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Abstract:  

The NEP-2020 highlights the need for skill-focused and outcome-based education to improve youngsters’ 
employability and professional competence. In the healthcare good management is essential for delivering 
quality services and ensuring patient satisfaction. Government hospitals provide medical facilities to a 
majority of the population in both rural and semi-urban areas, but patients faces lots of problems such as 
overcrowding, long waiting times, lack of information, and administrative inefficiencies. 

The present study critically analyzes the problems faced by patients in government hospitals of the Bhandara 
district and tries to ascertain the role of management education in improving patient-centric services. A 
descriptive and analytical research design has been adopted. Primary data have been gathered through 
structured questionnaires and interviews among patients and staff of the hospitals, and secondary data were 
gathered from various reports and academic literature. 

The findings highlight how these problems in patients are, in fact, an outcome of gaps in managerial skills, 
communication practices, and administrative training of the professionals and staff. According to this study, 
incorporating module inputs on practical healthcare management, internships, and ethical leadership into 
commerce and management education, within the NEP 2020 framework, can substantially enhance the 
service quality. Education plays a key role in improving public healthcare services. It helps create a skilled 
workforce that can provide better care, treat everyone fairly and supports patients throughout their lives. 

Keywords: NEP 2020, Healthcare Management, Patient Satisfaction, Government Hospitals, Skill 
Development. 

Introduction:  

Healthcare is a sensitive social development aspect that relies heavily on government hospitals to provide 
affordable services to vulnerable groups. The introduction of NEP 2020 pushed India toward skill-oriented 
and experiential learning with focus on employability, ethics and real-world problem-solving. Within the 
context of health care, this reform opens up new ways to improve hospital management and service delivery. 

Despite these reforms, patients in government hospitals experience problems like long queues, overcrowded 
facilities, and lack of proper guidance, delayed diagnostics and poor communication with the service staff. 
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These issues lower patient satisfaction level and public confidence healthcare facilities. In fact, most of these 
factors can be attributed to flaws in the management practices of the hospitals themselves mainly because of 
less training in hospital administration, poor leadership, and lack of service orientated culture. 

This research focuses on the government hospitals of Bhandara district and studies ways in which better 
management education can be a factor contributing toward better patient-centric services. The study, by 
linking up the experiences of patients to educational policies under NEP 2020, has tried to bring to the fore 
the importance of skilled and ethical management in healthcare institutions. 

Literature Review: 

Indeed, various earlier studies have already identified a close link between good management practices and 
healthcare delivery quality. For instance, researchers have identified that hospitals featuring fully trained 
administrators with clearly defined management structures record comparatively better patient satisfaction 
and facility functionality. A number of the studies reported poor communication, lack of accountability, and 
absence of customer-oriented approaches as being major contributors to dissatisfaction in public hospitals. 

Literature on educational reforms informs that skill-based and competency-driven training can considerably 
improve professional performance. Research on NEP 2020 emphasizes experiential learning, internship 
programs, and multi-disciplinary approaches as tools for bridging the gap between theoretical knowledge and 
practical application. It has also been pointed out by scholars that such sectors as healthcare, where empathy, 
ethics, and social responsibility play a great role, cannot do without value-based education. 

Literature to this effect has argued that the infusion of healthcare-specific management education into 
commerce and management programs can enhance both institutional performance and patient outcomes. 
However, the review of related literature revealed that there is limited district-level research directly 
targeting a relationship between management education and patients’ experience in government hospitals, 
which, therefore, this study tries to address. 

Objectives of the Study: 

The objectives of the study are as follows: 

1. To identify major problems faced by patients in government hospitals of Bhandara district. 

2. The study assesses the effect of management practices on service delivery and patient satisfaction. 

3. To analyze the gaps in managerial skills and training among the hospital staff. 

4. To study the relevance of NEP 2020 regarding strengthening healthcare management education. 

5. To suggest suitable measures for improving patient-centric services in public hospitals. 

Research Methodology: 

Descriptive and analytical research designs have been followed for the study. In this connection, both 
primary and secondary sources of data have been used. 

Primary data were collected by the structured questionnaires administered to patients and semi-structured 
interviews conducted among the hospital staff in selected government hospitals of Bhandara district. A total 
of 100 patients and 20 staff members have been selected using a convenience sampling method. 

Data have been collected from academic journals, policy documents, government reports, and previous 
studies. The data thus collected were analyzed using simple statistical tools such as percentage analysis and 
tabular representation to interpret patterns and trends. 
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Results: 

The data analysis uncovered some key findings: A large number of the patients experienced long waiting 
time for registration, consultation and diagnostic services. Many responded felt that moving in different 
departments within the hospital seemed to be a problem since there was no clear guidance and information 
system. Some communication gaps between staff and patients were also observed in explaining the 
procedures and follow-up care. 

The study also found that administrative and support staff often lacked formal training in patient handling, 
communication and service management. Patients also pointed out the various shortfalls within the facilities 
such as cleanliness issues, the availability of basic facilities, and lack of grievance redressal mechanisms. 
Such findings suggest that gaps in management practices are significantly linked to the overall patient 
experience. 

Suggestions: 

The following measures are recommended, as per the findings: 

There should be the Introduction of health-care-specific management courses in commerce and management 
programmes 

Field training and internships in public hospitals are compulsory for all management students. 

In-service training for staff at hospitals on communication skills, leadership and ethical practices should be 
conducted frequently. 

Enhancement of industry academia collaboration in order to provide practical exposure in hospital 
management should be introduced. 

There should be creation of transparent and patient friendly administrative systems 

Conclusion: 

The study says that the patients in government hospitals face problems because the people who run the 
hospitals do not have well managed management skills and administrative systems. The National Education 
Policy 2020 gives a strong plan to improve management education through skill-based learning, ethical 
training and real life experience. By aligning educational practices with the realities of healthcare service 
delivery there are chances for the improvement of patient satisfaction, service efficiency and institutional 
accountability. Strengthening management education would not only contribute to established a more 
equitable and sustainable public healthcare system but also enhance employability skills. 

 

References: 

 Government of India. (2020). National Education Policy 2020. Ministry of Education. 
https://www.education.gov.in /sites/upload_files/mhrd/files/NEP_Final_English_0.pdf 

 Mahmood, S. (2020). Health care and hospital management in India. Journal of Management Research 
and Analysis, 7(3), 136. https://doi.org/10.18231/j.jmra.2020.032 

 World Health Organization. (2021). WHO guideline on school health services. www.who.int  

 https://www.education.gov.in/sites/upload_files/mhrd/files/NEP_Final_English_0.pdf 



Published By: www.bijmrd.com  ll All rights reserved. © 2026 ll Impact Factor: 5.7 
BIJMRD Volume: 4 | Issue: 02(1) |February 2026 | e-ISSN: 2584-1890 

 
    97 | Page 
     

 https://www.who.int/health-topics/quality-of-care 

 https://digitalcommons.usf.edu/context/m3publishing/article/1046/viewcontent/HE5__New_Education_
Policy__NEP__2020_A_Roadmap_for_India_2.0.pdf 

 https://www.who.int/news-room/fact-sheets/detail/quality-health-
services#:~:text=Between%205.7%20and%208.4%20million,deaths%20each%20year%20(2). 

 https://www.iipsindia.ac.in/content/national-education-policy-2020#:~:text=of%20NEP%202020-
,National%20Education%20Policy%202020,and%20opportunities%20of%20the%20future. 

 https://www.who.int/publications/i/item/9789241513906#:~:text=Overview,consistent%20with%20curre
nt%20professional%20knowledge. 

 https://pmc.ncbi.nlm.nih.gov/articles/PMC9733055/#:~:text=In%20developing%20nations%20like%20I
ndia,and%20others)%20%5B9%5D. 

 https://www.researchgate.net/publication/309279109_An_Integrated_Approach_for_Healthcare_System
s_Management_in_India#:~:text=This%20paper%20aims%20at%20addressing,framework%20for%20h
ealthcare%20performance%20improvement. 

 https://pmc.ncbi.nlm.nih.gov/articles/PMC9727389/#:~:text=There%20are%20extremely%20few%20pu
blic,efficient%20public%20health%20in%20India. 

 

Citation: Hisaria. Ms. M. L. & Vyas. Dr. M., (2026) “Management Education for Strengthening Patient-
Centric Services in Government Hospitals: Evidence From Bhandara District, Maharashtra”, 
Bharati International Journal of Multidisciplinary Research & Development (BIJMRD), Vol-4, 
Issue-02(1), February-2026. 

 

 
  


