over the long term. Many characteristics, as I saw at the UHSL, enable UHSL to be able to take advantage of these opportunities, including great business management, modern facilities in the healthcare sector, availability of the most modern healthcare technology, qualified healthcare personnel and patient-oriented healthcare services.

Finally, the idea of the trend and growth of the United Healthcare Services Limited proved to be useful in moving a healthcare institution from being just a healthcare center to a unified infrastructure of healthcare covering various healthcare needs of Bangladeshi patients and people. UHSL has continued to invest in infrastructure, cutting-edge technology, focused medical services, healthcare education, quality assurance, and the management of customer service, weeding our way into the country's private healthcare industry. During the internship experience, I learned that it is not enough to have great clinical skills if the healthcare organization's experience isn't great as well; if growth and development were sustained only on great clinical qualities, then nothing else would be sustained.
[bookmark: _Toc235137188]2.1.3 Product / Service / Customer mix
United Healthcare Services Limited (UHSL) is among the leading private healthcare providers in Bangladesh, who provides a wide range of portfolio of healthcare services to cater to various medical requirements of people, families, corporate bodies and institutional clients. As opposed to organizations that work only in certain medical fields, UHSL has implemented an integrated delivery model for healthcare, which integrates preventive, diagnostic, therapeutic, rehabilitative, and emergency healthcare services in a single healthcare network. The versatility of this range of services allows the institution to offer patients seamless and coordinated care, optimize its services and ensure high patient satisfaction. UHSL has established a hub of healthcare services, offering access to quality medical care in diagnostic facilities, specialized healthcare centers, and hospitals.

UHSL essentially is an organization that provides a variety of services versus putting out products. The company generates value as a service-oriented organization and works around the four main points of its strategic management: combining medical competence, advanced technology, modern healthcare infrastructure and customer-centered service delivery. This comprises outpatient consultation services, inpatient treatment, emergency and trauma care, intensive care, diagnostic imaging, laboratory investigations, surgical procedures, intensive rehabilitation services, prevent care, corporate health care systems and specialized clinical services. These services help to establish an integrated network of patient care, enabling people to receive all of the necessary care, from diagnosis, to treatment, to monitoring and follow-up care, from the same group of professionals.

An outpatient department (OPD) is one of the fundamental parts of UHSL's service portfolio because most of their patients are access through an OPD. The outpatient department provides consultations in over 27 specialized medical disciplines with experienced consultants and specialist doctors. Treatment is planned and provision of medical consultation, diagnostic indications, and follow-up evaluations may take place without the patient's need to be admitted into the hospital. During my internship at United Medical College & Hospital, I noticed that a lot of patients were seen in the out-patient department every day as a result, customer service management is a very important part of the appointment of patients, registration of patients, providing patient information/counselling and ensuring mutual coordination between various departments of the health care settings.

UHSL offers a full-service hospital program in addition to outpatient services, which is suitable for people who need to be hospitalized. Hospitals owned by the organization have patient rooms, I.C.U. departments, surgical departments and specialized treatment departments with modern facilities to solve common to complicated cases of illnesses. During my internship at United Medical College & Hospital we have tertiary care hospital which has a bed strength of 400 beds and patients will be admitted in this hospital for the advance medical treatment, specialized treatment, continuous medical monitoring, individual care etc. The hospital offers a patient-centered care setting, with the support of multidisciplinary health care providers who work together to assure the patient's safe, effective care during the entire hospital stay.
Another essential service in the UHSL's service offering is emergency healthcare. During a health emergency, physicians and nurses need to act fast to solve health problems and implement urgent clinical decisions, and synchronized care coordination of the physicians, nurses, diagnostic helpers and administrators is needed. The Emergency department at United Medical College & Hospital is a twenty-two bed facility that has emergency medical services for awake patients who are experiencing a trauma, cardiac, neurological, respiratory presentation and other life-threatening scenarios, which are available twenty-four hours a day. The emergency department has cutting-edge diagnostic technology and has a team of medical specialists who collaborate to provide rapid and efficient care in an emergency. I also learned that the Customer Relations Department was very important in helping patients during emergency situations by supplying information, coordinating services, and communicating with clinical departments, during one of my internships.

UHSL has invested extensively in the latest diagnostic and imaging equipment, as it is crucial to have an accurate diagnosis for providing high-quality health care. The diagnostic system of the organization covers different modern pathology laboratories, X-ray and digital X-ray systems, Magnetic Resonance Imaging (MRI), Computed Tomography (CT), ultrasonography, cardiac diagnostic and specialized laboratory investigations. Doctors at United Medical College & Hospital have at their disposal a 3Tesla MRI and a 128 slice CT scan which helps them conduct highly accurate diagnostic assessments for a variety of medical conditions. These technologies amplify the diagnostic accuracy, decrease delayed treatment times, and can be a strong driver of improved healthcare outcomes for the patient.

Another significant sector of UHSL's healthcare business is special medical and surgical services. It has treatment facilities for a myriad of medical specialties such as cardiology, cardiac surgery, oncology, nephrology, neurology, orthopedics, gastroenterology, pulmonology, endocrinology, obstetrics and gynecology, pediatrics, urology, dermatology, ophthalmology, otolaryngology, psychiatry and rehabilitation medicine. These state-of-the-art technologies like CyberKnife S7 radiosurgery system and Robotic surgery system help the organization to provide very high-end treatment facilities that are available in very few clinics/ hospitals in Bangladesh. This investment also shows UHSL's dedication to offering world-class health-care services and decreasing the need for patients to travel to obtain advanced care in other countries.
Chronic kidney disease and renal failure patients can also make use of specialty dialysis services offered by sixty hemodialysis units. These facilities provide patients who need chronic renal replacement therapy with regular treatment on a modern, professionally organized, healthcare unit. Furthermore, the advanced procedures for diagnostic and interventional cardiology are operated in the fully functional cardiac catheterization laboratory, enhancing the organization's capability in cardiovascular diseases.
Pharmacy services are an important component of the UHSL overall health care delivery system. The hospital pharmacy provides patients with their needed medicines and assists doctors and patients in the safe distribution of prescribed medicines. Pharmaceutical services are closely tied into clinical services ensuring suitable medication is provided to patients throughout their hospital stay and on discharge. Additionally, the group focuses on the prevention of medication adverse effects, patient information and quality checking when handling medicines.

UHSL's service offerings have expanded to incorporate preventive health. The organization goes beyond disease treatment, also focuses on promoting preventive health through comprehensive health screening packages, routine medical checkups, vaccinations, lifestyle counseling, and disease prevention. Preventive care can help prevent the onset of health problems, lower the financial burden of health care services over time, and enhance overall population health. As one of the ways UHSL shows its dedication to promoting employee wellness and occupational health, the company provides corporate health screening programs.

United Healthcare Services Limited is renowned for its diverse healthcare service offering, and this is evident in its customer mix. The healthcare market is the biggest customer segment consisting of individual patients, who visit clinics for outpatient consultations and join hospital wards for in-patient treatment, emergency treatment, surgeries, diagnostic investigations, and long term treatment management. Healthcare facilities of UHSL are used by patients of different socio-economic class, ages and geographical areas depending on their healthcare needs and preferences. Its image of quality healthcare draws in patients from around both towns and cities alike; many of whom are travelling to seek many specialized medical treatments which may not be available in their home community.

Another important segment of users include families as they may have to make health-related decisions together within the household. Family members are present for treatment and also are involved in healthcare planning, financial planning, and post-treatment supports. Therefore, customer service management at UHSL is not just about the patients but about the effective communication and coordination with their families on the healthcare journey.
UHSL's Healthcare portfolio includes an increasing number of corporate organisations. Numerous businesses work with UHSL to provide their workers medical benefits, yearly physical screenings, medical consultations, emergency medical aids, and occupational health. These corporate healthcare partnerships can build in institutional relationships and provide organizations with sustainable healthcare solutions for workforce health management. These relationships also help to ensure the long-term health system growth and operational sustainability.

Another special group of customers, who are associated with United Medical College & Hospital, owing to its being a teaching hospital, are the medical students and the nursing students, interns and healthcare professionals. It offers clinical instruction, hands-on training and professional development, and upholds the high standards of patient care. When education and healthcare delivery are combined, there is a learning environment where learning, research and practice occur concurrently at the same time and place, which helps to benefit healthcare professionals as well as patients.

During the internship period, I observed that a good customer service management will greatly impact all aspects of UHSL product/service delivery. Whereas for manufacturing companies, the customers major value assessment points are products, in the healthcare sector the value assessment points will be for both clinical outcomes and experiences of the service. Patients want to receive proper medical care and treated well, they want Registration to be efficient, timely appointments, effective complaint solving, information to be clear, and they want to be treated well and with compassion. Hence, Customer Relations Department is an integral part of a hospital system which helps in coordinating services, providing patients with assistance, hearing their grievances, rendering services professionally and patiently.
In summary, the product, service and customer portfolio of United Healthcare Services Limited exemplifies the organization’s approach of offering integrated service delivery solutions to its customers to address all their healthcare needs. Advanced medical technologies, highly specialized healthcare services, preventive care, diagnostic facilities, a corporate healthcare programmer to meet specific needs of customers, patient oriented customer services offer UHSL an opportunity to provide healthcare service to assorted customers and stay competitive in Bangladesh's private health sector. The organization consistently adds to its line of services and works towards providing patients with a satisfying healthcare experience, which strengthens its position as one of the top healthcare service providers in the country.

[bookmark: _Toc235137189]2.1.4 Company Operations / Activity
The United healthcare Services Limited (UHSL) is an integrated healthcare service provider that provides comprehensive healthcare services through the synergy of the latest medical technology, technical competence of experienced professional and modern infrastructure and patient-centric service management. Unlike the majority of manufacturing organizations that optimize resources for the throughput of goods, the operations of UHSL are a system of services delivery for healthcare services where the clinical excellence, operation efficiency and customer satisfaction are all of equal importance and require optimization in harmony with each other. The organization has a team of all its departments working together to ensure timely, safe and efficient treatment of patients and observance of international standards of healthcare delivery. The working system of UHSL is of medical, administrative, diagnostic, education and customer services; making a seamless experience for the patients in the healthcare services.

The organization follows an integrated healthcare delivery model, whereby, various functional departments work in coordination to accomplish the similar organizational goal of enhancing patient health outcomes. Various clinical departments, nursing services, allied diagnostic units, pharmacy, finance and information technology (IT), human resources, housekeeping, engineering, security and customer relations are connected by a uniform approach to operating procedures to ensure effective and coordinated patient care delivery. An integrated operational structure supports UHSL in providing smooth transition of care for patients from intake to exit while not sacrificing time, minimizing operational lag and improving member communications in an independent service.

A part of my internship program, I had the opportunity to work in the Customer Relations Department at one of the bigger healthcare facilities, United Medical College & Hospital (UMCH) in the United Healthcare Services Limited (UHS) Group. My experience in the Tag and Bag: hospital operations is not all about medicine. All of the patient interactions today from booking appointments to consultation, diagnosis, treatment in hospital, outpatient location(s), billing, discharge and follow up care include passing the patient through many departments. Customer Relation Department is responsible as a communication center by ensuring that patients could be contacted for assistance at the right time and ensuring that the activity of the service delivery process is centered on the patients.

Most of the UHSL operational activities start from patient registration and appointment management. Patients can make appointments by phone service, through the hospital website, via referral or by interacting with the hospital directly. At the point of arrival, registration staff gather information about patients, confirm their identity and prepare or retrieve medical records (if they exist), escorting them sometimes to the necessary clinical departments. Registration process plays a pivotal role and they are crucial for smooth delivery of healthcare services later on. I realized that during this stage of service, customer service employees vigorously supported patients by providing directions, explaining the process, troubleshooting any registration issues and ultimately making sure that patients experienced minimal confusion before meeting with their physicians.

After registration, Patients then went on to outpatient consultation or emergency base on their illness. U.M.C.&H. has more than 27 super specialty outpatient departments and experienced consultants and specialist physicians are available for attending. Consultations involve examination of a patient's medical conditions, recommending diagnostic investigations (where appropriate), informing patients of the recommended treatment and determining whether the patient will require hospitalization. In view of this, there is need to make the outpatient services coordinate with the departments that carry out diagnostic work so that the waiting time of patients is minimized and service efficiency maximized. Customer Relations staff often talk with patients and clinical staff to ensure smooth transition between departments and solve operational problems encountered during the process of consultation.

The next important operational function in UHSL is related to the diagnostic services. The basis of any good medical treatment is the diagnosis, and the organisation has been keen to invest in advanced diagnostic technologies. The modern laboratory facilities, Radiology departments, MRI CT Scan machines, ultrasonography, cardiac diagnostic section and pathology laboratories with specialized testing units at United Medical College Hospitals. Diagnostic reports go straight from the x-ray machines to the doctors, allowing doctors to make clinical decisions based on evidence. The state-of-the-art diagnostic and therapeutic services are made available through advanced technologies like the 3 Tesla MRI system, 128-slice CT scanner, CyberKnife S7 radiosurgery platform and cardiac catheterization laboratory. While serving as an intern I observed a few situations where it is important to have clear communication between the diagnostic department and Customer Relations to explain to a patient when their test will be scheduled, how they would get a report, or when they would receive service.

In inpatient services, it is another of the operational activities for the population who requires hospitalization. When physician's recommendations for admission, patients are placed in appropriate hospital beds based on medical condition and care requirements. The nursing team, consultants, the pharmacist, and laboratory and support departments work together during the patient stay. Healthcare services are multidisciplinary in nature and it is important that clinical activity is coordinated across different departments, ensuring the safety of the patient, continuity of medication and treatment planning through different phases, including monitoring. The workflows inside the hospital are created so that communication between healthcare professionals is streamlined followed by proper patient records to meet clinical standards.

The organization’s most difficult operations are surgical offerings. The modular operation theatres at United Medical College & Hospital are one of the major advantages as they are fitted with the latest systems in surgery that enable the hospital to conduct surgical procedures of all kinds. Close cooperation between surgeons, anesthesia team, nurses, laboratory specialists, and critical care/icu specialists should be facilitated throughout the entire surgery (pre-operative assessment, anesthesia management, surgery and post-operative monitoring and rehabilitation). This allows the hospital to handle specialty procedures with greater precision and benefits better patient outcomes equipped with additional robotic surgery systems, and advanced radiosurgery technology. On the side of the efficiency of the working divisions, surgical departments need to have efficient planning and scheduling, resource management, maintenance and tracking of instruments and effective communication between the different disciplines.

Emergency health services, offers immediate medical care for patients with serious injury/disease, 24 hours a day. There are 22 beds in the emergency department for trauma, cardiac or neurological crises, complex respiratory failure and simple cardiac arrest. In emergency situations it is essential to promptly assign priority (triage) to patients, conduct a rapid clinical assessment, perform confirmative diagnostics, initiate emergency medical care and surgical measures if indicated and communicate effectively with families of the patients. While doing my internship, Customer Relations were the ones who helped emergency patients and their attendants with information, administrative procedures, and coordination of communication between families and medical teams during times of stress.

Another important area of care provision for UHSL is the running of the pharmacy. The pharmacology department is tasked with procuring, storing, dispensing and maintaining stock in drugs, providing drug information (counselling) and ensuring adherence to drug safety standards. Physicians, pharmacists and nurses work together to make sure patients are treated with drugs following clinical guidelines. Effective pharmaceutical management helps to reduce medication incidents and critical service disruptions, which contributes to improved patient safety, quality of care provision and operational efficiency.

Financial operations is also very important for providing healthcare services. These include billing, insurance coordination, corporate healthcare agreements, payment processing and financial documentation, all of which are systematic and give operational accountability and transparency. Patients receive all the information they need about the bill; corporate clients and insurance companies are supported by special administrative procedures. This is a timely study, which also provides a behind the scenes look at organizational practices in managing finances in the service of effective support of wider system transformation, whilst maintaining patient confidence and insight into services.

The Human Resource department has the following characteristics: it is the department that actively recruits qualified talent, provides training for workers, continually evaluates performance, and upgrades their qualifications. In the current context of healthcare technology evolution and enhanced clinical practices, a continuing education program helps doctors, nurses, administration, and customer service to maintain themselves professionally & quality of service. As United Medical College & Hospital also functions as a teaching hospital for United Medical College and United College of Nursing, educational activities are incorporated in the daily functioning of the hospital leading to opportunities for pragmatic learning, clinical research and professional growth.

At UHSL, IT resources are becoming more critical as a support of healthcare. Electronic appointment systems, electronic patient records, laboratory information systems, diagnostic reporting, communication systems and hospital management software increase efficiency and reduce administrative load. It streamlines communication between departments and establishes accurate details into patient records and allows medical decisions based on scientific evidence, along with providing care convenience to patients. Here, I came to know that, the use of Digital Systems could allow workflow to become smoother and more efficient and coordination between several service units during my internship.

Managing customer service was probably the most important operation that I observed while doing my internship. The Customer Relations Department is the link between patients and those in health care, and is responsible for communicating throughout so that timely care can be provided during the entire clinical process. Assisting patient in Appt scheduling, Registration team support, Service-related queries, Complaint resolution, Guidance to patient, Collection of feedback (online) and Inter-department coordination etc. are part of the work that is done by the department. Ably supported by physicians, nurses, administrative staff and support departments, customer service representatives enable patient issues be addressed quickly and professionally. The roles are not just some information, they have an impact directly on the improvement of patient satisfaction, reduction of patient anxiety, and the reputation of organizations.

As I saw it, the overall workflow of United Healthcare Services Limited is as follows:
Patient query → Booking an appointment → Registration to Hospital/Clinic→ Meeting Doctor for Diagnosis & Investigation Tests−> Disease diagnostic Testing→ Complete Treatment and admit patient as necessary depending on the diagnosis−> Process of getting drugs/pills from a pharmacy and billing in case of prescription created −> Discharge with medications (if needed) after consultation — Co-ordination workflow & Patient feedback Communication

All the steps of this work flow require the smooth collaboration of several departments and the Customer Relations Department remains active in supporting patients at every step in the process. Effective and efficient operating activities focused on the patient, with high quality healthcare standards can be achieved through effective communication and collaboration.

Overall, the operations of United Healthcare Services Limited are well integrated with regard to clinical excellence, operational efficiency and excellent customer service: The organization highlights its efforts in bridging the care by offering Coordinated Care Solution Services in highly technical medical specialties like diagnostic proficiency, medically supervised weight management programs, fitness programs, patient registration, clinical documentation, customer service and Community Communication Solutions. With my internship experience, I was able to see how great operational management positively affects the satisfaction of patients, organizational performance and sustainability competitive advantage firsthand. I also learned that medical care operations are as much dependent on new medical technology and skilled workers as they are on communication, teamwork, service coordination and a focus on customer service.
[bookmark: _Toc235137190]2.1.5 SWOT Analysis
The following SWOT analysis evaluates the internal strengths and weaknesses, as well as the external opportunities and threats, of United Healthcare Services Limited (UHSL). The analysis is based on the organization's healthcare operations, market position, and observations made during my internship in the Customer Relations Department.


[bookmark: _Toc235134709][bookmark: _Toc235135488][bookmark: _Toc235137618]Table 1 SWOT Analysis of the Healthcare Company in Bangladesh
	Strengths
	Weaknesses

	Strong corporate backing from United Group, providing financial stability and long-term strategic support.
	High operational and maintenance costs associated with advanced medical technology and modern healthcare infrastructure.

	Modern healthcare infrastructure with advanced diagnostic and treatment facilities, including robotic surgery, CyberKnife S7, 3T MRI, and 128-slice CT scanner.
	Healthcare services are relatively expensive compared to many public healthcare facilities, limiting affordability for some patient groups.

	Comprehensive healthcare network comprising hospitals, specialty clinics, and diagnostic facilities under one healthcare division.
	Heavy dependence on highly specialized physicians and healthcare professionals, making recruitment and retention challenging.

	Patient-centered service philosophy supported by the Customer Relations Department and a strong commitment to service quality.
	High patient volume during peak hours may increase waiting times and place pressure on customer service operations.

	Experienced consultants, skilled nursing staff, and continuous investment in professional development and medical education.
	Certain administrative processes may require further digital integration to improve efficiency and reduce service delays.

	Integration of healthcare delivery with medical education through United Medical College and United College of Nursing, promoting continuous learning and clinical excellence.
	Maintaining consistent service quality across all healthcare facilities requires continuous monitoring and resource allocation.



	Opportunities
	Threats

	Growing demand for quality private healthcare services due to population growth, urbanization, and increasing health awareness.
	Intense competition from established private hospitals and healthcare providers in Bangladesh.

	Expansion of digital healthcare, telemedicine, online appointment systems, and electronic patient services.
	Rising costs of imported medical equipment, pharmaceuticals, and healthcare technologies.

	Increasing demand for preventive healthcare, corporate healthcare programs, and executive health check-up packages.
	Shortage of experienced healthcare professionals and increasing competition for skilled physicians and nurses.

	Expansion into underserved regions through additional hospitals, specialty centers, and diagnostic facilities.
	Frequent regulatory changes and healthcare compliance requirements may increase operational complexity.

	Strategic partnerships with insurance providers, corporate organizations, and international healthcare institutions.
	Economic instability and inflation may reduce patients' ability to afford premium private healthcare services.

	Adoption of Artificial Intelligence (AI), digital health technologies, and hospital information systems to improve operational efficiency and patient experience.
	Public health emergencies, infectious disease outbreaks, and unexpected healthcare crises may significantly increase operational pressure and resource requirements.



The SWOT analysis indicates that United Healthcare Services Limited possesses significant strengths in terms of infrastructure, technology, clinical expertise, and organizational reputation. These strengths provide a solid foundation for maintaining its competitive position within Bangladesh's private healthcare industry. However, the organization must continue addressing operational challenges such as increasing service demand, rising healthcare costs, and the need for continuous technological investment. By leveraging emerging opportunities in digital healthcare, preventive medicine, and corporate healthcare partnerships while effectively managing external threats, UHSL can further strengthen its customer service capabilities and sustain long-term organizational growth.

[bookmark: _Toc235137191]2.2 Industry Analysis
[bookmark: _Toc235137192]2.2.1 Specification of the Industry
Healthcare industry is among the most vital service sectors in any economy since it is directly related to enhancing the health, productivity and general well-being of the people. The healthcare sector in Bangladesh has undergone serious changes in the past two decades as a result of the intense population growth, urbanization, income increase, life expectancy among others, as well as the increased population awareness as far as healthcare services are concerned. These shifts have escalated the need of quality healthcare thus pushing both the government and the general population to inject a lot of capital into healthcare. The healthcare industry is now one of the strategic sectors of socioeconomic growth of the country, as it helps to prevent diseases, engage in medical treatment, rehabilitate, educate in healthcare, and conduct medical research.
Bangladesh healthcare system includes an in-country network of both public and private healthcare providers that are controlled by the Ministry of Health and Family Welfare (MoHFW). The main aim of the public healthcare institutions is to offer affordable healthcare service to the general population in government hospitals, medical colleges, community clinics and special health care facility. Although these institutions cater to the majority of the total population in the country it is usually associated with issues of resource scarcity, overpopulation, low worker supply and poor infrastructure. This has led to the development of the private sector as a vital supplement to the public healthcare system since it offers specialized medical services, reduced waiting periods, modern healthcare centers and high-profile diagnostic equipment.

One of the quickest rising areas of the service economy in Bangladesh is the private healthcare sector. The growth of awareness of healthcare, the growth in the household income and demographics, advancements in medical technology has promoted the notion of privatization in hospitals, diagnostic centers, specialty clinics, pharmaceutical services and education of people in healthcare. The main competition that healthcare private providers exercise is based on quality of service, medical experience, technical capacity, patient safety and customer experience. Differentiating to compete competition is a trend that is increasingly becoming popular meaning that organizations are investing in internationally renowned medical equipment, hiring highly qualified specialists, enhancing healthcare infrastructures as well as enhancing customer service management.

Healthcare is totally different to the manufacturing industries since it does not offer tangible goods but services which are intangible. Use of clinical outcomes is not the only criterion that patients base their evaluation of healthcare organizations but also service quality, communication, responsiveness, empathy, accessibility and general patient experience. Healthcare services are highly interpersonal and involve a continuous contact between the physicians, nurses, administrative staff, diagnostic staff, pharmacists as well as the patients. As a result, the operational efficiency, teamwork and communication become the key organizational success factors.

The healthcare sector of Bangladesh country is covered with a wide scope of organizations, which are concerned with healthcare delivery and support services. They comprise local hospitals, non-profit hospitals, medical centers, diagnostics laboratories, outpatient clinics, rehabilitation centers, nursing homes, medical colleges, pharmaceutical companies, health insurance companies, telemedicine, supplier of medical equipment, and home healthcare. These organizations have joined together to form an interdependent healthcare ecosystem which helps in the prevention, treatment, diagnosis, and management of diseases as well as fostering the improvement of the health of people and medical advances.

In this wider healthcare ecosystem, the role of private hospitals plays a very vital role since, they offer specialized and technologically advanced healthcare facilities, which are typically missing in several public healthcare establishments. Modern medical equipment, international physicians, advanced medical surgical equipments, intensive care units, emergency medicine and special diagnostics services are expensively invested by the private hospitals. The investments have also allowed numerous health care organizations in the privatse to launch high-technology treatments like robotic surgery, advanced cardiovascular surgery, organ transplantation and minor/surgical surgery and precision cancer treatment. These developments have greatly enhanced the quality of healthcare that would be received in Bangladesh and this has also led to the reduction in the number of patients who would be taking their medical care elsewhere.

The other distinguishing feature of the healthcare sector in Bangladesh is the growing embeddedness of healthcare provision with the provision of medical education and research. Some of the major non-governmental health institutions also have teaching hospitals that offer clinical care to medical and nursing students, whilst also offering specialized healthcare services. This combined strategy enhances professional growth, evidence-based clinical practice, and sustainable healthcare workforce in the long-term. This model is employed at United Medical College and Hospital where I did my internship as it is a tertiary-care hospital as well as the teaching hospital of the United Medical College and United College of Nursing. This integration extends the ability of physicians, consultants, nursing faculty, and students to collaborate in an environment in which education, research, and patient care are complementary to each other.

Improvement in technology has been among the main driving forces in the health sector. The concept of digital transformation has shaken the foundation of healthcare organization service production and treatment of patients. EMRs and hospital information systems, digital imaging, lab automation, telemedicine, AI, and online booking platforms have made healthcare more accessible, functional, more accurate in diagnosis and clinical decision-making processes. It is now becoming common in Bangladesh as many major privately owned hospitals are embracing these technologies to offer a better experience to patients besides boosting the productivity of an organization. Healthcare organizations also use technology to handle vast patient data, coordinate multidisciplinary care and enhance healthcare provider-patient communication.

Another key feature of the healthcare industry has been identified as customer service management. In the past, clinical excellence was the main quality indicator to be considered in healthcare organizations. Nonetheless, the contemporary healthcare has broadened this viewpoint by appreciating the fact that patient satisfaction is not only based on the treatment outcomes, but also on the overall healthcare experience. Waiting time, quality of communication, administrative efficiency, empathy, responsiveness, complaints management and service coordination are now very important determinants of the perception of quality of healthcare services by patients. This has led healthcare organizations to have specific customer relations departments charged with handling customer needs, making call centers, solving complaints, gathering feedback, and retrieving services. In the course of my internship experience at United Healthcare Services Limited, I found that customer service management forms part of the strategic operation of the healthcare delivery in that it ensures that patients are provided with constant care and assistance throughout the treatment process they have.

Medical services and patient safety in the healthcare industry are also very regulated because it concerns important issues. Healthcare providers are obligated to adhere to different regulatory standards pertaining to clinical governance, licensing, infection prevention, quality assurance, medical ethics, pharmaceutical administration, environmental safety and patient confidentiality. Regulatory oversight provides best practices on a clinical practice standard acceptable by healthcare organizations as well as protecting the rights and safety of patients. These rules entail ongoing investments in the training of the staff, quality management system, development of infrastructure and clinical monitoring.
The other characteristic of the healthcare industry is that it is a labor-intensive industry. As opposed to most industries where automation can substitute much of working force, healthcare is one of the industries that need skilled employees, such as physicians, nurses, pharmacists, laboratory technologists, radiologists, therapists, biomedical engineers, healthcare administrators and customer service staff. Accessibility to skilled human resource has direct impacts on the quality of health care, efficiency and patient satisfaction. This means that the areas of recruitment, professional growth, employee retention, and continuing medical education continue to be strategic potentials of healthcare organizations across Bangladesh.

The amount of competition in the privacy healthcare sector has increased significantly over the past couple of years. In search of competitive advantage, leading private hospitals have concentrated on diversifying service expertise in specialized healthcare services, making investments in innovative technologies, as well as improving healthcare facilities and customer experience. The current generation patient has increased access to medical details via digital mediums and social media, wherein he is able to compare healthcare facilities in terms of their reputation, quality of their services, qualification of their physician, and technological level, treatment results, and patient reviews. As a result, customer satisfaction is gradually becoming a medium of sustainable competitive advantage in healthcare organizations. Integrating clinical excellence and effective customer service has turned into one of the key differentiating variables in the realm of the Bangladesh market of private healthcare facilities.

Finally, the healthcare sector in Bangladesh is a dynamic, knowledge based and fast moving service sector, involving technological innovation, growing private investment, patient expectation, and on-going quality improvement. The emergence of the industry is marked by the increased significance of the specialized healthcare service, the unifying role of medical education, the digital transformation, and the patient-centered care. Organizations like United Healthcare Services Limited are a few organizations that are operating in this very competitive environment by integrating superior medical infrastructure, professional knowledge and management of customer services to provide total healthcare solutions. Knowing the nature of this business comes as a fundamental base to understand the strategic status of the firm, its business ways, and its future prospects of expanding its business in the developing healthcare environment in Bangladesh.
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[bookmark: _Toc235137193]2.2.2 The Size, Trend and Maturity of The Industry
The demographic growth, economic development, urbanization and rising awareness of health and well-being have resulted in an expansion of one of the fastest-growing service sectors in Bangladesh—the healthcare industry. More than two decades of significant public and private investment in healthcare infrastructure have led to much higher capacity and access to advanced healthcare; As per the MoHFW (Ministry of Health and Family Welfare), WHO (World Health Organization), World Bank, Bangladesh has achieved significant progress in life expectancy, maternal and child mortality and coverage with health services. All these achievements have helped to facilitate further development of the health sector in the country, and at the same time increased the demand for specialized and high value health care services.

Bangladesh is one of the most densely populated countries in the world, with over 170 million people living in the country. This sizeable population keeps healthcare running in one form or another continuously among the entire cohort of society. At the same time, the demand for sophisticated health-care services has soared because of increasing incidences of non-communicable diseases like cardiac diseases, increased prevalence of Type 2 diabetes, chronic renal diseases, and climate change, which are responsible for the mortality of millions of people every year since the end of World War II. The parameters have fostered the growth of the private healthcare agencies that offer advanced diagnostic facilities, specialized treatment and patient-centered provisions in healthcare.

Bangladesh's health care sector has developed considerably in the past decade. This has been due to increased government and private healthcare expenditure. While public healthcare institutions are a vital source of essential services for the majority of the population, the growing middle-class has driven a demand for private providers to offer quicker waiting times, more recent technologies and specialization, particularly at a higher level of customer services. Over these years, the private hospital, diagnostic centers, specialty clinics, pharmaceutical companies and healthcare technology market have constantly flourished making healthcare one of the most lucrative sectors to invest in India.

Today there are hundreds of private hospitals, thousands of diagnostic centers, various special clinics and several healthcare support organizations in the private health sector in Bangladesh. Huge investments have been made for the most part by the largest private healthcare providers on modern hospital infrastructure, intensive care units, diagnostic technology platforms, robotic surgery (including surgical robots), oncology services and cardiovascular treatment. These investments have significantly improved the quality of domestic healthcare, and reduced the need for treatment in foreign hospitals for many of the more complicated diseases.

Growing awareness regarding health care among the population is one of the major factor driving growth. In recent years, the awareness of people towards preventive health care measures, like medical check-ups, vaccination programs, nutritional management and early detection of diseases, has increased in comparison to the previous decades. By educating the patient using different digital platforms, campaigns and by directly communicating with a doctor, the patient is encouraged to visit the hospital sooner than later in his/her disease course, and not postponing the consultation. This new way of behaving led to an increasing demand for outpatient consultation, diagnostic investigations, packages for preventive health screening and packages for the disease.

The health-care sector was not spared of the economic growth of Bangladesh either. With household incomes rising and standards of living improving, now a larger number of citizens are able to access private sector hospitals. With the rise of disposable income, the patients are ready to pay more for health care services that involve better medical technology and skilled specialist, well- maintained hospital premises as well as effective customer service. Meeting these changing expectations, health services have added new services and invested in internationally recognized medical technology.

The second trend impacting on the development of industry is technological innovation. In recent years, digital transformation has become a centerpiece of modern healthcare management to facilitate operational efficiency in hospitals, enhance patient safety and provide more personalized care. The working of health ecosystems has undergone transformation with the advent of Electronic medical records, hospital information systems, Virtual appointment platforms, Telemedicine, Artificial Intelligence and Machine Learning based solutions for analyzing medical images, Laboratory automation technologies, mobile Healthcare applications. These are the technologies that are being aggressively pursued by the leading private hospitals of Bangladesh like United Healthcare Services Limited which not only makes health care more accessible, but simplifies administrative procedures, but most importantly, improves clinical decision support.

Specialized medical services are the growing trends. The healthcare system has gradually evolved over the years into a model based on highly specialized clinical services, supported by advanced technology, and integrated in multidisciplinary health care teams, rather than general medical care. It is amazing progress in sectors such as cardiology, oncology, neurology, nephrology, orthopedics, gastroenterology and fertility treatment, in minimally invasive surgery, in robotic surgery, and in precision medicine. The specialization means they can be better equipped to address increasingly complicated medical challenges and is part of the effort to enhance the rate of successful treatment, while sacrificing less travel time to more sophisticated treatment abroad.

Long-standing expansion has occurred in Medical education and Professional development. Most of the leading private hospitals have started establishing some of their hospitals as teaching enabling with medical colleges and nursing colleges. This model can be the path to lifelong career development of physicians, nurses and allied health care workers in conjunction with clinical research, innovation, and evidence-based practice of medicine. Education combined with healthcare delivery becomes a key element in achieving quality and is easily able to help solve sustainability of workforce problems in the longterm.

One other recent trend we've noticed is the evolving customer's expectations. Patients are expecting their providers to not only give them the right care, but to give them the best customer service experience along their healthcare journey. Waiting time, clear communication, appointment setup process, complaints handling system (after treatment), administrative efficiency and overall transparency through the treatment journey all contribute to empathy and support after treatment, which are key factors to patient satisfaction. As a result, healthcare providers have set up customer relations departments and started using CRM solutions to boost patients' experiences and brand image. As a Management Trainee with United Healthcare Services Limited, I have noticed that customer service management is now realising its significance as the operations instead of just an administrative support function in healthcare.

In the healthcare context in Bangladesh, there has also been a tremendous growth in corporate healthcare programmers. Nowadays, most companies provide for the coverage of health insurance, annual medical screening, executive medical screening packages, and emergency medical aid. Many also have wellness programs as part of their offerings to employees. These partnerships create long-term relationships between healthcare providers and companies, and encourage preventive care practices among workers. In this context, the healthcare services offered by the companies have become a cornerstone of the sustainable development of private hospitals.

The healthcare industry is booming but there are many challenges arising. The increasing costs of healthcare, reliance on foreign software and hardware products for medical equipment, lack of highly skilled and specialized healthcare workers, rising operational costs and regulatory compliance obligations are all putting a strain on healthcare organizations. Furthermore, technology is continually changing and evolving and requires ongoing investment in equipment upgrades, IT infrastructure and training of human resources. Competition between hospitals has become intense as each tries to attract more patients and improve their customer service, which is a key factor in drawing patients away from other providers, and to bolster their staffs with more experienced doctors. Hospitals are competing fiercely as they invest in their infrastructure, recruit more experienced doctors and say they're providing better customer service to get patients to leave rival private hospitals.

In terms of industry life cycle, the private healthcare industry in Bangladesh is currently in a growth phase, rather than maturity phase. A number of features validate this judgement. Initially the need for health services is declining & accelerating in terms of population growth, demographic shifts and increasing health awareness. Private investment within hospitals, diagnostic centers as well as heathcare technology is still healthy indicating continuing market growth. Moreover, health services providers continued to diversify their services by introducing new and increasingly specialized treatment centers, digital healthcare (e.g. telehealth, virtual care plans), preventive medicine initiatives, and corporate health services. Finally, continual improvements in technology and greater competition demonstrate that there is still plenty of room for further expansion in the area.

What's the reason why has not happened? Te, give me one word. you}) Healthcare organizations are turning to value-based health care services, accreditation and quality of services, patient safety, digital transformation to increase the efficiency of their operations and enhancing their customer experience. The competition is gradually transitioning from simply providing basic health care services to value based health care where patient satisfaction, clinical outcomes, technological capabilities, and organizational reputation will all play a part in gaining success in the marketplace. Companies that can bring together high levels of medical technology, excellent customer service and effective operational management in the coming years will be best equipped to maintain market leadership.

The long-term prospect of Bangladesh's healthcare sector is still extremely optimistic. The continuous economic expansion, governmental support to strengthen healthcare infrastructure along with a consistent rise of the private healthcare providers alongside rising awareness towards health and wellness amongst the population in addition to technological upturns is anticipated to support continued growth of this industry chain. In 10 years, emerging technologies such as artificial intelligence, telehealth, remote patient monitoring (RPM), digital health data and robotic surgery and precision medicine are likely to receive increased attention for the future of the delivery of medical care. Healthcare organizations that are able to adapt to these trends without neglecting quality patient care and customer satisfaction will be in a stronger position for sustainable growth.

[bookmark: _Toc235137194]2.2.3 Industry SWOT Analysis
The healthcare industry in Bangladesh has experienced remarkable growth over the past two decades due to increasing healthcare awareness, economic development, technological advancement, and greater private sector participation. Despite its strong growth potential, the industry also faces several operational, financial, and regulatory challenges. The following SWOT analysis evaluates the internal strengths and weaknesses of the industry, along with the external opportunities and threats that influence its long-term development.

[bookmark: _Toc235134710][bookmark: _Toc235135489][bookmark: _Toc235137619]Table 2 SWOT Analysis of the Healthcare Industry in Bangladesh
	Strengths
	Weaknesses

	Growing demand for healthcare services due to a large and increasing population.
	Shortage of qualified physicians, nurses, and allied healthcare professionals compared to the growing demand.

	Rapid expansion of private hospitals equipped with modern medical technology and specialized treatment facilities.
	High out-of-pocket healthcare expenditure makes quality healthcare unaffordable for many citizens.

	Continuous improvements in healthcare infrastructure, diagnostic facilities, and specialized medical services.
	Unequal distribution of healthcare facilities between urban and rural areas.

	Increasing adoption of advanced medical technologies such as robotic surgery, digital imaging, telemedicine, and electronic medical records.
	Dependence on imported medical equipment, pharmaceuticals, and healthcare technologies increases operational costs.

	Strong government commitment to improving healthcare access through policy reforms and public health initiatives.
	Limited health insurance coverage results in greater financial burden on patients.

	Growing collaboration between healthcare institutions and medical education, producing a more skilled healthcare workforce over time.
	Administrative inefficiencies and inconsistent service quality among healthcare providers remain significant challenges.



	Opportunities
	Threats

	Rising middle-income population creates increasing demand for premium private healthcare services.
	Intense competition among private hospitals and diagnostic centers may increase operational pressure and reduce profit margins.

	Expansion of telemedicine, digital healthcare platforms, and artificial intelligence in healthcare delivery.
	Inflation and rising operational costs increase the cost of healthcare services and reduce affordability for patients.

	Increasing demand for preventive healthcare, executive health screening, wellness programs, and corporate healthcare services.
	Frequent disease outbreaks, pandemics, and public health emergencies place enormous pressure on healthcare infrastructure.

	Development of medical tourism by providing internationally competitive healthcare services within Bangladesh.
	Continuous technological advancement requires substantial investment to remain competitive.

	Greater investment opportunities from both domestic and international healthcare investors.
	Shortage of highly specialized healthcare professionals due to migration and increasing global demand.

	Expansion of healthcare facilities into underserved districts and rural communities.
	Changes in healthcare regulations, accreditation requirements, and compliance standards may increase operational complexity and costs.




Based on the SWOT analysis it is identified that the Healthcare sector has strong assets in Bangladesh including the market demand, technological development, private sector investment in the Healthcare sector, and Healthcare infrastructure is growing in the country. These assets will provide an excellent basis for further industry expansion and access to better health care. In the meantime, there are several structural imbalances in the industry as a whole, such as the lack of human resources with sector expertise, insufficient insurance coverage, geographic inequity in access to health services and strong dependence on external health technologies.

There's also a good future growth opportunity, the analysis indicates. Digitalization, health awareness, corporate health programs, health prevention, telemedicine and medical tourism will transform the health care sector in the near future. A customer-service orientation that is efficient, effective, and evidence-based medicine, coupled with the latest technology, will likely enhance the business of those healthcare organizations.

But in the face of these opportunities, healthcare organizations need to be cautious regarding the challenges that they don't know about. Healthcare providers in Bangladesh are facing numerous challenges, including high medical expenses, stiff competition, technological advancements and changes, labor shortages, changing regulations and unforeseen public health crises. Firms that prioritize continuous innovation, employee growth, digital transformation, quality management, and patient-centric patient care will be equipped to tackle these challenges and achieve operational excellence and sustainability.

In conclusion, the overall outlook for the healthcare industry in Bangladesh remains positive, with ample opportunities for businesses that can offer high-quality, accessible, and patient-centric healthcare services. At an industry that is constantly dynamic, there are opportunities as well as responsibilities for United Healthcare Services Limited. The organization's commitment to cutting-edge medical technology, specialized healthcare services, highly qualified personnel, and customer service management positions it well to leverage on the industry's future growth and help maintain the overall enhancement of healthcare standards in Bangladesh.
[bookmark: _Toc235137195]CHAPTER 3: INTERNSHIP EXPERIENCE
[bookmark: _Toc235137196]3.1 Position, Duties, and Responsibilities
The position, duties, and responsibilities of the post are defined.
I was involved in the internship program of the Bachelor of Business Administration (BBA) at the United International University (UINT) and the United Healthcare Services Limited (UHSL) from 1 March 2026 to 30 May 2026, which I completed as a full-time intern. In this period I joined to United Medical College & Hospital, United City, Madani Avenue, Dhaka as the Service Excellence Officer, Customer Relations Department. This allowed me to apply the theories learnt while studying and learn about the practical aspects of management of customer service in a modern tertiary healthcare institution.

As an intern I reported directly to Mr. Mohammad Ashiqur Rahman, Senior Manager, Customer Relations, as an organizational supervisor during my internship. He gave me on-going advice and direction, set tasks to complete daily, provided feedback and encouragement on my work, and offered suggestions for improvement of professional skills. It was under his guidance that I came to know how the Customer Relations Department liaises with all other departments of the hospital to ensure delivery of patient services and to provide excellent customer service. I feel like working as his mentee has enhanced my understanding of all the domains of the customer service management, professional ethics and operation excellence within a healthcare environment.

As a Service Excellence Officer, my job was to make sure that the patient should not be treated any less than professional, efficient and with respect throughout the time they have to spend in the hospital. Healthcare organizations are service providers and every time that employee interacts with a patient it impacts the patient's satisfaction with the organization and its reputation. This meant I had to possess good communication skills, think outside the box, be empathetic, patient and professional with patients, attendants, doctors, nurses and administration.

I had to assist with patient registration, which was one of my large duties. Provided support to patients in the registration process, verified the necessary information, helped with the registration process and entered the necessary information into the Hospital Information System (HIS). During busy times, worked closely with registration to avoid delays and ensure patient organization. This position has given me a better idea of how important it is to maintain accurate patient information and to be efficient and confidential throughout the registration process.

One of the other key responsibilities was appointment scheduling and coordination. Assisted patients to obtain appointments with consultants to the various outpatient departments as availability of consultants and patients' needs. I also provided details on appointments, hospital protocols and facilitated patients' awareness of hospital location, and appointment dates and documents. This experience helped me better understand the scheduling of hospitals and how proper scheduling of appointments can help to reduce the wait times of patients and the quality of service provided can be improved.

A lot of my job was to provide information and guidance to patients. The huge number of patients and visitors visit the United Medical College & Hospital on a routine basis, some of whom are unaware of the layout and service procedure of the hospital. Regularly assisted patients and escort for transfer to outpatient facilities, diagnostic centers, labs, pharmacies/billing desks, emergency and inpatient wards. Accurate directions and timely information helped to ease the way for patients, minimizing confusion and maximizing their health care experience.

I was also very much involved with the working of Out Patient Department (OPD). My responsibilities included assisting patients before and after their consultation, facilitating patient queues, assisting in communication with patients and departmental staff and inputting patient data in relation to diagnostic investigations and/or follow-up appointments or referral to other departments. They needed constant interaction with the doctors, nurses, reception staff and other support workers to ensure the smooth running of the outpatient services.

Another important work that I had to do was to help VIP patients. VIP patients may require special care, effective coordination of services and instant communication with various departments. I assisted them in registration and in making appointments for consultations, co-ordinated departments and helped them move around the hospital and ensured that the hospital standards were followed. This experience helped build my professional customer service skills and helped to deal with sensitive issues in a discreet and courteous manner.

Also, I had to give assistance in emergency cases. The treatment of clinical cases was done by the medical staff and I helped the patients and their relatives by providing information, directing them to the areas of the hospital service, coordinating administrative work and communicating with the departments concerned when necessary. Working with individuals in an emergency situation environment, this has taught me to remain calm, organized and responsive when someone is in an emotionally challenging and stressful situation.

One of my primary duties was communicate, communicate, communicate. Made appointments over the phone, responded to patients' questions and sent/received emails as necessary for operations, assisted patients at information desk at hospital. The Customer Relations Department was frequently called upon by patients for information on availability of consultants, appointment times, services provided in the hospital, diagnostic process, hospital admission procedure and location of departments. My job was to be professional and to provide the correct and timely information to customers in a positive manner.

The main duty of my internship was Customer service management. That I was an active contributor to the management of patient complaints, listening to patient concerns, identifying service related issues and coordinating with the concerned departments to provide timely solutions. Not all complaints are easily addressed, but I picked up the lesson about listening, empathy, effective communication and service recovery to gain the trust of the patient. I also contributed to patient feedback which aided in identifying issues in the service and areas for improvements in operations.

One of the other key roles was in the management of queues. During peak times, there was an increase in the number of patients, and queue management was critical to the smooth operation of the hospital. Organised waiting lines for the patients, explained the waiting time, facilitated the transfer of patients from one department to another and provided necessary support to patients for priority help. Optimal use of the queue helped to minimize patient inconvenience and enhance operational efficiency and quality of service.

I have also been involved in patient follow up activities which included the provision of information relating to appointments, departmental referrals, diagnostic reports, hospital procedure etc. These activities highlighted the need to keep in touch with patients after the initial appointment, and therefore to ensure better relationships with patients and customer satisfaction.

Occasionally employed several information systems and software to complete duties. Patient registration, appointment scheduling and co-ordination were the major and crucial process and the predominant platform was the Hospital Information System (HIS). I also got to learn first-hand experience with Orange, Microsoft ERP software, and Microsoft Excel (data management and operational support and administration). The experience gained in these systems has greatly enhanced my technical skills and given me a hands-on experience of digital healthcare management.

On my internship, I have worked with doctors, nurses, customer service, administration and other health care personnel. The biggest thing that I learned in this multidisciplinary workplace is how to coordinate, respect, communicate and work collaboratively to provide quality healthcare services. As I said, delivering healthcare is not just about the clinical skills, but it's about how all departments work together, towards the same objective – keeping the patients happy.

In addition, the role of Service Excellence Officer involved adherence to hospital Standard Operating Procedures (SOP), ethical guidelines, confidentiality guidelines and standards of professionalism. Patient sensitivity, accuracy and respect were required for every patient interaction. This position continued to add to my understanding of professional ethics and it further served to remind me of the need to maintain the confidentiality of patient information and organizational data.

Although I have interned in several different facilities, the material I produced in each location enabled me to have a well-rounded knowledge of customer service management in a health care setting. This position allowed me to gain insight into the application of communication skills, service quality management, patient relation management, operational coordination and problem solving in a professional health care environment. Working with patients directly and other departments at the hospital was a huge boost to my confidence, professionalism and knowledge that I would get from providing patient service, which ultimately helped myself become more efficient with the organization. The experience broadened my knowledge and skills as a professional and helped me understand the importance of customer-focused service in attaining organizational excellence, and reinforced the ability to work well in teams, a key organizational responsibility.
[bookmark: _Toc235137197]3.2 Training & Development
Prior to my assignment as a Service Excellence Officer at United Medical College & Hospital, I went through an orientation and training program that was well planned with the intention of orienting myself in the functioning of the organization- its service standard, workplace conduct and norms relating to healthcare delivery. These training helped prepare me to work in the Customer Relations Department both theoretically and practically. This training improved my knowledge of the functioning of hospitals and gave me more confidence to carry out my responsibilities while upholding the standards set by United Healthcare Services Limited.

When I started the internship, there was an organizational orientation program and it provided me with a view on the history, mission, vision, core values (what is accepted in United Healthcare Services Limited), Organizational structure and operational philosophy. In this session, I learned that the organization is dedicated to deliver patient focused healthcare through sophisticated medical technology, clinical quality and excellence, ethics and continuous quality improvement. This orientation also included a general introduction to the hospital and its departments, the reporting structure, employee duties and responsibilities and keeping patients, visitors, and co-workers in context for staying professional. This first introduction also showed me the different departments working together to provide integrated health services and how much customer service matters in terms of providing good quality over operational excellence.

The third most crucial part of my training was SOP(Standard Operating Procedures) The hospital has a well-established set of clearly defined operational procedures allowing for consistency, efficiency, patient safety and adherence to regulatory standards including in each department. In this circle, I was trained on how to register patients, schedule appointments, guide them through the facilities and services that were available at Health City Dubai, document their information within the system used for data collection purposes, communication protocols and interdepartmental coordination. This knowledge allowed me to perform my day-to-day duties without making mistakes while still mitigating possible operational errors. Standard operating procedures training was also incorporated to stress the significance of using standardized protocols in delivering quality service, and ensuring that every single patient is guaranteed to receive uniformly professional care.

The other major part of my training was customer service, which directly translated into my duties in the intern role within the Customer Relations Department. The training covered the basics of good communication skills, active listening, empathy, professionalism in interactions and resolving conflicts and service recovery. I realized that every interaction with any patient or visitor plays a part in how the hospital is perceived, and thus makes a difference in aspects of patient satisfaction. The training taught the employees to be keep a good attitude, provide courteous communication, respond timely to questions and complaints about service. I gained skills for handling complex scenarios with challenging and or unhappy patients and remaining calm, composed and professional. It was a series of lessons which helped me immensely in my day-to-day interactions with patients & their caretakers throughout the course of this internship.

Again, when I joined a healthcare organization and since patient safety cannot be compromised in this environment, part of the mandatory employee development program for staff members included information regarding fire safety. Under this training, I learnt emergency response procedures, evacuation protocols, fire prevention measures, emergency communication systems and the use of firefighting facilities. The bulk of my responsibility involved customer service, but for a hospital, understanding what constitutes emergency preparedness is necessary as all employees are expected to help keep patients, visitors, and staff members safe during an emergency. This training opened my eyes to what discerning the difference from work and home pressure looks like, it also renewed my sense of duty not to panic but rather to think clearly while working in such unpredicted occurrences.

Also, the hospital delivered an extensive training on Hospital Information System (HIS), the inline digital care platform which is one of its main digital solutions to serve patient registration, appointment reservation, patient medical record management and coordination for these services. I was trained on the system: how to register patients correctly, pull patient records, update notes in the record, check appointment times and orientations, support daily operations while keeping data intact and secure. The longer I used the software, the better I became and was able to perform registration and patient service duties more swiftly and assuredly. The role of digital technology in health service provision delivery and operational efficiencies was an area that consequently became more clear during the HIS training.

Also, aside from the Hospital Information System I also had a hands-on knowledge of Orange, Enterprise Resource Planning (ERP) software and Microsoft Excel all through my internship. First there was a demonstration on how these systems work, from senior colleagues, and explanation of their integration into daily life at the hospital. At the same time, I became more comfortable utilizing these applications to aid in administrative activities, maintain and manage operational information, as well as coordinate processes related to customer service. This practical experience not only solidified my technical skills but exposed me to the digital healthcare management systems employed by today highly tech-savvy organizations.

An equally important facet of my career progression came from learning on the job. However, although some of us end up through formal training sessions which will give you the theoretical aspects, practical experiences in the workplace during this period were simply much faster than any other thing for me or somebody who is in the same situation as I was. Collaborating with senior managers, practicing physicians, nurses and administrative personnel helped me see how the theoretical principles were applied in practice. My coworkers have been infinitely helpful, constantly guiding me and sharing their insights, correcting me when I went off track and pushing me to be confident in doing my job on my own. Their mentorship, therefore, made a huge difference in my overall professional growth and helped me adapt to the working culture of the hospital efficiently.

During the course of my internship, I kept learning about how to find ways to manage different kinds of patients who came in with diverse needs, emotional conditions and styles of talking. A healthcare environment of anxious or emotionally dysregulated patients and long waiting times due to illness or overextended staff would lead to an increase in the rate of violence alongside it. I learned the theory from customer service training, but most of my communication and patience came from watching other pros who had done it much longer than me; slowly adapting to being able to be helpful in a good way. It with these experiences, which refined my interpersonal skills and equipped me Jul teaching the art of patient-centered service management.

Another significant aspect of my development was learning how to function in a cross-disciplinary team. Healthcare delivery is an ongoing and continuing co-ordination between physician, nurses, Diagnostic Departments, Pharmacy Services to Finance, Administration to Customer Relation. During the course of the internship, it was evident how collaboration and information sharing across departments aided in patient care delivery and organizational effectiveness. Performing in this collaborative environment helped improve my teamwork, communication skills and coordination while allowing me to realize the need of undertaking responsibility as a unit for any healthcare service delivery.

The internship helped a ton with building me as a person. The fast-paced hospital environment developed and honed my time management, adaptability, decision-making, and self-confidence. In the beginning I needed supervision for a lot of operational tasks, but as time passed by I reached a level where patient contact, registration support, appointment coordination and service inquiries became independent. The gradual progress was an indication of both the formal training programs and consistent direction from my supervisors and peers.

In conclusion the training and development provided by United Healthcare Services Limited has been a key link in preparing me for the position of Service Excellence Officer. Organizational orientation, customer service training, SOP referrals, fire safety awareness knowledge of the HIS Training software applications and WPL became handy learning to develop both technical skills and one having professional accreditations. Even more importantly, these experiences solidified my understanding of customer service management in the healthcare industry and emphasized how paramount continuous learning is to professional excellence. The skills and knowledge I gained during this training period will stay with me for the rest of my educational and career life. 
[bookmark: _Toc235137198]3.3 Contribution to Organization / Operations
I had a 3-Month Internship in Customer Relations at United Medical College & Hospital, where I enjoyed the opportunity of getting involved with the daily operations of the Customer Relations Department and helping to create a high quality healthcare environment and exceptional patient experience for the organization. My role as a Service Excellence Officer was more of a facilitator role, but I was also very active in other operational activities that contributed towards the improvement of efficiency of the services, communication between patient and healthcare worker and smooth functioning of the hospital. I got to understand the significance of an individual's contribution to improve the organizational performance and patient satisfaction in a health care organization during my contributions.

The greatest thing that I did was to assist with the enrolment of patients. The reception desk is the front line of the hospital and is the first to interact with patients; therefore, its efficiency is essential to make a good impression. Verified the information of supported patients, assisted with the registration of patients and ensured that the required data were properly captured in the Hospital Information System (HIS). For high patient flow, I worked closely with the Registration staff to make sure there was not too much congestion at the Registration Counters and no delays. My active involvement helped in the seamless workflow and improved efficiency of patient registration services.
Another big factor was appointment scheduling and patient co-ordination. Outpatients were numerous, with people coming for consultations to the hospital every day in different outpatient clinics. Assisted in arranging appointments, availability of consultants, directed patients to proper departments, and gave information about hospital procedure. My role was to support patients in completing their appointments quickly, effectively and to the best possible standards, which helps to reduce any confusion and increase the overall experience. Effective appointment coordination was also facilitated by smoother patient flow within outpatient services and avoiding unnecessary waiting times.

A commitment to improving the patient experience was always a priority during the internship, and I would strive to provide clear directions and prompt assistance to patients. Patients and visitors were not aware about the layout and working of the hospital. I would regularly escort them to consultation rooms, diagnostics, emergency, pharmacies, the billing counters and in-patient wards. Reduced patient's anxiety levels and made services more accessible by ensuring timely arrival to patients destinations and accurate information was provided. Each encounter—from providing instructions to explaining services—helped to enhance patient satisfaction and make the hospital a nice environment in which to be treated.

Another contribution was to assist the Customer Relations Department in their roles with the patient enquiry. Patients frequently visited the department to find out the schedule of their consultant, for diagnostic services and information concerning admission procedures, hospital facilities, billings, and the location of the department. Responded to questions appropriately and effectively communicated with other departments when necessary to obtain additional details. Time-bound and accurate responses helped the patients to take a decision and improved the quality of the customer service from the hospital.

I also assisted with the running of the queues especially when the hours were full during the out patients time. Long queues may lead to patient and attendant dissatisfaction. Assisted in maintaining patient's discipline, advised patients of anticipated waiting times, controlled the flow of patients between departments and ensured priority patients were treated correctly. By using the proper queue management, it has been possible to improve the efficiency of the operations and achieve patient satisfaction during busiest service hours.

Being able to assist with patient issues and complaints was a great aspect of my internship. I listened to the concerns of patients, helped them as soon as possible and made sure I could refer them to the appropriate department to help resolve the complexities as fast as possible. As part of learning how to handle complaints effectively, I have noticed that it's not about the actual complaint, but it's showing a patient that they are valued and respected throughout the process of recovering from the complaint, being professional and showing empathy. Participated in activities that contributed to achieving high levels of customer satisfaction.

The ability to utilize digital healthcare systems was also a means of adding value in terms of operational efficiency. The process of patient registration, appointment management, information handling and administrative support were facilitated by the adoption of the Hospital Information System (HIS), ERP and Microsoft Excel. I ensured patient information was entered correctly and followed protocols to ensure accurate patient records and minimizing administrative errors. As the internship progressed, I grew more and more comfortable with these systems and was able to be more self-sufficient in the work assigned.

The application of other department's staff also helped to enhance my function in the working of the organization. It is essential to have continuous coordination between doctors, nurses, lab staff, pharmacists, finance officers, and customer service representatives in the delivery of healthcare. During the internship I was actively involved in communication with different departments helping to ensure patient flow, service coordination and smooth operation of service activities. This team work contributed to the improvement of the coordination among departments and highlighted the importance of collaboration to achieve the goals of the organization.
My confidence increased and I was able to take care of basic things without supervision. This allowed the senior staff to spend more time on the more complex operational issues whilst I was able to work on many of the day to day customer service issues covered by my job description. This training has helped me to smoothly settle into the operational environment of the hospital and I realized that I was in a life-long learning and development journey.
One advantage of the internship that I had is that I was able to deal with patients' interactions when it was busy and maintain the professional approach and quality of service. Hospital settings typically have a lot of patients, patients are stressed, and there is a lot of time pressure. Managed to maintain calm and positive attitude all the while; communicated with patients, responded to queries and arranged for services. My willingness to learn, punctuality and courteous and efficient service to customers were appreciated by my supervisors and co-workers. This achievement gave me a confidence and an understanding about the importance of providing the best of services in healthcare institutions.
One of the major contributions was to promote the service culture towards patients at the hospital. The values of courtesy, empathy, respect, confidentiality and professionalism were adhered to at all times during the internship with patients and visitors. I was aware that every time I dealt with the hospital, it was committed to the provision of quality service and organizational excellence. These practices contributed to a positive healthcare experience for patients, and strengthened the hospital's reputation for being a caring and customer-oriented institution.
My internship was for three months, and I was able to help in the day to day running of the Customer Relations Department. I had to do patient registration, appointment scheduling, patient communication, managing waiting queues, handling complaints, providing information and coordinating with different departments. While each of these individual donations was small, they all contributed in a way that allowed the hospital to fulfill its mission to offer effective and patient-centered health care services.
Overall, my internship experience gave me a deeper understanding of how essential healthcare workers of all roles are to achieving success in the industry. I understood that customer service activities, which I generally associated with day to day tasks, must be critical to the efficiency of the organization, to the patients' experience and to the reputation of the organization. Being able to contribute day to day at the hospital, maintaining the professional standard and learning from the training has helped me to contribute to the hospital and to acquire hands on skills that will aid me in my future academic and work life.
[bookmark: _Toc235137199]3.4 Evaluation
My three months of internship at the United Medical College & Hospital attached to United Healthcare Services Limited was an worthwhile experience that helped bridge the gap between theoretical knowledge and practical experience. In general, I consider my whole internship experience as very beneficial since it provided building technical competencies and work-readiness skills in a fast-paced healthcare workplace. One of the job positions I have taken on is a Service Excellence Officer in the Customer Relations Department, this gave me hands-on experience which included being familiar with hospital operations and customer service management as well as building relationships with patients to be able to use what I learned during my Bachelor of Business Administration (BBA).

The best thing about my internship is working in a professional and well-structured organizational environment. United Medical College & Hospital operates on well-defined procedures, standards for service and quality management to deliver efficient healthcare. Right from the start of my internship, I was guided for everything in terms of orientation program, SOP's (Standard Operating Procedures) training, customer service training, Hospital Information System (HIS) guidance and supervision at workplace. Through these initiatives I was able to learn my roles and responsibilities faster while seamlessly blending into the hospital environment.

Thanks to the supervision and support from my organizational supervisor and colleagues; there was a significant learning experience. Senior associate (fully equipped with the requisite SCA knowledge and experience) readily shared his pinnacle statutory accounting know-how and feedback, urging me to complete my workflows confidently. They patiently guided me and explained the proper procedures each time I received a "fail" on my report card. That supported environment pushed me to learn constantly and was beneficial to my growth in a big way. Additionally, I noticed a culture of teamwork, respect and collaboration between departments that allowed for smooth care coordination and delivery.

Another significant strength of the internship was working with patients and attendants directly. Instead of textbook learning, talking with patients gave me the opportunity to apply effective communication skills as well as relate and show empathy, patience and professionalism in real-life scenarios. All the patients had diverse expectations, medical conditions and emotional needs, so I needed to moderate my way of communicating with them. All these experiences contributed to my interpersonal skills and emphasized its importance when it comes to customer service management in the healthcare sector. Not only did I learn, that a good customer service adds to the satisfaction of the patient but it also play an important part in the back ground image of the organization and helps it grow positively.

The internship also allowed me to apply this into practice with using modern healthcare information systems. Regular use of Orange (Hospital Information System (HIS), Enterprise Resource Planning (ERP)) and Microsoft Excel, further diploma both technical skills applicable to professional healthcare management. Each of these systems has helped build my knowledge of how digital healthcare organizations work and illustrated the role technology plays in patient registration, scheduling appointments, managing information, and improving organizational functions. Each of these technical skills has increased my confidence in dealing with digital management systems as well as providing me with the team skills need to respond professionally to a wide range of responsibilities going forward.

While my internship experience was really good, I had to face various challenges which added on to my learning. Managing high patient volume especially at peak operational hours took good time management, patience and working under pressure. The trained was on communicating to anxious, frustrated and or unsatisfied patients whose experience involved excessive waiting. Adapting to the rapid pace of the hospital setting was new at first, as healthcare organizations work in highly time-sensitive environments while providing high-quality services to patients. But with continuing direction from my supervisors and a lot of hand-on practice, I became increasingly confident navigating these situations professionally.

Academically, the internship made direct connections between classroom learning and real life application. You learn Principles of Marketing, Consumer Behavior, Services Marketing, Customer Relationship Management, Organizational Behavior and Human Resource Management and Business Communication through my BBA Program. I got to see how these concepts were delivered in a real-world organizational context during the internship. I learned the real-life significance of customer satisfaction, service quality, relationship management, communication skills teamwork and organizational coordination. The practical exposure entirely bolstered my perception and illustrated the relevance of business concepts in undoing the organizational dilemmas.

This internship also aided greatly in my personal development. Professionalism at the workplace has made me more confident and effective in communicating with patients and other professionals, as well as in thinking on my feet to adapt to a multitude of changing situations, from patient behaviors to interdisciplinary staff interactions; I learned discipline and responsibility. Prioritization, time management, remaining professional in heated situations or after a failure and effective communication with all kinds of people were some key learnings. These personal characteristics are things tht will serve me well no matter what my next academic or professional pursuit looks like.

Furthermore, the internship increased my knowledge of the healthcare industry. My experience of hospital operations prior to working at United Medical College & Hospital was primarily theoretical. In the internship, I learned more on patient movement in healthcare systems, working with departments within the hospital, engaging with customers and patients as an operation manager or assistant managing flow through quality technology systems. Seeing how clinical and admin departments interacted made me realize the complexity behind running a healthcare system and just how much collaboration was needed between all those involved to ensure patients were properly cared for.

In general, I regard this internship as a great educational experience and it was a successful fulfilment of its academic and professional goals. The practical knowledge, technical skills, professional attitude and workplace experience enhanced my capacity to secure employment in the future! Importantly, it reaffirmed my belief that in the healthcare profession, an organization cannot rely only on grand medical institutions and qualified healthcare professionals—successful organizations also ensure how best they serve their customers (patients), communicate promptly and efficiently, perform as a team, and learn from experience. This internship has given me the knowledge, the confidence and real-world experience to know that I will be ready to perform in a professional business environment as well prepared.
[bookmark: _Toc235137200]3.5 Skills Applied
An internship at United Medical College & Hospital was a great chance to put into practice the theoretical knowledge from my Bachelor of Business Administration (BBA) studies in a professional healthcare environment. Being a Service Excellence Officer in Customer Relations Department, I had to utilize a combination of technical skills, interpersonal skills and professional skills to perform my duties. The work environment at a healthcare organization allowed me to build on my current skills as well as gain new skills that will be beneficial to my future academic and career progression.
Communication was the most important skill that I applied during my internship. Effective communication is essential in a healthcare setting because patients might require to be directed, reassured, and given correct information regarding hospital procedures and medical services. Interacted with patients, attendants, doctors, nurses, admin staff, and other departments everyday. I was taught how to be professional, polite and confident in all areas, including the registration of patients, directions, answering questions, and scheduling appointments. I also improved my listening skills by listening to the concerns of the patient attentively and giving him/her the required support or referral to the relevant department.

Customer service management was one of the other valuable skills I acquired during my internship. Customer Satisfaction, Service Quality, Customer Relationship Management and Service Excellence are the concepts that I learned about in my academic studies. I was able to see in the internship how these ideas are put into practice in a working healthcare setting. One of my priorities was to make sure that I always showed a high patient-centered approach, assisted patients in a timely manner, was positive-minded, and that all my interactions with patients reflected this approach. This hands-on experience further strengthened my knowledge of the importance of having empathy, being responsive, being professional and keeping a constant eye on the needs of patients for exceptional customer service.
Also, the internship enabled me to build my problem solving skills. The employees of Customer Relations Department would have to be receptive to various issues or questions related to the services: patient inquiries, registration issues, appointment requests, communication issues, waiting time complaints, etc. I have been dealing with complex issues, analyzing situations and finding the right solutions, and coordinating with relevant departments to solve operational issues efficiently, often as a frequent occurrence, when senior management handled it. This has assisted me to know how to be professional, calm, logical and act under pressure.
Another important skill I utilized during the internship is teamwork. Many departments are needed to collaborate to deliver healthcare services including physicians, nurses, lab staff, pharmacists, finance officers, administrative staff, and customer relations. I worked with specialists in other fields on a regular basis to enhance timely and coordinated health service provision to patients. This collaborative working environment has taught me the value of respecting, collaborating, exchanging information and being accountable towards the goals of the organization. Understood that teamwork is an important part of efficient operations and patient satisfaction.

My time management and organizational skills were also developed during my internship. The Customer Relations Department received a lot of patients particularly during the busiest outpatient service hours. Having more than one job meant having to prioritize tasks, be organized and to finish assignments in time. It was beneficial to plan my daily activities and be fast in responding to the requests of patients to work more effectively without compromising the quality of the services provided. The experiences contributed to developing my skills of working in a professional environment with a high pace.

The application of digital systems in practice enabled me to gain valuable technical skills. Another tool that I used extensively during the internship was the Hospital Information System (HIS) which was used to register patients, manage appointments, and retrieve patient information. I also got a practical experience in the implementation of Orange, and Enterprise Resource Planning (ERP) software as the tools of administrative work and coordination of operations. I became digitally literate through learning these systems and having practical knowledge of healthcare information management. The technical expertise gained can be directly applied to the modern business ventures that highly rely on the digital systems to operate effectively.

Also being able to adjust to my work environment in a healthcare setting was an important characteristic to demonstrate. Daily operating scenarios, patient demands, workloads and more were faced. Some days, it was several patients and other days there were emergencies to attend to or complaints regarding the service. The skill of adapting to new circumstances fast and in the professional manner provided me with the lesson that I should be flexible, calm and find solutions. The flexibility assisted me in being effective in problematic situations and made me more confident in those situations I was not accustomed to.

Ethical and honest practices were always practiced by me throughout the internship. Patient confidentiality and privacy was a core responsibility that healthcare had to be accountable towards. I was taught how to interpret the policies of the organization, patient rights, data confidentiality and to perform my job in a responsible and honest manner. These ethical guidelines helped me to understand more about professional responsibility and the importance of ethical practice in building trust between patients and health practitioners.
Emotional Intelligence is one of the key skills that I acquired during the internship. Many patients and family members experienced anxiety, stress, and frustration associated with illness, long waiting lines and/or lack of treatment. The ability to empathize, be patient, exercise emotional control and interpersonal communication were crucial in dealing with individuals in such situations. How to remain calm, be aware of the emotions of the patients, and act in a caring manner, without being obtrusive. These experiences were a tremendous boost to my interpersonal relationship management skills in emotionally charged situations.

The internship also helped to boost my confidence and decision-making skills. When I was still in the initial stages, the more senior colleagues assisted me a lot in carrying out my job. However, with increased experience, I became more confident in terms of how to communicate with patients, give them information, make appointments, and even be able to perform regular customer service without having to consult someone. This progressive growth was indicative of the growing competence in my profession, and also my ability to apply academic knowledge into a practical setting in my workplace.
It turns out my major (Marketing) was helpful during the internship as well. Directly related to my day to day activities were customer relationship management, service marketing, consumer behavior, organizational behavior and business communication, among others. I observed how the needs of the customers, high standard of service and good relationships are significant in attaining organizational success. The application of these theories in a health care context further enhanced my knowledge on the concepts of marketing, and how they were applicable to other businesses other than commerce.

In general, the internship allowed me to utilize and build a wide variety of technical, interpersonal and managerial competencies. The skills that I learned were: Communication, Customer Services Management, Teamwork, Problem Solving, Adaptability, Time Management, Technical Skills, Ethical Behavior and Emotional Intelligence, which were the most important. The skills I gained enhanced my ability to be more effective as a Service Excellence Officer and advanced my career. My internship further strengthened my opinion that having a continuous thirst for learning, professional discipline and a customer centric approach to life is the key to success in this service-oriented business world. The learning and mastery I acquired during this internship will continue to aid my academic growth and career in business and customer relationship management.



[bookmark: _Toc235137201]CHAPTER 4: CONCLUSIONS AND KEY FACTS
[bookmark: _Toc235137202]4.1 Recommendations
During my period of internship at United Medical College & Hospital, United Healthcare Services Limited (UHSL), I have made a number of recommendations based on my observations and practical experience as follows to strengthen the management of customer service and to improve overall efficiency of the operations of United Healthcare Services Limited (UHSL): The recommendations are offered as positive recommendations for the organization to follow for ongoing high quality, patient-centered healthcare services and are not a mandate.

The biggest area of improvement is to shorten patients' wait times, particularly in peak hours when they are attending outpatient appointments. The hospital has a well-defined schedule for appointments, but at times, due to the large number of patients, longer wait times are experienced for consultations, registration and diagnostic services. More efficient appointment scheduling practices, real-time queue monitoring systems and automated patient notifications should be explored to maximize patient flow and minimize unnecessary waiting times. All these efforts would contribute significantly to the satisfaction and efficiency of patients.

Another recommendation is to further develop digital health services. The hospital already has the modern information systems such as Hospital Information System (HIS) and the potential to use these systems and enhance with a comprehensive mobile application for patients. A platform like this would enable patients to make appointments, view diagnostic reports, get appointment reminders, pay online and contact customer service. More digital health services would make it easier and more convenient for patients and administrative burden would be reduced.

Ongoing staff training should be a priority for the organization. The healthcare industry is constantly changing and evolving, and patients are increasingly demanding more from healthcare providers, making it essential for healthcare professionals to continuously develop their skills and knowledge. Training sessions focused on customer satisfaction, communication skills, emotional intelligence, dealing with conflicts, understanding digital healthcare systems, and patient relationship management would be held regularly, boosting employee competence and guaranteeing service quality across various departments.

The organization can also explore further avenues of patient feedback such as digital feedback kiosks, QR code surveys and mobile feedback platforms. Real time feedback may assist management in resolving operational issues quicker and corrective action taken post-delivery. Feedback data could not only be used to measure patient satisfaction but also could be analyzed regularly to aid in evidence-based decision making and continuous quality improvement.

Enhanced communication between clinical and administrative departments will further enhance operational efficiency. The interdepartmental coordination during my internship was mostly successful, however there were some delays in flow of patients between departments. Standardized communication processes, routines and integrated digital communication systems at the department level could also improve information sharing and reduce delays in services.

Another recommendation is to raise the public's awareness of preventative health care services. Healthcare organizations are beginning to see that "prevention is better than treatment. Community outreach activities that can be improved by United Healthcare Services Limited include health awareness sessions, free health screening, health education talks and online health education sessions. These efforts not only would boost the public health awareness but also would bolster the organization's reputation as a socially responsible healthcare provider.

Expanding corporate health care partnerships is also a great way to make the hospital more beneficial. There is a great demand for quality providers of healthcare services for employee health programs, executive health check-ups and workplace healthcare services. More partnerships with corporate, educational and insurance organizations would increase customer base and contribute to the growth of the organization.
Finally, the organization’s culture is customer-centric and is a long-term strategic objective. When building reputation, it is not a service that is overlooked; every patient interaction counts. To remain competitive in the private healthcare sector of Bangladesh, United Healthcare Services Limited will need to continue to innovate its services, value high performing employees and create a culture of empathy, professionalism and accountability.

These recommendations are not intended to be an assessment of any weaknesses in the organization, but to assist the organization in making continual improvements. Having spent my internship with United Healthcare Services Limited, I feel that the organization has already established a great focus on quality healthcare with customer satisfaction. Implementation of those recommendations will help the organization to further improve the quality of services, the relationship between the health services and the patients, the efficiency of the services, and uphold its position as one of the best private healthcare providers in Bangladesh.

[bookmark: _Toc235137203]4.2 Key Understanding
The internship at United Medical College & Hospital, a United Healthcare Services Limited (UHSL) provided me the means by which I got to experience knowledge as much as I could beyond the textbook items I have studied. During the intensive three-month internship, I gained a holistic perspective of functioning in a state-of-the-art healthcare organization and how various sections joined together to accomplish the goal of quality care for patients. It allowed me to fill in the missing link between theory and practice and at the same time, to further prepare myself for the challenges that I would face when I joined the service industry.

One of the best things I learned while interning is that customer service in the medical field is not a separate entity from the provision of care; it's our most critical service. Before the internship, I had never visualized health service in anything but a negative light – as in attending patients. As a member of Customer Relations Department, in my daily life I realized that patients do not only assess an health care organization based on the treatment they received, but also upon their overall experience as a patient. Communication, responsiveness and experience are factors that are essential to patient satisfaction and to the organization's reputation.

Realization 4: Importance of Communication in Providing Good Healthcare Service Overall Summary: During my time working as an intern I realized how communication between the patients, their physicians, nurses, administrative staff and customer service is vital for a smooth environment in a hospital. The power of clear and timely communication not only to minimize misunderstandings, but also in terms of inter-departmental coordination and patients' trust and willingness to accept services received. It was a great lesson for me in the importance of communication in the service industry at all levels.

I was further conditioned for teamwork, organizational and coordination work during the internship period. Healthcare will require constant interaction between departments, ranging from registration through outpatient services to diagnosis, pharmacy and finance, nursing, and customer relations. Until October 2023, I was trained on data and realized that no department could operate without the other, that each step in the patient journey requires a lot of coordinated input from a variety of other professions. This collaborative environment has made me realize the importance of working together, accountability and respect with fellow team members to meet an organizational objective.

One of the other great insights I gained was how to remain professional when under pressure. Hospitals, high volume facilities and medical emergencies and stressful environment. During my internship, I met with patients who had concerns, complaints or dissatisfaction about their health on my first day. These experiences have prepared me to remain calm, composed and cool in my approach toward providing assistance. In the field: I learned that it is important to be professional, in a rational state of mind and have a positive attitude towards the client, not to forget that the patient may be suffering from physical pain or mental anguish.

It was great to have a real-life experience that strengthened what I learned during my internship that technology is a key factor in the management of healthcare paradigms. Through continuous use of the Hospital Information System (HIS), Orange, ERP and Microsoft Excel, I was able to experience with my own eyes the advantages that digital systems can bring to the improvement of operational efficiency, the management of information with precision, and the relief for interdepartmental coordination. Technology does not only make the medical professionals' job easier, but it facilitates them as well in eradicating administrative mistakes. This hands-on experience helped to instill confidence in the implementation of digital management systems and highlighted the importance of tech-savvy skills in the evolving landscape of business.

It was also a real life experience of several concepts that I had learned during my BBA course for the past two years. I got a feel of relevance of topics like Customer Relationship Management, Services Marketing and Consumer Behavior, Organizational Behavior, Business Communication and Human Resource Management, when they were introduced to me in practice within an organization. The first is that even though customer satisfaction is mainly dependent on marketing, it has also been learned that consistent service quality, effective communication and delighting customers is a prerequisite. It was so real for me with this application of these concepts from our curricula.

A further major realization was that professional learning and development had to take place daily. Firstly, I was mentored by working professionals who encouraged and motivated me to upskill my knowledge, communication and technical skills during the internship. In these experiences, I realized that development is an ongoing process of reflection with an open mind, flexibility and adaptability; it is about reflecting on life daily. I had the opportunity to learn with each interaction with patients, colleagues and supervisors; how I could perform better and what does it take to manage a healthcare service.

[bookmark: _GoBack]It gave me greater respect to ethical responsibility in the workplace, too. Practice and develop privacy, integrity and professionalism when dealing with protected and confidential patient information is important for healthcare organizations. To learn how to follow the policies of organization, confidentiality of patient information and perform every responsibility with transparency and accountability. It supports patients and builds trust and credibility within the organization based on these ethical standards.

Last but not least, the internship boosted my confidence in my future career. I had no experience in an office environment at all and was waiting to get at least some prior theory before I would come on board with United Healthcare Services Limited. This only helped me to solidify the gain of confidence that I had built while carrying out my duties as a Service Excellence Officer, interfacing with patients and modelled patient care from data input through hospital information systems and experienced practitioners. This opportunity helped me improve my communication skills, enhanced the problem-solving ability, extensibility of teamwork and professionalism which will definitely help in my future career growth.

To conclude, my internship gave me a greater insight into customer service management from the healthcare perspective. It underscored the importance of communication, teamwork, operational efficiency, technical expertise and a genuine commitment to patient care in organizational excellence as much as on cutting-edge technology and highly trained professionals. The knowledge, skills and professional values I've gained throughout this internship are very similar and complimentary to my learning at University, giving me a really good foundation to build on in the next phase of my career.

[bookmark: _Toc235137204]4.3 Conclusion
The United Healthcare Services Limited (UHSL) internship at the United Medical College and hospital was a good step forward in my academic and work life. The internship was an ideal experience to respond to the most basic requirement of the Bachelor of Business Administration (BBA) degree course at- United International University, where, in addition to theoretical training, I got plenty of real-world experience in customer service management in the healthcare industry. The experience allowed me to close the gap between what I learn in the classroom and what I do in practice in the workplace, which led to a better level of competence in my profession as well as personal growth.
During my three months internship in Customer relations department as a Service Excellence Officer, I experienced a great exposure to hospital activities, management of relationships with patients, customer service, and coordination of the various departments. The opportunity to work with patients directly and deal with the healthcare professionals enabled me to see the value of effective communication, empathy, collaboration, and professionalism in providing quality healthcare. I also gained hands-on experience in registering patients, scheduling appointments, handling complaints, managing queues, the use of digital health care systems including the Hospital Information System (HIS), the Orange, the Enterprise Resource Planning (ERP), and the Microsoft Excel.
My internship has also reinforced my knowledge about the importance of customer service management in organizational success. I understood that patient satisfaction is not only determined by clinical knowledge in the healthcare sector but also by the quality of interactions along the patient process. All elements of the service process, including check-in and follow-up are important factors in creating the experience of the patients and creating the long-term trust relationship. My experience at the Customer Relations Department showed that good customer service increases the efficiency of the operations, patient satisfaction, and reputation of the organization in the highly competitive healthcare market.

Writing this internship report enabled me to continue developing the skills of being a critical analyst of organizational practices and applying academic theories to practice. The analysis of United Healthcare Services Limited and the health services sector of Bangladesh enabled me to understand more about the functioning of an organization, the dynamics of its industry, and the management of customer relations and delivery of services strategically. The report also helped me review my personal learning experiences and recognize my areas of improvement and my learning experience that is not solely theoretical.

Generally, I believe this internship was a great learning experience that has impacted greatly on my academic, professional, and personal development. The knowledge, hands-on skills, confidence and professional values I also received in the period have enhanced my preparedness in future career opportunities. His experience has, I think, placed me on a solid ground towards professional growth and will continue to help me in achieving my goal of becoming a responsible, ethical, and customer-oriented business-person. I thoroughly enjoy the experience offered by United Healthcare Services Limited, and I would still be in debt to the organization as well as United International University that has enabled me have this wonderful learning experience.
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