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About this book
This Participant Handbook is designed to enable training for the specific Qualification Pack(QP). Each 
National Occupational Standards (NOS) is covered across Unit/s.

Key Learning Objectives for the specific NOS mark the beginning of the Unit/s for that NOS.

• Assist nurse in bathing and  grooming the patient.

• Assist patient in dressing-up.

• Support individuals to eat and drink.

• Assist patient in maintaining normal elimination.

• Transferring patient within the hospital.

• Communicating appropriately with co-workers.

• Prevent and control infection.

• Assist nurse in performing procedures as instructed in the  care plan.

• Assist nurse in observing and reporting change in patient condition.

• Assist nurse in measuring patient parameters accurately.

• Respond to patient’s call.

• Clean medical equipment under supervision of nurse.

• Transport patient samples, drugs, patient documents and manage changing and transporting 
laundry/ linen on the floor.

• Carry out last office (death care).

• Act within the limits of your competence and authority and work effectively with others.

• Maintain a safe, healthy and secure environment.

• Practice Code of conduct while performing duties.

• Follow biomedical waste disposal protocols.

vi

Participant Handbook
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At the end of the unit, you will be able to:

• Understand Healthcare Service Providers (primary, secondary & tertiary).

• Understand the services offered to patients in a hospital.

• Understanding of various departments in the hospital.

• Know about the different types of tools and equipment used in a hospital.

Key Learning Outcomes 
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1.1.2 Skills This Program Trains

1.1.1 Overview of the Program

UNIT 1.1: Objectives of the Program

At the end of the unit, you will be able to:

• State the overview of the program.

• State the ground rules.

This program will facilitate an overview of:

• Healthcare Industry.

• Behavioural, professional and technical skills required for performing the job effectively.

• Methods to manage the work to meet requirements.

• Ways to maintain a safe, secure and healthy working environment.

• Roles and responsibilities of a GDA.

Unit Objectives 

Healthcare assistants require to have good ability to interact or communicate well with other people. This 
program will equip you with skills like:

• Being friendly and the ability to put patients at ease, whatever their physical or social needs.

• Being tactful and sensitive at all times.

• Acquiring a good sense of humour.

• Respecting the patients and their families.

• Being patient, as shifts can be long and often stressful.

• Understanding basic Healthcare and hygiene standards. 

• Being able to communicate well.

• Ability to deal with aggressive or anxious patients and their families.

• Responsibility and flexible attitude towards patients and the job.

• Manual dexterity and a certain level of physical strength.

• Gaining a fair amount of stamina.

• Ability to stay calm under pressure.

• Sincerity and commitment to the job.

• Ability to think quickly and solve problems as they arrive.
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Notes 

1.1.3 Ground Rules
All the participants are expected to follow certain ground rules which will facilitate an efficient learning 
environment. These rules are:

• Arrive and start on time. 

• Participate in all phases of the workshop. 

• All mobile phones should be either switched off or in silent mode. 

• Adhere to the timelines. If the break given is of 15 minutes, then be in the training room within those 15 
minutes. 

• Clear your doubts with the facilitator. Do not talk among yourselves. 

• Listen to others when they talk. Do not interrupt.Be sure to ask questions if you don’t understand something. 

Tips 
• Overview of the program 

• Objectives of the program 

• Skills needed for the role 

___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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1.2.1 Overview of Healthcare Industry

UNIT 1.2: Introduction to the Healthcare Industry

At the end of the unit, you will be able to:

• State the overview of healthcare industry.

• Describe the job ladder in healthcare industry. 

The Healthcare industry is one among the world’s biggest developing industries. Among many of the developed 
countries, healthcare consumes higher than 10 percent of their gross domestic product (GDP). Thus, it can 
make a major contribution towards a country’s economy. It is a collection of various sectors which are a part of 
the economic system. These sectors are responsible for the cure, preventive care, rehabilitation and palliation 
of patients by providing them with the required goods and services. The healthcare industry is dependent on 
multidisciplinary teams of trained professionals and assistants to take care of the health needs of the people. The 
healthcare sector in India is progressing by leaps and bounds with its reach, services and expense expanding to 
both public and private sectors. This is generating a big market for information systems and IT solutions related 
to healthcare. 

Market size

As per the industry estimates the Indian healthcare sector had reached US$ 100 billion in the year 2015 and 
is likely to touch US$ 275.6 billion by the year 2020. According to the reports of the research firm, Venture 
Intelligence, in the year 2013, life sciences and healthcare had come up as one of the most favoured sector for 
venture capital, second only to technology. It procured 27 investments valued at US$ 181 million.

• As there is a diverse range of the required health services, there are more than 11 lakh related health 
professionals belonging to various categories, but they still fall short of the present demand. These include 
operators of medical equipment, sanitarians, nursing assistants, medical physiotherapists.

Fig.1.2.1: Contribution of Healthcare Expenditure as a percent of India’s GDP (FY13)

Unit Objectives 
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Fig.1.2.3: Organisational Structure of a Hospital 

• • In spite of the fact that health expenditure has increased, the per capita income in India is much less as 
compared to that of the rest of the developing countries.

• • It is likely that in the near future the health expenditure will rise due to shift in trends like increased reach 
of insurance, altered demographics and greater consumer awareness.

Fig.1.2.2.: Work Force Demands in Healthcare Sector

Hospital 
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Senior Doctor 

Junior Doctor

Senior Nurse

Junior Nurse

General Duty 
Assistant 

House Keeping Security Drivers

Compounder

Accounts Administration

Organisational Structure of a Hospital 
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• In India Health is the responsibility of the central, state and local government.

• Components of healthcare delivery system are:

 » Public Health Sector 

 » Private Sector

 » Indigenous systems of medicine 

 » Voluntary Health Agencies

 » National Health Programmes

___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________

Tips 

Notes 
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UNIT 1.3: Different Departments in a Hospital

At the end of the unit, you will be able to:

• Explain the varied key concepts related to the job role of a General Duty Assistant.

1.3.1 Overview
Let us look at some of the key words that you should know as a General Duty Assistant. The common terms are 
as follows:

1.3.2 Hospital
Hospitals have a vital role to play within the healthcare system. 
They are healthcare institutions which include a well organised 
medical and professional team They have inpatient facilities and 
provide medical and linked services at all times of the day and 
night.  A hospital is an institution that people go to when they are 
suffering from health problems. A hospital has specialized staff such 
as doctors, nurses, ward boys, general duty assistants who help in 
providing treatment to the ailing or sick person.  

As a general duty assistant you should be aware of all these departments and the activities involved with it. You 
may not go to these departments daily. However, you may be needed in any of these departments as a part of 
your job role. Let’s take a look at the different departments present in the hospital:

• Anaesthetics department: In this department, doctors give 
anaesthesia for operations. 

• Cardiology department: This department gives medical care 
to people suffering from heart or circulatory problems. The 
treatment can be provided on an inpatient or outpatient basis. 
Outpatient means a brief visit that lasts only a day. Inpatient 
means a visit to a hospital which requires a minimum of a 
night’s stay in a ward. 

Fig.1.3.1: Hospital

Fig.1.3.2: Anesthetics department

Fig.1.3.3: Cardiology

Unit Objectives 
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• CSSD: The central sterile services department (CSSD), also 
known as the sterile processing department (SPD), central 
supply department (CSD) or central supply, is an integral 
part of hospitals and other similar facilities that carry out 
sterilization and other procedures on medical appliances, 
equipment and items of consumption; for later use by health 
personnel in the operating theatre or for aseptic methods such 
as catheterization, stitching of wounds and bandaging.

The procedure involves cleaning the used equipment such as 
tools of stainless steel with a sterilizer. The equipment is first 
dried on a stand, then wrapped in an aseptor bag which is a 
special paper bag, sealed with tape and then sterilized in a 
steam autoclave or by using a gas. The entire process is done 
following the regulations of the facility.

•  CCU: A coronary care unit (CCU) is also called as cardiac 
intensive care unit (CICU). It is a ward in the hospital which 
specializes in providing healthcare to people suffering from 
heart attacks, cardiac dysrhythmia, unsettled angina and 
other heart problems which need regular observation and 
treatment.  

• Emergency department: This is also called as casualty ward 
and is the place in the hospital where patients are initially 
taken when they arrive in an ambulance in emergency 
situations. The department is functional throughout the day 
and night and is fully staffed and prepared to handle all kinds 
of emergencies.  Patients are attended as per the severity of 
their condition. There is a separate area for minor injuries 
under the supervision of nurses and a GDA.

• Elderly services department: This department deals with 
the various problems related to the elderly and includes 
issues such as diabetes, movement problem, bone disease, 
gastroenterology, and syncope and so on. It is managed by 
consultant physicians who have specialization in geriatric 
medicine. The services provided include home visits, outpatient 
clinics and daytime hospitals. This department works in close 
association with community services functioning especially for 
the elderly. 

Fig.1.3.4: Central Sterile Services Department

Fig.1.3.5: Coronary Care Unit

Fig.1.3.6: Emergency

Fig.1.3.7: Elderly services department
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• Geriatric intensive-care unit: This unit is at times also known 
as intensive care and caters to the needs of the extremely ill 
patients. It has a few beds and is managed by specialist medical 
personnel along with consultant dieticians, anaesthetists and 
physiotherapists. The patients arrive here for treatment from 
some other hospitals as well as from other departments of the 
same hospital.  

• General surgery department: This department performs 
various kinds of surgeries such as those related to kidneys, 
breast, thyroid, colon, gall bladder and so on. 

• Gynaecology department: This department deals with 
issues related to the urinary tract and reproductive organs 
of females. The problems could range from infertility and 
incontinence to endometritis. The services include screening 
of cervical smear and checks for post-menopausal bleeding.

• Maternity departments: This department gives antenatal 
support as well as care during childbirth and postnatal period. 

• ICU: The Intensive Care Unit (ICU) is a unit in the hospital 
where seriously ill patients are cared for by specially trained 
staff. An intensive care unit (ICU), also known as a critical care 
unit (CCU), intensive therapy unit or intensive treatment unit 
(ITU) is a special department of a hospital or Healthcare facility 
that provides intensive care medicine. 

Fig.1.3.8: Geriatric intensive-care unit

Fig.1.3.9: General surgery department

Fig.1.3.10: Gynaecology department

Fig.1.3.11: Maternity departments

Fig.1.3.12: Intensive Care Unit
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Intensive care units cater to patients with the most severe and life-threatening illnesses and injuries, which 
require constant, close monitoring and support from specialist equipment and medication in order to ensure 
normal bodily functions. They are staffed by highly trained doctors and critical care nurses who specialise in 
caring for seriously ill patients. Common conditions that are treated within ICUs include trauma, multiple organ 
failure and sepsis. 

• Medical record department: Often a patients’ medical records 
are needed by a GDA and therefore, you should be familiar with 
terms such as health record and medical chart These records 
provide the patients’ health observations, which drugs have 
been administered and how, and other treatments, dosage, 
test reports, etc.

• Neonatal intensive care unit: This unit specializes in the 
intensive care of sick or prematurely born babies.

• Operation Theatre: An operating theatre or OT, is a hospital 
area or room where surgeries and other procedures requiring 
sterile equipment and environment are done.

• Pathology labs: These are places in a hospital where tests or 
other investigative procedures are carried out.

• Radiology department: This department utilizes various 
imaging technologies for the diagnosis of diseases so that the 
required treatment can be given. The technologies used are:

 » Radiography

 » CT or Computed Tomography 

 » PET or Positron Emission Tomography

 » MRI or Magnetic Resonance Imaging 

Fig.1.3.13: Medical record (Snapshot)

Fig.1.3.14: Neonatal intensive care unit

Fig.1.3.15: Operation Theatre

Fig.1.3.16: Pathology labs

Fig.1.3.17: Radiology department
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Some Other Departments in a hosptal are as under:

• Medicine: Medicine is a drug or other preparation which doctors use to help cure or prevent a disease. 

• Physician: A medical doctor who is trained in human medicines is called a physician.

• Surgeon: A doctor who performs the operative procedures is called a surgeon.

• Human anatomy and physiology: Study of human body and its functions.

• Pathology and Pharmacology: Study of diseases and the medicines for curing illness.

• Histology: Is the study of microscopic anatomy of plant or animal cells and tissues.

• Microbiology: Study of microscopic organisms including unicellular and multi cellular organisms. Microbiology 
has many sub-disciplines such as virology, mycology, parasitology, and bacteriology.

• Immunology: Immunology is a branch of biomedical science that encompasses the study of the immune 
system of all organisms.

• Genetics: A field of biology, explaining study of genes, variation and the concept of heredity associated with 
living organisms. 

• Cardiology: Department of medicine associated with treatment of human heart conditions.

• Critical care medicine: Deals with diagnosis and administration of life threatening conditions with consistent 
monitoring.

• Endocrinology: It is a department of medicine that studies various hormonal problems like diabetes.

• Gastroenterology: Medicine vertical which studies the management of conditions related to the digestive 
system.

• Nephrology: Deals with kidney related conditions.

• Oncology: Department of specialized medicine that provides treatment to patients suffering from cancer.

• Paediatrics: Sub vertical of medicine which study health conditions and treatment of children.

• Pulmonology: It is a part of medicine for studying various lungs conditions.

• Ophthalmology: It deals with medical care for conditions associated with the eye.

• Obstetrics and gynaecology: It is division of medicine involving the study of pregnancy and the reproductive 
health of women.

• Dermatology: It is a division of medicine which studies medical care related to skin and the organs linked to 
it.

• Diagnosis: The physician practicing in any of the internal medicine specialties the medical condition that a 
patient is suffering from. This is called diagnosis.

• Prescription: Once the physician makes a diagnosis he suggests the medication needed to treat the condition. 
This is called a prescription.

1.3.3 Branches of General Surgery
• Anaesthesia: Surgeons perform the operative procedures by blocking the pain sensation of the patient. This 

is called anaesthesia.

• Cardiovascular surgery: Deals with surgery done to treat conditions related to the heart and blood supply.
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On Job Training-1: Visit to Hospital 

1.3.4 Supporting Branches of Medicine
• Clinical pathology: A branch of medicine that deals with the identification and study of diseases and their 

causes.

• Radiology: A branch of medicine that supports both medical and surgical care specialists by providing medical 
imaging services such as X-rays, CT scans, MRI.

• Pharmacology: Deals with the study of drugs and the medications that are used to treat medical conditions.

• Community and preventive medicine: Deals with prevention and cure of diseases like Malaria, TB, HIV that 
spread in the community.

1. Observe the location of different departments in hospital like Reception Desk, OPD, Casualty, Inpatient Ward, 
Laboratory, Nurse Station, OT, ICU, Pharmacy and Cafeteria. Make a note of your observations and findings.

_______________________________________________________________________________________

_______________________________________________________________________________________

_______________________________________________________________________________________

• Gastroenteric surgical procedures: Deals with the digestive system conditions and also include specialties 
like endoscopy and colorectal surgery.

• Neurosurgery: Treats conditions related to the brain and the nervous system.

• Transplant surgery: Involves surgical procedures carried to transplant organs from one person to another.

• Trauma surgery: Deals with surgery for patients injured in accidents and need immediate medical attention.

• Vascular surgery: Deals with surgical procedures to treat abnormalities in blood vessels.

• As a  general duty assistant you should be try and visit the various departments in the Hospital and understand 
the activities involved in them.

Tips 

Exercise 
1. Describe the term ‘Hospital’.

............................................................................................................................................................................

............................................................................................................................................................................
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___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________

Notes 

2. Describe the term ‘surgery’.

............................................................................................................................................................................

............................................................................................................................................................................

3. Name the different departments found in a hospital.

............................................................................................................................................................................

............................................................................................................................................................................
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1.4.1 Tools and Equipment

UNIT 1.4: Tools and Equipment

At the end of the unit, you will be able to:

• Recognize the different types of medical instruments and equipment.

Weighing machines: Weighing machines have an important role 
to play in patient care.  If there are inconsistencies in recording the 
body weight of patients or if wrong weighing equipment are used, 
it could cause errors in the diagnosis, medication and treatment. 
Hence appropriate weighing machines should be used.

Blood Pressure Gadgets: It is a device used to measure blood 
pressure, composed of an inflatable cuff to collapse and then release 
the artery under the cuff in a controlled manner.

Fig.1.4.1: Weighing machines

Fig.1.4.2: Blood Pressure Gadgets

Gauge: It is a bandage utilized to give support to a dressing, a 
splint or a similar device. It can also be used to give support or 
curb the movement of a body part.   

Fig.1.4.3: Gauge

Unit Objectives 
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Tourniquet: A tourniquet is a restricting or a compressing 
equipment. It is utilized usually as a bandage to limit blood flow 
in the arteries and veins for some time.

Mannequin: Mannequins are used to provide patient care and to 
impart management skills. Interactive scenarios are created by 
using these mannequins for training purposes.

Wheel chair: Wheelchairs are equipment utilized for people who 
are unable to walk because of some disability, sickness or injury

Fig.1.4.4: Tourniquet

Fig.1.4.5: Mannequin

Fig.1.4.6: Wheel chair

Trolleys:  Surgical instrument trolley used for carrying equipment 
and tools.

PPE: Personal protective equipment (PPE) are specially designed 
equipment to protect workers from germs by creating a barrier.

Fig.1.4.7: Trolleys

Fig.1.4.8: Personal protective equipment
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First Aid kit: A first aid kit is a collection of supplies and equipment 
used to provide first aid, and can be put together for the purpose 
by an individual, organization or purchased complete.

Betadine: These microbicides have been used worldwide as a crucial initial line of 
defence in both homes and hospitals.

Cotton Bandage: These medical bandages are like rolled gauze 
bandages and are utilized for various kinds of wounds, cuts and 
injuries.

Fig.1.4.9: First Aid kit

Fig.1.4.10: Betadine

Fig.1.4.11: Cotton Bandage

Sanitizers: Use of cleaners to remove germs and achieve a standard in 
cleanliness

Disinfectants: These are antimicrobial agents which are used on objects 
to eradicate microorganisms which might be present on them. 

Fig.1.4.12: Sanitizers

Fig.1.4.13: Disinfectants
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Insulin pen: Insulin pen is used by diabetic patients. It gives them 
confidence and the advantage of precision and convenience. 

Little Anne: This a CPR training mannequin designed to give CPR 
training of high quality to students.

Ambu Mask (Adult): These are face masks which are designed to 
be used with manual and automatic resuscitators and ventilators.

Fig.1.4.14: Insulin pen

Fig.1.4.15: Little Anne

Fig.1.4.16: Ambu Mask 

AED Trainer: AED Training System has all the requisite features 
needed for learning about adult CPR, defibrillation and defibrillator 
pad placement.

Pocket Mask: A pocket mask is an equipment utilized to safely 
provide rescue breaths in case of cardiac arrest or respiratory 
arrest.

Fig.1.4.17: AED Trainer

Fig.1.4.18: Pocket Mask



1918

Participant Handbook General Duty Assistant

Oxygen Cylinder: A container filled with oxygen in the form of gas 
or as a cryogenic storage tank with liquid oxygen.

Oxygen Key: The key used for opening the valve on oxygen/ 
medical air cylinders

Oxygen Cylinder Trolley: It is used in hospital for carrying oxygen 
cylinders.

Fig.1.4.19 Oxygen Cylinder

Fig.1.4.20: Oxygen Key

Fig.1.4.21: Oxygen Cylinder Trolley

Hospital Bed: This is a special bed designed to be used by 
patients requiring hospitalization or any other kind of health 
treatment. There are special features incorporated in these 
beds for the comfort of the patients and convenience of the 
healthcare workers.  

Bedside Locker: This is a small sized cabinet or table which is kept beside the 
hospital bed.

Fig.1.4.22: Hospital Bed

Fig.1.4.23: Bedside Locker
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Cardiac Table: This special table is used for making it easy for the 
patients to eat meals while staying in their beds.

Walker: It gives support to patient while walking who has difficulty 
in waking after a surgery or fracture.

Crutch: It’s a long stick with a padded piece at the top that fits 
snugly under a person's arm. It can be used for help or support 
while walking.

Fig.1.4.24: Cardiac Table

Fig.1.4.25: Walker

Fig.1.4.26: Crutch

Stretcher:  It is utilized for shifting patients who require medical 
care.

Cane: It is used for help or support while walking.

Fig.1.4.27: Stretcher

Fig.1.4.28: Cane
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Bed pan: It is used to provide toilet facilities to a bedridden 
patient in a Healthcare facility, generally comprising of a metal, 
glass, or plastic receptacle.

Urinal (Male & Female):  A urinal is a bottle for urination. It is most 
frequently used in Healthcare for patients who find it impossible 
or difficult to get out of bed.

Artery Forceps: It is a surgical tool used in many surgical 
procedures to control bleeding.

Fig.1.4.29: Bed pan

Fig.1.4.30: Urinal (Male & Female)

Fig.1.4.31: Artery Forceps

Dissecting Forceps: Dissecting forceps are used to handle tissues and other materials and also to manipulate 
needles and other instruments whilst operating.

Splint: A splint is a medical device which is used to restrict the 
movement of an injured part of the body and to prevent any more 
damage to it. It is generally utilized to give temporary stability to 
a broken bone while the injured person is being transported to a 
hospital for proper treatment.

Fig.1.4.32: Dissecting Forceps

Fig.1.4.33: Splint
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Cervical Collar: A cervical collar is formed from thick foam rubber 
which is covered in cotton for softness. It is utilized to support the 
neck and to control pain and discomfort after an injury such as 
whiplash.

Spine Board: It is an equipment usually used to handle patients as a part of trauma care prior to hospitalization 
to provide rigid support during shifting. Patients with probable spinal or limb injuries are moved on these boards.

Kidney Tray: It is a bean shaped shallow basin utilized as a 
receptacle to collect soiled dressings and medical waste in the 
hospital wards.

Fig.1.4.34: Cervical Collar

Fig.1.4.35:Spine Board

Fig.1.4.36:Kidney Tray

IV Stand: It is used for administering 
intravenous drugs such as drips.

Measuring Glass: Measuring glass for measuring any and all 
liquid ingredients.

Fig.1.4.37 IV Stand

Fig.1.4.38: Measuring Glass
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Uro bag: A urine collection device.

Sample Collection Bottle: Are used for collecting blood, urine, 
sputum sample.

Normal Saline Bottle: It contains saline which is a sterile solution of sodium chloride 
(NaCl), generally called table salt, in water.

Fig.1.4.39 Uro bag

Fig.1.4.40: Sample Collection Bottle

Fig.1.4.41: Normal Saline Bottle

Micropore: This is a surgical tape utilized for general taping 
purposes. It is a hypoallergenic adhesive which is gentle on 
sensitive and   delicate skin.

Hydrogen Peroxide: Hydrogen peroxide is one of the rare 
germicidal agents combined with hydrogen and oxygen, hence 
making it the safest natural sanitizer.

Fig.1.4.42: Micropore

Fig.1.4.43: Hydrogen Peroxide
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Syringe destroyer: It is a compact equipment with a steel alloy 
cutter used for secure and fast removal of needles and syringes.

Syringe Sterilizer: Used for sterilising syringe.

Thermometer: A device that measures temperature.

B.P. Monitoring Machine: Used for measuring blood pressure.

Fig.1.4.44: Syringe destroyer

Fig.1.4.45: Syringe Sterilizer

Fig.1.4.46: Thermometer

Fig.1.4.47: B.P. Monitoring Machine

Hot Water Bottle: This is a container with a stopper to provide heat to the 
body, usually when in bed or to provide warmness to a particular body 
part It is filled with hot water and closed with the stopper.

Transfer forceps: This is an instrument similar to a pair of pincers 
or tongs, made for grasping, handling, or extracting tissues.

Fig.1.4.48: Hot Water Bottle

Fig.1.4.49: Transfer forceps
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Suction Apparatus: A suction machine is an equipment which 
removes liquids, gases or substances such as mucus or serum 
from a body cavity by creating a partial vacuum. 

Folley catheter: A slim tube which is sterilized and inserted inside 
the bladder to drain urine. It is also known an indwelling catheter 
which can be left behind in the bladder for long time.

Fig.1.4.50: Suction Apparatus

Fig.1.4.51: Folley catheter

Suction Catheter: These are flexible, elongated tubes utilized to 
eliminate respiratory secretions from the airway by suction to 
ensure clear passage.

Ryle's Tube: Tube that goes from the nose and down the 
nasopharynx and oesophagus into the stomach.

Vacutainer: This is a sterile tube that collects blood and is made of 
plastic or glass. It has a closure that evacuates and forms vacuum 
within the tube. This facilitates a predefined volume of liquid.

Fig.1.4.52: Suction Catheter

Fig.1.4.53: Ryle’s tube

Fig.1.4.54: Vacutainer
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Examination table: The exam table is where the practice of medicine 
takes place - the interaction between the physician and patient.

Draw Sheet: A sheet that is placed in such a way that it can be 
taken from under a patient or invalid without disturbing the 
bedclothes.

Fig.1.4.55: Examination table

Fig.1.4.56: Draw Sheet

1.4.2 Common Medical Equipments
The medical equipment used commonly in the hospital includes:

• Diagnostic equipment such as stethoscope, blood pressure apparatus, thermometer.

• Imaging equipment such as x-ray, ultrasound, CT scan, MRI.

• Specialized equipment such as ECG, ventilator, oxygen, pulsometer, dialysis machine.

• Other patient management equipment in hospitals are beds, wheelchairs and stretchers etc.

You need to identify and understand the form and function of some hospital equipment in order to assist the 
doctor or the nurse efficiently. Let us now look at the common medical equipment used in the hospitals.

Patient Monitor

The patient monitor is a big equipment used for recording and 
interpreting a patient’s vital signs during medical care or treatment. 
The heart rate, breathing rate and the ECG of the patient are 
displayed on the LCD monitor. The patient monitor will be attached 
by the nurses. The recordings of the patient monitor are noted and 
reported to the doctor in regular intervals.

Fig.1.4.57 Patient Monitor
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X-ray Machine

Doctors get X-rays from X-ray machines which help them in diagnosis 
of the ailment and detection of fractured bones, foreign substances 
inside the body as well as harmful cavities.

ECG (Electro Cardio Gram) Machine

• An ECG machine detects any abnormalities in heart functions.

• It is found in the heart disease section in the hospital.

Fig.1.4.58: X-ray Machine

Fig.1.4.59: ECG Machine

Ultrasound Machine

Ultrasound machine maps the body’s interior and produces its visual picture. 
One of the uses of the ultrasound is to check pregnant mothers and report 
the growth of the foetus.

Medical Ventilator

A medical ventilator is a machine which pumps air in and out of 
lungs.

Fig.1.4.60: Ultrasound Machine

Fig.1.4.61: Medical Ventilator

Dialysis

Medical Ventilator Role of a dialysis machine is to remove harmful/toxic substances and purify the blood stream 
in absence of kidney not functioning properly. It is used for taking out waste material and undesired water. There 
are specialized equipment such as saline bottles, catheters and apparatus used for feeding and medication of 
the patient. 
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1.4.3 Some Other Equipment for Personal Care
Feeding Tools  

• Steel Plate

• Steel Glass

• Steel Bowl

• Spoon

Bathing Equipment

• Steel Jug

• Bath Tub

• Screen

• Towel

• Gown

• Gloves  

• Liquid Soap Bottle

• Mask – packet, Shoe

• Cover – packet

• Hair Cap

• Mackintosh

• Sponge Cloth

• Comb

• Tooth Brush

• Toothpaste

• Hair Oil

• Shampoo Bottle

• Bath Soap

• Talcum powder

Nail care equipments

• Nail cutter

• Hand towel

• Disposable bath mat

• Disposable goves
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Skills Practical: General Medical Tools 
1. Divide the class into 5 groups. Name each group as team A, B, C, D and E. 

2. Once the teams are formed, open your participant handbooks. 

3. Each team has to make questions on any of the medical tools that have been discussed in the chapter. 

4. Each team will get 15 minutes to read and prepare questions. 

Tips
• Common medical instruments used in the hospital. 

• Helping the healthcare professional in the use of the common medical equipments.  

Exercise 
1. List few common medical equipments and their usage.

............................................................................................................................................................................

............................................................................................................................................................................

2. List few common surgical instruments and their usage.

............................................................................................................................................................................

............................................................................................................................................................................
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2. Broad Functions of a 
General Duty Assistant

Unit 2.1 - Job Role of a General Duty Assistant

Unit 2.2 - Compassion and Patient Centricity

HSS/N 9607 
HSS/N 9603
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At the end of the unit, you will be able to:

• Develop broad understanding of the functions to be performed by GDA.

• Develop understanding of Patient Comforts and Safety.

• Understand the daily care need of patient.

• Understand the Role of GDA while transporting sample /drug of the patient.

Key Learning Outcomes 



3332

Participant Handbook General Duty Assistant

2.1.1 Introduction

2.1.2 Who is a General Duty Assistant?

2.1.3 Roles and Responsibilities

UNIT 2.1: Job Role of a General Duty Assistant

At the end of the unit, you will be able to:

• Define the roles and responsibilities of general duty assistant.

• Explain the code of conduct for the job.

• Explain personal grooming,health and hygiene practices. 

If you like to care for people and make a positive difference in their lives, this could be the ideal job for you. 
Healthcare assistants help with the day-to-day care of patients, either in hospitals or in patients’ homes. The core 
purpose of a GDA is providing high quality, compassionate healthcare and support.

A General Duty Assistant is one who is responsible for providing 
support to nurses and other support staff. A General Duty Assistant 
is responsible for taking personal care of the patient and is a critical 
member of the healthcare team. General Duty Assistants are also 
known as “Nursing Care Assistants”, “Nursing Assistant”, “Nursing 
Aides”, “Bedside Assistants” or “Orderlies” when working in a hospital 
environment.

There are four core areas that a General Duty Assistant must focus on:

• Ensuring patient care/comfort.

• Assisting nurses and doctors.

• Maintaining a safe, healthy and secure environment.

• Managing work to meet requirements.

All four areas are critical in delivering quality healthcare to the patient. Let us learn about them in detail.

Fig.2.1.1: General Duty Assistant Helping Patient

Unit Objectives 
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2.1.4 Act within the Limits of Your Competence and Authority

Ensuring patient care/comfort

One of the responsibilities of a General Duty Assistant is taking care of the patient’s comfort. As a GDA, you will 
need to follow these steps to make the patient comfortable:

• Help and support the patient in managing personal hygiene.

• Help and support the patient in performing daily activities.

• Help the patient in moving from one ward to the other as needed.

Assisting nurses and doctors

As a General Duty Assistant, you must do the following to help the nurses and doctors:

• Help in carrying out procedures as advised in the care plan.

• Observe gross abnormalities like high body temperature, increased breathing rate in the patient.

• Report the abnormalities to the attending nurse or the doctor.

• Help in handling, cleaning and management of hospital equipment.

• Help in transporting sample/drugs to different departments.

• Help doctors and nurses in carrying out office work.

Maintaining a safe, healthy and secure environment

A hospital is a place where many sick people come for treatment. It is a place where germs spread. In a hospital 
there are many patients who are treated and have low immunity. Therefore, it is necessary to keep the environment 
clean and healthy. As a General Duty Assistant, you should keep the surrounding of the patient clean. You must 
follow these steps:

• Maintain cleanliness and hygiene in the hospital surroundings to prevent spread of infections.

• Follow bio-medical waste disposal protocols.

Managing work to meet requirements

The patient’s needs are the most important in a hospital. As a General Duty Assistant, you must plan your work 
and services according to the patient’s needs. This is called the patient care plan. You must make a patient care 
plan by:

• Planning and organising work.

• Knowing the patient’s needs to facilitate quick recovery.

• Consulting with the attending doctor and nurse about the patient’s condition.

• Maintaining the patient’s activity schedule during his/her stay in the hospital.

• Motivating the patient to maintain a steady emotional state.

• Work effectively with others.

As a general duty assistant you need to recognise the boundaries of the role and responsibilities of your work and 
work within the level of competence in accordance with legislation, protocols and guidelines.
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2.1.5 Code of Conduct
The code of conduct is formulated to make certain that the self-esteem and respect of the patients is sustained  
and  compassionate treatment is given to them. It emphasizes that healthcare associates should ensure that their 
conduct remains as per the defined standards.

Code of conduct for a general duty assistant

As per the code of conduct, as a general duty assistant you must:

• Be accountable and answerable for your actions or lapses.

• Maintain and bolster the privacy, respect, rights, health and general wellbeing of people who utilize the 
health and care services.

• Work along with your colleagues to ensure that a high quality, secure and sympathetic healthcare and support 
is provided.

• Communicate in a frank and efficient manner to bolster the health, safety and general well-being of people 
using the health and care services.

• Respect a patient’s right to confidentiality.

• Make genuine efforts to promote the quality of healthcare and support given to the patients through regular 
professional progress.

• Exhibit good practices, both as a person as well as a team member.

To be competent, a general duty assistant on the job must be able to:

• Adhere to legislation, protocols and guidelines relevant to the organization.

• Work within organizational systems and requirements and in line with the job role.

• Recognize the boundary of one’s role and responsibility and seek supervision when situations are beyond 
one’s competence and authority. For e.g. if you see some abnormality in the patient’s condition, immediately 
inform the concerned nurse or doctor.

• Promote and demonstrate good practice as an individual and as a team member at all times.

• Identify and manage potential and actual risks to the quality and safety of practice.

• Evaluate and reflect on the quality of your work and make continuous improvements. For e.g. talk to different 
nurses and doctors who are working with you and ask for feedback to improve your work.

• Execute the given task agreed to in your job role in accordance with your strengths and weaknesses, or 
delegate accordingly. 

• Always seek guidance from your supervisor or employer when in doubt during effective delivery of your work 
or task.

• Establish and maintain workplace relationships effectively.

2.1.6 Code of Ethics
It’s important to follow the code of ethics outlined by your company. These could be regarding different aspects 
of your role, like the way you speak, the way you identify yourself, the way you deal with patients and other 
colleagues.
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2.1.7 Personal Grooming
As a general duty assistant, personal grooming and patient hygiene are your key responsibilities. For this you 
should have knowledge about basic health and hygiene practices. But before that, your personal grooming is 
important. For this you should have knowledge about basic health and hygiene practices. As a GDA you will be 
in constant touch with the doctors, nurses or patients. Hence you should always be presentable. Your uniform 
should be clean and ironed. Following are the things that should be taken care of:

• No stains, broken buttons, or loose threads present on the uniform.

• Wear clean and polished shoes at all times. 

• Do not wear sandals/slippers/sports shoes and white socks while you are on duty. 

• Keep your nails short and clean as you will be taking care of patients. 

• Comb your hair before commencing duty.

• Wear your ID cards on duty; this helps the patient to identify the staff. 

• Always remain well dressed whether in the hospital premises or even during off-duty hours.

2.1.8 Health and Hygiene Practices

Personal Hygiene Tips

Being healthy is very important. You 
can be healthy by following the tips 
given below:

• Brush your teeth every day.

• Clean your hands and feet.

• Bathe daily.

• Cut your nails once a week.

• Wear clean clothes.

• Don’t chew ghutka or smoke or 
drink.

• Awareness of various diseases is 
very important including AIDS.

Code of ethics for a general duty assistant

• Never accept any offers of loans, gifts, or hospitality from anyone you are supporting or anyone who can risk 
or compromise your position.

• Comply with your work agreement.

• Always treat people with respect and compassion.

Fig.2.1.2: Personal Hygiene Tips
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Exercise 

Yoga

Practice of yoga not only helps to stay healthy but also helps in relieving stress.

2.1.9 Skills Practical: Group Discussion 
1. Divide the class into four groups. Assign one topic to each group. Choose one topic from the list given below.  

• Role and responsibility of GDA

• Code of Conduct

• Personal Hygiene

Tips
• A General Duty Assistant is responsible for taking personal care of the patient and is a critical member of the 

healthcare team.

• Core areas where General Duty Assistant focuses are: 

 » Ensuring patient care/comfort.

 » Assisting nurses and doctors.

 » Maintaining a safe, healthy and secure environment.

 » Managing work to meet requirements.

1. Why is the role of a general duty assistant important for the company?

............................................................................................................................................................................

............................................................................................................................................................................

2. What do you understand by “ code of conduct”?

............................................................................................................................................................................

............................................................................................................................................................................

3. Why is personal grooming important?

............................................................................................................................................................................

............................................................................................................................................................................
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2.2.1 Compassion
Defintion of compassion

The definition of compassion is the ability to understand the emotional state of another person or oneself.

How can a general duty assistant practice compassion?

As a General Duty Assistant, you will need to put yourself in place of the patient. You will need to develop the 
desire to reduce the suffering of others. Compassion is the foundation of the healing process. By showing concern, 
dedication and support, a general duty assistant can give patients comfort and hope during the most difficult 
of times. To become a compassionate role model, you have to act to satisfy the needs of patients selflessly, 
unprompted and with empathy for all. To show compassion you should always have a smile, on your face and a 
tender touch. In order to treat the patient compassionately, you need to console those in despair, be generous to 
those in need and comforting to those in worry.

How compassion impacts the quality of care given?

Treating patient compassionately affects the overall health of the patient. Apart from the medication and health 
and hygiene aspects, a patient also needs care and compassion. It helps in improving the overall health of the 
patient.

UNIT 2.2: Compassion and Patient Centricity

At the end of the unit, you will be able to:

• Show and develop patient centricity 

• State the patient’s right 

• Maintain data confidentiality  

2.2.2 Patient Centricity
The role of a general duty assistant revolves around the patient. 
His/her sole responsibility is to provide proper care to the patients 
and while performing any type of activities, take care of patient’s 
comfort.

So the following points need to be kept in mind:

• While bathing: All activities related to performing patient 
bathing should be performed keeping into consideration the 
patient benefits. Use patient centric approach and make the     
Fig.2.2.1: Bathing a Patient patient feel comfortable while bathing. For e.g. the clothing should be dry, clean 
and of a suitable size for the patient, the fasteners are available and secured for patient’s convenience, 
the footwear is of the right size and non-slippery to prevent fall, painful movements minimised during the 
dressing procedure. Ensure patient privacy.

Fig.2.2.1: Bathing a Patient

Unit Objectives 
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• While feeding: Always have an approach which is centred on 
the patient. Put the patient at ease while feeding. For e.g. 
ensure that the food is not spilt at the time of feeding, keep 
compassionate behaviour, feed according to the patient’s pace 
of eating to prevent choking, give fluids often to help in chewing 
and help in carrying out other activities, such as elimination or 
oral health maintenance before beginning to feed.

• During elimination: Utilize patient centric approach to make 
sure the patient is at ease during elimination. For e.g. maintain 
clean environment to prevent infection, be sympathetic and 
check constantly for the patient’s elimination needs, help in the 
process and maintain proper hygiene to avoid infections. Check 
the bedsheet after elimination to see if it needs to be changed.  

Also inspect the patient’s clothes at regular intervals and be sure the patient is secure during the shifting activities.

• While communicating: Maintain eye contact with the patients 
and the focus should be on non-verbal communication 
rather than on unnecessary talk with them. Make relevant 
conversation with the patients during the procedure to ease out 
the shifting. Provide necessary particulars to the patients and to 
their families, physicians and healthcare team members.

 » While dealing with patients suffering from stigmatizing 
diseases: Be patient and sensitive to the patients, especially 
diseases like HIV and Tuberculosis. 

 » While maintaining cleanliness: Follow all procedures 
keeping the patient’s safety in mind and keep the patient’s 

environment and all the used equipment clean.

 » While dealing with medical procedures: Enquire from the patients about abnormal observations to make 
sure its onset and progress. Halt, alter or update the procedure according to the comfort of the patient. 
Give details to the patient about the importance of the observation and advise changes to improve the 
condition. Help the patient to manoeuvre while noting measurements and make certain that they are 
at ease.

• Other important points: 

 » Maintain a patient centric approach and make sure the patient feels at ease while being attended to 
a call, for e.g. be prompt in responding to a bell call, always check if the patient needs anything by 
inspecting the surroundings, and motivate the patient to use the call bell as and when required. 

 » Maintain patient’s confidentiality.

 » Be sensitive to potential cultural differences.

Fig.2.2.2: Feeding a Patient

Fig.2.2.3: During elimination

Fig.2.2.4: Communicating with Patient
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2.2.3 Data Confidentiality

 » Respect the rights of the patient(s).

 » Be capable of being responsive, listen empathetically to establish rapport in a way that promotes 
openness on issues of concern.

• The patient’s information like contact number, financial information, personal information, etc.

Measures to maintain Data Confidentiality

Information confidentiality is the normal procedure of protecting important data from unofficial access, 
application, leak, interruption, alteration, investigation, recording or elimination. This confidential data could 
be electronic data, physical data, etc. It is important that as a general duty assistant you take all measures for 
information security. To maintain information security:

• Do not reveal patient’s personal and financial information to anybody other than the account holder.

• Do not divulge unauthorized information, written or verbal to any patient/competitor/any other people e.g. 
photocopy of patient information sheet etc.

• Do not share information about a patient with other patients.

Data

In a hospital, the data generated is its primary asset and its security 
is essential. This data could be:

• In a hospital, the data generated is its primary asset and its 
security is essential. This data could be:

• The policies and procedures of your hospital.

• The way your hospital functions for example its process flow, the 
way departments work, the names and contact information of 
various people.

Skills Practical: Role Play 
1. Divide the class into four groups. 

2. Prepare a role play around the customer centricity. 

Fig.2.2.5: Communicating with Patient
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Tips
• Compassion is the ability to understand the emotional state of another person or oneself.

• Apart from the medication and health and hygiene aspects, a patient also needs care and compassion.

• The sole responsibility of GDA is to provide proper care to the patients and while performing any type of 
activities, take care of patient’s comfort.

• Avoid unwanted and unnecessary communication with patients. 

Exercise 
1. How will you maintain patient centricity.

............................................................................................................................................................................

............................................................................................................................................................................

2.  List the rights of a patient.

............................................................................................................................................................................

............................................................................................................................................................................

3. How will you maintain data confidentiality in your hospital?

............................................................................................................................................................................

............................................................................................................................................................................

Notes
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
__________________________________________________________________________________
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3. Introduction to 
Human Body- Structure 
& Function
Unit 3.1 - Basics of Anatomy and Physiology

HSS/N 5101, HSS/N 5102, 
HSS/N 5103, HSS/N 5104, 
HSS/N 5105, HSS/N 5106, 

HSS/N 5111
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At the end of the unit, you will be able to:

• Recognise the different parts of the body.

• Elaborate different systems of the body.

• State the different positions of the body.

Key Learning Outcomes 



4544

Participant Handbook General Duty Assistant

3.1.1 Overview

UNIT 3.1: Basics of Anatomy and Physiology

At the end of the unit, you will be able to:

• Explain the functions of the human body in discharging your role as a General Duty Assistant.

3.1.2 Understanding the Human Body
The human body is broadly divided into three areas:

• Head and Neck

• Thorax and Abdomen

• Upper and Lower Limbs

Fig.3.1.1: Human Anatomy

Head and neck region of the human body is the top most 
part of our body. Human body consists of brain, eyes, 
ears, mouth with the food pipe (or the oesophagus) 
and nose with trachea (or the wind pipe). The thorax 
region is the middle part of our body. It comprises 
heart and lungs. The abdomen region consists of the 
stomach, liver, pancreas, intestines, kidneys and the 
reproductive organs. The arms and legs form the upper 
limbs and lower limbs of the human body respectively.

The arms and legs form the upper limbs and lower 
limbs of the human body respectively. The shape and 
structure of the human body is built on a framework 
of specialized tissues called the bones and muscles. 
The bones and muscles hold the organs in place. The 
internal organs of the human body are very delicate. 
They are covered with a bony structure to guard them 
from external shocks and injuries.

Unit Objectives 

The most important role of a General Duty Assistant is taking care of the needs of the patients. It is very important 
to know how the different parts of the body and how they function. It helps to have a good understanding of 
the different parts of the body and the functions they perform. This knowledge will create awareness in you 
and will help you serve your patients better. In this course, you will be introduced to the different parts of the 
human body, the different life processes and lastly, an insight into the various branches of medicine, the terms 
and terminologies used.
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Head and Neck

The brain, eyes, ear, nose and mouth are part of the head. Each of 
these organs has specific functions of its own.

The head has a hard outer covering. This is a bone called cranium 
or skull. All the organs in the head region are held by muscles which 
are attached to the skull. The skull protects the brain from external 
shocks and injuries.

All the functions of the body are controlled by the human brain for 
example breathing, digestion, heartbeat, blood circulation. These 
functions are broadly classified as sensory, motor and special senses.

The sensory functions include touch and pain sensations. The 
motor functions include movement of organs such as limbs or 
muscles and special senses include sight, sound, taste and smell. 
The brain extends as the spinal cord at the back of the body. The 
brain is connected to the various organs by nerves which transmit 
signals to the organs.

Fig.3.1.2: Head and Neck

Fig.3.1.3: Ear and its Structure

The face contains the organs – eyes, ears, nose and mouth. The eyes allow us to see. The eyes are attached to the 
brain which controls the sensation of vision and movement of the eye balls through nerves. The ears allow us to 
hear. They comprise of the outer, center and internal ear, made of the hearing apparatus. The hearing apparatus 
are set of bones and membranes which allow us to hear. 

The nose supports in the sensory function of smell. It also serves 
in the function of breathing. It has two nostrils on the external side 
and internally opens into the wind pipe which is connected to the 
lungs. The mouth is located below the nose and extends towards 
the beginning of the digestive system. It opens into the food pipe 
or the oesophagus extending into the neck and thorax. The mouth 
comprises teeth that help in chewing the food. The neck portion 
of our body contains the food pipe and the trachea. The neck also 
comprises the larynx or the voice box. It is prominent in the male 
human body.

Fig.3.1.4: Respiratory System

Thorax

The neck region extends into the thorax region which is made up of shoulders and the chest. The chest is made 
up of a bone framework called the ribs. The rib encloses a pair of lungs which help in breathing. The heart is 
present at the centre of the two lungs towards the left. It is made up of muscles and pumps blood to the whole 
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body. The heart supplies blood to the body through the network of arteries. The veins carry deoxygenated blood 
from various body parts to the heart.

Arteries and veins are vessels or pipes which form the arterial and venous system respectively. These vessels are 
connected to all the organs. Blood from the heart is carried by arteries to the various organs and after purification  
the blood from the various organs is carried to the heart by veins.

Fig.3.1.5: Thorax (Male)

The thorax also has a large muscle called the diaphragm that aids in breathing and supports the lungs. The thorax 
in the female human body also comprises of the mammary glands also known as breasts. The breasts function is 
to provide nutrition to the new-born child.

Abdomen

The thorax extends into the abdomen. The abdomen comprises of the stomach which helps to digest the food 
that we eat. The stomach is supported by other vital organs such as the liver which releases substances called 
enzymes that help in digestion of the food. The stomach extends into long tube-like structures called intestines. 
These structures help in digesting and absorption of the nutrients from the food. At last, the undigested food is 
excreted (thrown out) through an opening called the anus. A pair of kidneys is present in the lower side of the 
abdomen and is a vital organ that helps in excreting the waste materials produced in the body.

The lower region of the abdomen is made up of a bony framework called the pelvis or the hip. This region    
also comprises of the reproductive organs or the genitalia which are distinct in males and females. The male 
reproductive organs are the testicles and the penis and the female reproductive organs comprise of the ovaries, 
uterus and the vagina.

The upper abdomen part comprising of stomach, liver, etc. is not covered by any bone structure to protect it from 
external shocks and injuries. Therefore, as a general duty assistant, you must take special care while handling the 
patient to avoid injuries to the upper abdomen.

Upper and Lower Limbs

The upper limbs and lower limbs enable humans to move from one place to another. They also help in eating 
and carrying out important functions. The arms are connected to the thorax in the shoulder region. The arms are 
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3.1.3 Human Physiological Systems
The human body performs various activities like breathing, eating, running. Each part of the body has specific 
functions which help the body perform these various activities. Let us learn the functions of the different parts 
of the human body.

Human Physiological Systems

The basic physiological systems in the human body are:

• The nervous system – It consists of the brain, the spinal cord and the network of nerves.

• The muscular and skeletal system - It consists of the bones, muscles and the connective tissues.

• The circulatory system - It’s composed of heart, the network of arteries and veins.

• The respiratory system - It consists of the upper and the lower respiratory tracts. The upper respiratory tract 
is nose and the sinuses, and the lower respiratory tract includes trachea, bronchi and the alveoli. 

• The digestive system - It includes mouth, the oesophagus (food tube), the stomach, the liver and the gall 
bladder, the pancreas, the large and the small intestine extending into the rectum and the anal canal.

• The urinary system - It includes of the kidneys, ureters and the bladder.

• The reproductive system - It includes of the sex organs.

The basic physiological systems are supported by the endocrine system that secrete the hormones and the 
immune system that helps in protecting the body from infections.

Nervous System

The nervous system is the network for sending and receiving information in both the interior and exterior parts 
of the body. The central nervous system comprises the brain and the spinal cord. The brain serves as the leader 
in your body, it controls the working of the other parts of the body. It is responsible for all sensory processing 
done by the body. Sensory functions such as sight, hearing, taste and smell are termed as special senses. And 
the organs which help us to see, hear, taste, smell are eyes, ears, mouth and nose respectively. These organs are 
called sensory organs as they connect us to the outer world. These senses are controlled by the brain. There is 
another sensory organ which helps us to connect with the outside environment, i.e. the skin. The skin helps us 
feel. The nerves, spinal cord and brain together control all parts of the human body.

Any feeling that a person experiences generates signals carried by the nerves to the spinal cord and eventually to 
the brain. The nerves are the units of the nervous system that connect the various organs to the spinal cord and 
brain. The brain then responds with a reaction which is carried back to the organ. The organ then acts as per the 
instructions received from the brain.

jointed organs comprising of the upper arm and the lower arm and the palm. The lower limbs are jointed organs 
that are connected to the abdomen at the pelvis region. The upper leg region is made of thighs and the lower leg 
region comprises of heels and toes that aid in movement.

Back of Human Body

The back region of the human body is made up of the vertebral column that extends from the back of the head to 
the back of the hip. The spinal cord is the extension of the brain. It is located in the vertebral column. It performs 
the function of movement.
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Muscular and Skeletal System

There are more than 600 muscles in our body. The 
muscular and skeletal structure of our body comprise 
of the skeleton, and the attached muscles. The human 
skeleton gives the body a basic shape and structure 
and is comprised of bones. The bones are the hard 
structures of the body and form the framework of the 
body. Our bones are strong enough to hold our body 
weight. They give support to our body and assist in 
giving it a proper shape. The skull provides protection 
to the brain and gives shape to our face. The backbone 
protects the spinal cord which is a passage for the 
transmission of messages between the different parts 
of the body and the brain. Th e rib cage covers and 
protects different organs of the body such as the heart, 
the lungs and the liver. The pelvis protects the bladder, 
the intestines and in females, the reproductive organs.

Fig.3.1.6 Nervous System

Fig.3.1.7(a): Muscular System
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Circulatory System

The circulatory system is also known as the cardiovascular 
system or the vascular system and it circulates blood to 
the every tissue of the body. With each heartbeat, heart 
pumps blood throughout our body. It carries oxygen 
and other vital nutrients to all the cells. The circulatory 
system comprises of the heart and the blood vessels, 
which include arteries, veins and capillaries. The blood, 
pumped by the heart, acts as a transportation system. It 
transports oxygen and nutrients to the various organs. 
It does this through blood vessels known as arteries 
and capillaries. Once the body absorbs oxygen and all 
nutrients, waste products are released.

Fig.3.1.7(b): Skeletal System

Fig.3.1.8: Circulatory System

Along with their structural role, the larger bones within 
the body have bone marrow which produces blood cells. 
Bones are rigid and inflexible. So just with the bones, it’s 
not possible to walk or move your hands and legs. You 
need muscles for flexibility and they also support the 
bones in activities like walking and running. The muscles 
form the bulk of the body organs. The bones and muscles 
together are responsible for body movement. Muscles are 
also connecting structures that hold the various organs in 
place. The bones are attached to the muscles by tissues 
called Tendons. The muscle and skeleton hold the body in 
place.

The circulatory system and the respiratory system work together to transport oxygen to various organs of the 
body and remove carbon dioxide. It does this through a different set of blood vessels known as veins. The 
circulatory system is, therefore vital in the maintenance of the regular body functions.
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Respiratory System

The respiratory system comprises the trachea and 
lungs as the central units. While breathing, the air 
is inhaled into the lungs, mostly through the nose, 
and enters the wind pipe, also known as the trachea. 
The trachea allows passage of air into the lungs and 
the oxygen is then absorbed in the lungs. The blood 
transports the oxygen to the different organs of the 
body. Each body organ uses the oxygen to release 
energy. This energy released is used for performing 
various body functions. While performing various 
activities, the body organs produce carbon dioxide.

The carbon dioxide is transported to the lungs by 
the blood and from the lungs the air carrying carbon 
dioxide is breathed out. This process of breathing is 
— using oxygen to release energy — and breathing 
out of air is collectively called respiration. The organs 
involved in respiration are grouped together as the 
respiratory system. Thus, the respiratory system 
plays a crucial role as it provides oxygen that is 
critical for body functioning.

Fig.3.1.9: Respiratory System

Digestive System

• The digestive system breaks down the food and 
absorbs all nutrients from the food. This whole 
process is known as digestion.

• The food goes into the body via mouth and is chewed 
into smaller bits and swallowed. The food pipe, also 
known as the oesophagus, takes the food into the 
stomach and then the intestines.

• Here the food is broken into small units with help of 
substances called enzymes.

• The enzymes that are needed for the digestion of 
the food are produced by the salivary glands, liver, 
pancreas and gall bladder. The blood absorbs all 
nutrients from the chewed food and carries them to 
various organs for producing energy. 

Fig.3.1.10: Digestive System
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Urinary System

• The urinary system consists of the kidneys, the urethra, the ureters and the urinary bladder. When the body 
organs utilize the nutrients and oxygen for the production of energy, they produce waste products such as 
ammonia and urea. These waste products are carried by the blood to the kidney. In the kidneys, the waste 
products are filtered from the blood and excreted out of the body as urine.

• Urine is a liquid with excess water. Urine passes through the 
ureters and fills the urinary bladder. The urinary bladder when 
full with urine, releases the urine out of our body. If the kidneys 
fail to function normally, the waste products in the blood can 
cause harm to the body organs. So it is very necessary to throw 
out the waste materials.

• The excretory system is hence critical to good health as the 
harmful wastes are thrown out from the body by this system.

Fig.3.1.11: Urinary System

Fig.3.1.12: Reproductive System (Female)

Reproductive System

• The reproductive system is of two kinds that is the male 
reproductive system and the female reproductive system. It  
comprises of the sex organs. The male reproductive system 
includes the testicles and the male sex organ called the penis. 
The testicles produce seminal fluid which contains fertilization 
units called sperms. The seminal fluid is passed through the 
penis.

• The female reproductive system includes the ovaries, the uterus 
and the female sex organ called the vagina. When the sperms 
come in contact with the ovum, fertilization takes place that 
lead to the development of a foetus. The foetus develops into 
the uterus of the female human body and is delivered as a 
human baby.

• The reproductive system functions in the development of a new 
generation of the human body.

The female reproductive system consists of those parts of the body which take part in reproduction.

• The female body has from birth multitude of eggs that could grow into a baby. 

• The female body possesses a perfect place for these eggs to get fertilized with sperms and grow a human.

Fig.3.1.13: Male Reproductive System

Male Reproductive System

• The penis includes:

 » the root which is connected to the lower abdominal organs 
as well as the pelvic bones, 

 » the shaft

 » the cone shaped end called glans penis
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Fig.3.1.14: Physiological Systems

 » The opening  of the urethra at the apex of the glans penis which carries semen and urine

• The scrotum is a thick-skinned sac that encircles and shields the testes.

• The testes are oval bodies that average about 1.5 to 3 inches (4 to 7 centimeters) in length and 2 to 3 
teaspoons (20 to 25 milliliters) in volume. The testes have two primary functions:

 » Producing sperm (which carry the man’s genes)

 » Producing testosterone (the primary male sex hormone)

• The epididymis is a collection of coiled microscopic tubes that together are almost 20 feet (6 meters) long. 
The epididymis collects sperm from the testis and provides the environment for sperm to mature and acquire 
the ability to move through the female reproductive system and fertilize an ovum.

Supporting Physiological Systems

The basic physiological systems are supported by other physiologic systems such as the endocrine system and 
the immune system. The endocrine system is made up of organs called endocrines glands. Some examples of 
endocrine glands are the thyroid, pituitary, thymus. The endocrine system produces chemical substances called 
hormones. Hormones help in the body processes such as growth, reproduction and digestion. The immune 
system comprises the lymph nodes and the lymphocytes.

It protects the body from harmful germs and keeps the body healthy. The immune system is critical in preventing 
the infections and protects the body from diseases. 

3.1.4 Routes of Drug Administration
A route of drug administration in pharmacology and toxicology is the path by which a drug, fluid, poison, or other 
substance is taken into the body. Routes of administration are generally classified by the location at which the 
substance is applied. Drugs are introduced into the body by several routes. They may be:

• Swallowed, orally

• Given by injection into a vein (intravenously), into a muscle (intramuscularly), into the space around the 
spinal cord (intrathecally), or beneath the skin (subcutaneously)
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3.1.4.1 Oral Route

Fig.3.1.16: Oral Route

 Drugs can be given to the patients orally in the form of 
liquids, tablets or capsules. It is the safest and an economical 
as well as a convenient way of administering drugs. Some 
patients, however, might not like its movement through 
the digestive tract. The digestion for these drugs starts 
in the mouth and the stomach. The oral drugs are taken 
along with tea, coffee or water.

Alternative routes are required for giving drugs if the oral 
route cannot be used, for example:

• When a patient is incapable of ingesting by mouth.

• When a quick administration of drugs is needed or the 
drug requires to be given as a precise dose or in high 
quantity.  

• When a drug is not effectively absorbed.

Fig.3.1.15: Routes of Drug Administration

• Under the tongue or sublingually

• Placed between the gums and cheek or buccally

• Inserted in the rectum or rectally, or inserted in the vagina 
(vaginally)

• Added to the eye (by the ocular route) or to the ear (by the 
otic route)

• Sprayed into nose (nasally)

• Inhaled through the mouth (by inhalation) or nose (by 
nebulization)

• Locally applied onto the skin (cutaneously) 

• Applied by a patch on the skin (transdermally) 
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3.1.4.2 Injection Routes

Sometimes a drug is administered using a needle through the skin in ways such as subcutaneous, intramuscular, 
or intravenous route, or using a patch on the skin, transdermal route or using an implant.

5. Subcutaneous Routes:  The needle with the drug is injected into the layer of fatty tissue which lies just below 
the outer skin.  The injected drug then goes to the small blood vessels called the capillaries, and then enters 
the bloodstream.  A drug might also enter the bloodstream via the lymphatic vessels.

6. Intramuscular route: The needle carrying the drug is injected into the muscles, which lie under the skin 
and the fatty tissue. Hence, to reach to that area a longer needle is needed. This route is taken when more 
volumes of a drug are required by the patient. The muscles in the upper arm region, thigh region, or buttocks 
are used for this purpose.0020

7. Intravenous route: The needle is inserted directly into a vein. Intravenous route is the best way to administer an 
exact dose in a fast and controlled manner. However, it can be complicated to administer than a subcutaneous 
or an intramuscular injection since inserting a needle or a catheter inside a vein may be difficult for specific 
patients such as an overweight person.

8. Intrathecal route: The needle is inserted between vertebrae of the lower spine region, in the area around the 
spinal cord. This makes the drug being administered into the spinal canal. The site where the drug is to be 
injected is made numb using a local or surface anaesthetic. This route is used mainly when a drug is required 
to give a quick or local effect on the brain, the spinal cord, or the tissues around them (meninges).  

Fig.3.1.17: Various Injection Routes

Subcutaneous                Intramuscular            Intravenous 

The injection routes also called parenteral administration and can be categorised into: 
1. Intramuscular 

2. Intravenous 

3. Intrathecal 

4. Subcutaneous 

A drug can be specially made so that its absorption from the site of injection can be delayed for a couple of hours 
or even days. These drugs, hence, do not require to be given to the patients as regularly as the ones which are 
rapidly absorbed. 
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3.1.4.3 Sublingual and Buccal Routes

3.1.4.4 Rectal and Vaginal Route

A few drugs are placed under the tongue (taken sublingually) or between the gums and teeth (bucally) so that 
they can dissolve and be absorbed directly into the small blood vessels that lie beneath the tongue. These drugs 
are not swallowed.

Rectal route

Many drugs that are administered orally can also be administered 
rectally as a suppository. In this form, a drug is mixed with a waxy 
substance that dissolves or liquefies after it is inserted into the 
rectum. Because the rectum’s wall is thin and its blood supply rich, 
the drug is readily absorbed.

Vaginal route

Some drugs may be administered vaginally to women as a solution, 
tablet, cream, gel, suppository, or ring. The drug is slowly absorbed 
through the vaginal wall. This route is often used to give estrogen 
to women during menopause to relieve vaginal symptoms such as 
dryness, soreness, and redness.

Fig.3.1.18: Sublingual and Buccal Routes

Fig.3.1.19: Rectal route

Fig.3.1.20: Vaginal route

3.1.4.5 Ocular Route
Drugs used to treat eye disorders (such as glaucoma, conjunctivitis, 
Drugs used to treat eye disorders (such as glaucoma, conjunctivitis, 
and injuries) can be mixed with inactive substances to make a liquid, 
gel, or ointment so that they can be applied to the eye. Liquid eye 
drops are relatively easy to use but may run off the eye too quickly 
to be absorbed well. Gel and ointment formulations keep the drug in 
contact with the eye surface longer, but they may blur vision. 

Fig.3.1.21: Ocular Route
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3.1.4.6 Otic Route

3.1.4.7 Nasal Route

Drugs used to treat ear infection can be applied directly to the ears. 
Ear drops containing solutions or suspensions are applied only to the 
outer ear canal. Before applying ear drops, people should thoroughly 
clean the ear. 

Drugs that can be given by the optic route include hydrocortisone 
for relieving inflammation, ciprofloxacin for treating infection, and 
benzocaine for numbing the ear.

If a drug is breathed in and absorbed through the nasal passages, 
it must be transformed into tiny droplets in air termed as being 
atomized. After the drug has been absorbed, it enters the 
bloodstream. Drugs administered by this route work quickly, 
however some may irritate the nasal passages.

3.1.4.8 Nebulization Route
Just like the inhalation route, drugs given by nebulization must be 
aerosolized into small particles to reach the lungs. Nebulization 
needs special devices, such as ultrasonic or jet nebulizer systems. 

Using the devices properly helps maximize the amount of drug 
delivered to the lungs.

Fig.3.1.22: Otic Route

Fig.3.1.23: Nasal Route

Fig.3.1.24: Nebulization Route

3.1.4.9 Cutaneous Route
Drugs applied to the skin are usually used for their local effects and 
thus are most commonly used to treat superficial skin disorders, 
such as psoriasis, eczema, skin infections (viral, bacterial, and 
fungal), itching, and dry skin. The drug is mixed with inactive 
substances. Depending on the consistency of the substances, the 
formulation that can be used may be an ointment, cream, lotion, 
solution, powder, or gel.

Fig.3.1.25: Cutaneous Route
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3.1.4.10 Transdermal  Route
Some drugs are delivered bodywide through a patch on the 
skin. These drugs are sometimes mixed with a chemical (such 
as alcohol) that enhances penetration through the skin into the 
bloodstream without any injection. Through a patch, the drug can 
be delivered slowly and continuously for many hours or days or 
even longer.  As a result, levels of a drug in the blood can be kept 
relatively constant.

3.1.5 Drug Dosage
Getting the right dose(s) is important in any drug or combination of drugs, this is because taking under or over a 
preferred dose is not good thing.
Evaluation of Taking Too Low a Dose

If someone takes too low a dose they will end up feeling disappointed 
as the probability is that the person who took the drug/combination 
of drugs was hoping for the drug/combination of drugs to have 
interesting effects but because they took too low a dose they get 
minor effects and they hope the effects will get more intense but 
they never do and the experience ends and most of the time they 
consider their experience to be a waste of drugs.

Fig.3.1.27: Drug Dosage

Evaluation of Taking Too High a Dose

Dosage instructions are clearly written on the prescription or hospital chart/record, and on the pharmacy label. 
Dosage instructions need to be followed and are available on the hospital chart, the pharmacy label of the 
suggested medicine or the doctor’s prescription. They are also written on the packaging label and the inserts of 
medicines available over the counter.

Fig.3.1.26: Transdermal  Route

3.1.6 Self Vaccination Tips for GDA
General Duty Assistant is at risk for exposure to serious, and sometimes deadly, diseases as they work directly 
with patients or handle material that could spread infection. They should get appropriate vaccines to reduce the 
chance that you will get or spread vaccine-preventable diseases. The recommended vaccines are:

Vaccines Recommendation

Hepatitis B • Get the 3-dose series

• Get anti-HBs serologic tested 1–2 months after dose #3

Flu (Influenza) • Get 1 dose of influenza vaccine annually.

MMR (Measles, Mumps, & Rubella • If you were born in 1957 or later and have not had the MMR 
vaccine, or if you don’t have an up-to-date blood test that shows 
you are immune to rubella, only 1 dose of MMR is recommended. 
However, you may end up receiving 2 doses, because the rubella 
component is in the combination vaccine with measles and mumps.
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3.1.7 Drug Dosage Abbreviation
Abbreviation From the Latin Meaning

Aa Ana of each
Ad Ad up to
a.c. ante cibum before meals
a.d. aurio dextra right ear
ad lib. ad libitum use as much as one desires; freely
admov. Admove apply
Agit Agita stir/shake
alt. h. alternis horis every other hour
a.m. ante meridiem morning, before noon
Amp ampule
Amt amount
Aq Aqua water
a.l., a.s. aurio laeva, aurio sinister left ear
A.T.C. around the clock
a.u. auris utrae both ears
Bis Bis twice
b.i.d. bis in die twice daily
B.M. bowel movement
bol. Bolus as a large single dose (usually 

intravenously)

Varicella (Chickenpox) • If you have not had chickenpox (varicella), if you haven’t had 
varicella vaccine, or if you don’t have an up-to-date blood test that 
shows you are immune to varicella (i.e., no serologic evidence of 
immunity or prior vaccination) get 2 doses of varicella vaccine, 4 
weeks apart.

Tdap (Tetanus, Diphtheria, Pertussis) • Get a one-time dose of Tdap as soon as possible if you have not 
received Tdap previously (regardless of when previous dose of Td 
was received).

• Get Td boosters every 10 years thereafter.

• Pregnant HCWs need to get a dose of Tdap during each pregnancy.

Meningococcal • Those who are routinely exposed to isolates of N. meningitidis 
should get one dose.

Fig.3.1.28: Self Vaccination TIPS for GDA
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B.S. blood sugar
B.S.A body surface areas
cap., caps. Capsula capsule
C Cum with (usually written with a bar on top 

of the “c”)
comp. compound
cr., crm cream
D5W dextrose 5% solution (sometimes 

written as D5W)
D5NS dextrose 5% in normal saline (0.9%)
D.A.W. dispense as written
dc, D/C, disc discontinue
dieb. alt. diebus alternis every other day
dil. Dilute
disp. dispense
div. divide
d.t.d. dentur tales doses give of such doses
D.W. distilled water
elix. elixir
e.m.p. ex modo prescripto as directed
emuls. Emulsum emulsion
ex aq ex aqua in water
fl., fld. fluid
G gram
h.s. hora somni at bedtime
inj. Injection Injection
Nebul Nebula a spray
Syr Syrupus syrup
Susp suspension
Tab Tabella Tablet
Tbsp tablespoon
ung. Unguentum ointment
W With
w/o without

Fig.3.1.29: Drug Dosage Abbreviation
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Tips 
• Main organs of Circulatory system

 » Heart

 » Artery 

 » Vein 

 » Capillary 

• Main organs of Digestive system 

 » Mouth 

 » Oesophagus 

 » Stomach 

 » The small intestine 

 » Colon (large intestine) 

 » Rectum 

• Main organs of Endocrine system

 » Pancreas

 » Adrenal Gland

 » Thyroid Gland

 » Pituitary Gland

 » Pineal Gland

 » Ovaries

 » Testes

• Immune system/ Lymphatic Systems

 » Bone marrow 

 » Thymus 

 » Spleen 

 » Lymph nodes 

•  Muscular system: Types of muscles includes: 

 » Skeletal muscle

 » Smooth muscle

 » Cardiac muscle

• Major organs of nervous system :

 » Brain

 » Spine

 » Nerves

 » The Eyes
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• Reproductive system 

The female reproductive composed of: 

 » Ovaries 

 » Fallopian tubes 

 » Uterus 

 » Cervix 

 » Vagina 

The male reproductive organs are:

 » Scrotum

 » Testis 

 » Spermatic ducts

 » Sex glands

 » Penis

• Main Organs of Respiratory system:

 » Mouth and nose 

 » Trachea (windpipe) 

 » Lungs 

 » Diaphragm 

• Skeletal system: 

Main function of skeletal system includes:

 » Providing support for muscles, tendons and our internal organs. 

 » Allowing the body to move. 

 » Protecting organs, including the brain, heart and lungs. 

 » Producing blood cells. 

 » Storing minerals, such as calcium.

• The main organs of Urinary system:

 » Kidneys 

 » Ureters 

 » Bladder 

 » Urethra 
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Exercise 
1. Describe the basic human body shape and structures.

............................................................................................................................................................................

............................................................................................................................................................................

2. Describe the working of the nervous system.

............................................................................................................................................................................

............................................................................................................................................................................

3. List the different organs that form the circulatory system

............................................................................................................................................................................

............................................................................................................................................................................

4. How does the digestive system work? Explain with the help of a diagram.

............................................................................................................................................................................

............................................................................................................................................................................

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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4. Personnel Hygiene 
and Professional 
Behaviour
Unit 4.1 - Personnel Hygiene and Professional Behaviour

HSS/ N 5107, HSS/N 9603, 
HSS/N 9604, HSS/N 9605, 
HSS/N 9607, HSS/N 5108
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At the end of the unit, you will be able to:

• Develop understanding of the concept of Healthy Living.

• Develop understanding & procedures of Hand Hygiene.

• Develop techniques of Grooming.

• Be equipped with Techniques of Use of PPE.

• Be vaccinated against common infectious diseases.

Key Learning Outcomes 
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UNIT 4.1: Personnel Hygiene and Professional Behaviour

At the end of the unit, you will be able to:

• Develop understanding of the concept of Healthy Living.

• Develop understanding & procedures of Hand Hygiene.

• Develop techniques of Grooming.

• Be equipped with Techniques of Use of PPE.

• Be vaccinated against common infectious diseases..

4.1.1 Introduction
Numerous people die daily from across the world due to infections caught while getting healthcare. Hands are 
the primary medium of transmission of germs during healthcare. Thus, hand hygiene is a vital measure to ensure 
so as to avoid harmful infections caused by germs.

All healthcare workers and other persons dealing with the patients require to be careful about hand hygiene and 
need to carry it out in the correct manner and at the proper time. 

You should clean your hands by rubbing an alcohol-based formulation on them if they are not soiled and the 
cleaning is just a routine measure. It is quick, effective and soft on the hands.  

Washing hands with soaps 
It’s generally best to wash your hands with soap and water. Follow these simple steps:

• Step 1: Wet hands with running water 

• Step 2: Apply soap Fig.4.1.1: Wet your hands with water

Fig.4.1.2: Apply soap

Fig.4.1.3: Wash hands

Unit Objectives 

• Step 3: Work up a good lather

• Step 4: Rub the hands vigorously for about 20 seconds, scrub well all around the 
hands
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4.1.3 Hand Care

4.1.2 Hand Sanitizer 

• Take care of your hands by regularly using a protective hand care cream or lotion, at least daily.

• Do not regularly wash hands with soap and water immediately before or after having used an alcohol-based 
hand rub.

• Avoid using hot water to wash your hands.

• Dry your hands completely before wearing gloves.

Please remember:

• Do not wear artificial fingernails or extenders when in direct contact with patients.

•  Keep natural nails short.

Before touching a patient

To protect the patient against germs and infection by harmful organisms on your hands, clean your hands before 
touching a patient.

• Step 5: Rinse well.

Hand sanitizer provides several advantages over hand washing with soap and water. 
However, they are not effective if organic matter (dirt, food, or other material) is 
visible on hands.
Steps to Use hand Sanitizer 

• Step 1: Make sure all organic matter is removed from hands.

• Step 2: All visible organic matter (for example: dirt) must be removed from 
hands prior to applying waterless hand sanitizer.

• Step 3: Apply a coin sized amount of hand sanitizer to the palm of one hand. 

• Step 4: Rub hands together covering all surfaces of hands and fingers.

• Step 5: Rub until hand sanitizer is absorbed.

Fig.4.1.4: Rinse Well

Fig.4.1.5: Dry Hands

Fig.4.1.6: Hand sanitizer

• Step 6: Dry the hands with a clean or disposable 
towel or air dryer.

• Step 7: If possible, make use of a towel or the elbow 
to turn off the faucet.
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Before clean / aseptic procedure

Hands should be properly cleaned before accessing a sensitive site of the body of a patient which has a risk of in-
fection for the patient. Mucous membrane, broken skin and an invasive medical equipment are examples of such 
sites. The cleaning procedure is imperative to prevent outside and also the patient’s own germs from entering 
the body.

After body fluid exposure risk

The hands should be cleaned properly immediately after performing a procedure which involves a risk of expo-
sure to the body fluids. They need to be cleaned after glove removal to prevent getting oneself and the health-
care surroundings infected from the patient’s harmful germs.  

After touching a patient

To protect you from colonization with patient germs and to protect the health-care environment from germ 
spread Clean your hands when leaving the patient’s side, after having touched the patient.

Fig.4.1.7: Need of Hand Hygiene
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4.1.4 Personal Protective Equipment
PPE is the special equipment or clothing utilized to safeguard oneself and the patients from germs. The PPE acts 
as a barrier between a human and an external infection causing agent. PPE is an important part of infection con-
trol systems. It helps to keep the healthcare giver, the patients, the co-workers, and the visitors protected from 
disease. PPE includes gear such as gloves, gowns, goggles, masks and face shields.

Gloves: In the medical field, gloves are the frequently used item of 
PPE. They are made of vinyl or nitrile rubber and are supposed to 
be used only once. Gloves should always be used when there is a 
risk involved due to touching infectious agents or body fluids.

Gowns: Gowns are another regularly used item of PPE. They are gen-
erally made of a thin, waterproof cloth material, and are mostly used 
only one time. Gowns are worn over the uniform if there is a risk that 
the medical caregiver or doctor may touch the excessive body fluids or 
if the patient has been kept in isolation to avoid infection. 

Goggles: Goggles, worn over the eyes. 

Masks: Masks are worn over the nose and the mouth. The eyes, 
the mouth, and the nose provide access to infectious agents, and 
this PPE safeguards you from various types of diseases. If there are 
chances of exposure to large amounts of body secretions, a face 
shield can be worn to protect the complete facial area.

Fig.4.1.8: Gloves

Fig.4.1.9: Gown

Fig.4.1.10: Goggles

Fig.4.1.11: Face Mask
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Face Shields: These are typically used to prevent body fluids from 
contact with the mucous membranes of the eyes.

Shoe Covers: These help protect shoes and flooring. In hospitals 
and clinics, spills can occur unexpectedly and hence to prevent  
stains or unhygienic conditions, show covers should be used.

Head Covering: The cap's purpose is to keep the hair neatly in place 
& present a modest appearance while taking care of a patient.

The use of PPE depends on the situation and type of exposure that 
you may subjected to. 

Fig.4.1.12: Face Shield

Fig.4.1.13: Shoe Covers

Fig.4.1.14: Head Covering

4.1.4.1 Steps to put on PPE 

STEP 1: STEP 2:Identify all the necessary 
PPE as per the requirement 
or hazard 

Put on a gown.
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4.1.4.2 Steps to take off PPE 

STEP 3:

STEP 1:

STEP 5:

STEP 4:

STEP 2:

Put on face shield.

Avoid contamination of self and others. 
Remove the most contaminated item 
first.

Put on gloves.

Put on medical mask and eye 
protection 

Perform hand hygiene. Peel off gown 
and gloves and roll inside out. Dispose 
gloves and gown safely.
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STEP 3: STEP 4:

STEP 5:

If wearing face shield – remove face 
shield from behind. Dispose of face 
shield safely.

If wearing eye protection and mask, 
remove goggles from behind, put 
goggles in a separate container for 
reprocessing. Remove mask from 
behind and dispose of safely. 

Perform hand hygiene. 

All equipment need not be worn in every situation. According to the kind of germ or infection, different equipment 
are required to be worn. For example, to prevent certain kinds of infections, a mask may be needed while in other 
situations, a gown and gloves may be required.

The type of exposure one expects to have is also a necessary consideration when choosing an equipment. For 
instance, one may need a certain kind of equipment while drawing blood and a different one if taking a medical 
history.
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4.1.6 Universal Immunisation Programme
Universal Immunization Programme is a vaccination program launched by the Government of India in 1985. It 
became a part of Child Survival and Safe Motherhood Programme in 1992 and is currently one of the key areas 
under National Rural Health Mission (NRHM) since 2005.

Immunisation Schedule

S No Vaccine & its\
Presentation

Protection Route Number 
of doses

Vaccination Schedule

1 BCG (Bacillus 
Calmette Guerin) - 
Lyophilized vaccine

Tuberculosis  Intra- dermal 1 At birth (upto) 1year (if not 
Given earlier)

2 OPV (Oral Polio 
Vaccine) - Liquid 
vaccine

Poliomyelitis Oral 5 Birth dose for institutional 
deliveries, Primary three 
doses at 6, 10 & 14 week 
and one booster dose at 6- 
24 month of age. 

3 HepatitisB–Liquid 
Vaccine

Hepatitis B Intra-

muscular

4 Birth dose (within 24 hour) 
for institutional deliveries, 
Primary three dose sat 6,10 
& 14 week.

4.1.5 Vaccination
Vaccinations function by stimulating the immune system which is the 
human body’s natural disease-fighting mechanism. Immunizations 
equip the immune system to fight off a disease. To immunize the 
body against viral diseases, the strength of the virus utilized in 
the vaccine has been decreased or the virus has been killed. To 
immunize the body against bacterial diseases, it is possible to use 
a little amount of the dead bacteria to stimulate the production of 
antibodies against the whole bacteria.

Fig.4.1.15: Vaccination

It has been noticed that there can be improvement in the effectiveness of immunizations by periodic repeat 
injections or "boosters”.

Precautions

• Vaccines do not always prove to be effective, and it cannot be predicted whether a vaccine will benefit 
an individual. For effectiveness, vaccination programs are dependent on entire communities participating. 
The more the number of people who get vaccinated, the lower will be everybody's risk of being exposed 
to a disease. Even individuals who do not get immunity through vaccination are protected if their friends, 
neighbours, children, and co-workers are immunized.

•  Vaccination has risks as well as many benefits. All those who get vaccinated should make that sure that they 
are fully aware about both the benefits and the risks. All the queries or concerns should be addressed with a 
physician or other healthcare personnel.
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4.1.7 Other Vaccinations

4 DPT(Diphtheria, 
Pertussis  and 
Tetanus Toxoid) – 
Liquid vaccine

Diphtheria, 
Pertussis and 
Tetanus

Intra- muscular 5 Three doses at 6,10 & 14 
week and two booster dose 
at 16 - 24 month and

5-6 years of age
5 Measles - 

Lyophilized vaccine
Measles Sub -cutaneous 2 9 - 12 months of age and 

2nd dose at 16 - 24 months.

6 TT(Tetanus Toxoid) 
– Liquid Vaccine

Tetanus Intra-muscu lar 2

2

10 years and 16 years of age

For pregnant woman, two 
doses given (one dose if 
previously vaccinated within 
3Year)

7 JE Vaccination 
(in selected 
high disease 
burden districts) 
Lyophilized vaccine

Japanese 
Encephalitis (Brain 
fever)

Sub - cutaneous 2 9-12months of age and 
2nd dose at 16-24 months 
(6 month after vaccination 
drive)

8 Hib (given as 
pentavalent  
containing b + 
DPT + Hep B) (in 
8 states) – Liquid 
vaccine

Hib Pneumonia 
and Hib meningitis

Intra- muscular 3 6, 10 & 14 week of age

Fig.4.1.16: Immunisation Schedule

Typhoid immunization 

• Slot for ‘typhoid conjugate vaccine’ for primary immunization at 9-12 months of age.

• Applicable only for Typbar-TCV. 

• Booster of either Typbar-TCV or Vi-polysaccharide (Vi-PS) vaccine at 2 years of age. 

• Typhoid  Vaccine for babies at the age of 2 year either of Typbar TCV or Vi-polysaccharide (Vi-PS).

• Need of revaccination following a booster of Typbar-TCV not yet determined.

Hepatitis - A immunization 

• Single dose administration of live attenuated H2 strain hepatitis A vaccine at 12 months.

• Two doses for inactivated (killed) Hepatitis-A vaccine. 

Human Papillomavirus (HPV) vaccination 

• Two doses of HPV vaccine for adolescent/preadolescent girls aged 9-14 years. 

• For two-dose schedule, the minimum interval between doses should be 6 months. 

• Three dose schedule for adolescent girls aged 15 years and older to continue.
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Rabies immunization 

• Children having pets in home and children perceived with higher threat of being bitten by dogs to be included 
in ‘high-risk category of children’ for rabies vaccination. 

• These groups of children should now be offered ‘pre-exposure prophylaxis’ against rabies.

Pertussis immunization 

• No need of repeating/giving additional doses of wP vaccine to children who had earlier completed their 
primary schedule with aP vaccine-containing products. 

• Recommendations on the currently available wP vaccine containing pentavalent (DTwP+Hib+ HepatitisB) 
products in Indian market. 

Other changes 

• An  update and recommendation on use of new Indian Rotavirus vaccine, 116E.

• The comments and some information  for several vaccines are also updated and revised.

Disease Eradication 

Eradication is the reduction of an infectious disease's prevalence in the global host population to zero.

• Eradicated:

 » Smallpox

 » Rinderpest

• Global eradication underway:

 » Poliomyelitis (polio)

 » Dracunculiasis

 » Yaws

 » Malaria

• Regional elimination established or under way:

 » Hookworm

 » Lymphatic filariasis

 » Measles

 » Rubella

 » Onchocerciasis

 » Bovine spongiform encephalopathy (BSE) and new variant Creutzfeldt–Jakob disease (vCJD).

 » Syphilis

 » Rabies

4.1.8 Non-communicable disease (NCD)
NCDs are characterized only by their non-infectious cause, and not compulsarily by their duration. Some chronic 
diseases of long duration, such as HIV/AIDS, are caused by infections. Chronic diseases require chronic care 
management as do all diseases that are slow to develop and are of long duration.
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4.1.9 Communicable Disease

There are five important risk factors for non-communicable disease in the top ten leading risks to health. These 
are:

1. Raised blood pressure

2. Raised cholesterol

3. Tobacco use

4. Alcohol consumption

5. Overweight

The other factors associated with higher risk of NCDs include a person's economic and social conditions, also 
known as the social determinants of health. These are also referred to as lifestyle diseases like:

• Cancer

• Diabetes

• Hypertension

• Osteoporosis

• Alzheimer’s

• Heart Disease

• Fibromyalgia

It is a condition caused by an infectious externa agent typically through touch or direct/indirect contact with an 
infected person, animal, or any other agent.  The list is as follows:

• Ebola

• Enterovirus D68

• Flu

• Hantavirus

• Hepatitis B

• HIV/AIDS

• Measles

• Pertussis

• Rabies

• Sexually Transmitted Disease

• Shigellosis

• Tuberculosis

• Zika
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Tips 
• Wash your hand immediately after taking off your gloves and never walk around the hall with gloves that 

have touched a patient or a body fluid.

• Dispose off PPE immediately after first use.

• Do not touch your face or adjust the equipment with contaminated gloves.

• Do not touch the environmental surfaces except when necessary during the patient care.

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
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___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
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5. Bio Medical Waste 
Management
Unit 5.1 - Bio Medical Waste Management

HSS / N / 9609
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At the end of the unit, you will be able to:

• Segregation of Biomedical waste at source.

• Describe color coding and type of containers for disposal of Bio Medical Waste.

• Label for transport of Bio Medical Waste containers/bags.

Key Learning Outcomes 
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5.1.1 Introduction
The wastes that are disposed from the hospital can be a source of many infections such as HIV, hepatitis B and 
other bacterial infections. You must take extreme care while disposing the wastes such as needles, syringes 
and gloves in order to prevent infections to yourself and others. In this chapter, the basic rules that need to be 
followed to dispose wastes safely are listed.

Waste management includes collecting, moving, treating or organising, handling and observing of waste materials. 
Also, the excretory wastes eliminated by the patients should also be handled properly, as incorrect management 
of wastes inside the healthcare centre can lead to high risk situations that can lead to infections. It could also 
cause infection when containers break open inside garbage trucks. In order to follow a standard method of waste 
management you must know about the different types of the waste that are generated in the hospital.

UNIT 5.1: Bio Medical Waste Management

At the end of the unit, you will be able to:

• Segregation of Biomedical waste at source.

• Describe color coding and type of containers for disposal of Bio Medical Waste.

• Label for transport of Bio Medical Waste containers/bags.

Waste Category Type Of Waste Treatment And Disposal Option
Category – 1 Human waste – human tissues, organs, body 

parts
Incineration(Type 1) / deep 
burial(Type 2)

Category – 2 Animal waste – animal tissues, organs, body 
parts, carcasses, bleeding parts, fluid, blood 

Incineration Type 1 / deep burial 
(Type 2)

Category -3 Microbiology and biotechnology waste – wastes 
from laboratory cultures, stocks  or  specimen  
of live microorganisms or attenuated vaccines

Local autoclaving/ microwaving / 
incineration(Type 1)

Category -4 Waste Sharps – needles, syringes, scalpels, 
blades, glass 

Disinfecting (chemical treatment 
(Type 3)/ autoclaving / 
microwaving and mutilation / 
shredding (Type 4)

Category- 5 Discarded Medicine and Cytotoxic drugs Incineration@ / destruction and 
drugs disposal in secured landfills

Category -6 Soiled Waste – cotton, dressings, soiled plaster 
casts, lines, bedding and other materials 
contaminated with blood

Incineration@ / autoclaving / 
microwaving

Unit Objectives 
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Category -7 Solid Waste – tubing, catheters, intravenous sets 
and so on

Disinfecting by chemical 
treatment (Type3) / autoclaving 
/ microwaving and mutilation / 
shredding (Type 4)

Category -8 Liquid Waste – waste coming out from the 
laboratory and washing, cleaning, housekeeping 
and disinfecting activities

Disinfecting by chemical treatment 
(Type 3) and discharge into drains

Category -9 Incineration Ash – ash from incineration of any 
biomedical waste

Disposal in municipal landfill

Category -10 Chemical Waste – production of biologicals, 
chemicals used in disinfecting, as insecticides ad 
so on

Chemical treatment (Type 3) and 
discharge into drains for liquids 
and secured landfill for solids.

Colour Coding and Type Of Container Schedule II

Fig 5.1.2: Colour Coding and Type Of Container Schedule II

Color code Type of container Waste 
Category Treatment Options

Yellow Plastic bags 1,2,3 & 6 Incineration

Red Disibfected 
container/ plastic bag

3,6 & 7 Autoclaving/ Micro 
Waving/ chemical 
treatment

Blue/white 
transparent

plastic bag/ puncture 
proof container

4 & 7 Autoclaving/ 
Micro Waving/ 
chemical treatment, 
Destruction & 
Shredding

Black plastic bag 5,9 & 10 (solid) Disposal in secured 
land fills

Fig 5.1.1: Categories of Biomedical Waste Schedule – I

5.1.2 Segregation of Bio-medical waste 
Bio-Medical Waste should be carefully managed to prevent people especially heath care professionals who are 
frequently exposed to different kinds of waste as a part of their work.

7 Steps of bio-medical waste segregation 

Step 1: Collection and Proper labelling of bins

• Biomedical wastes are collected in various kinds of containers from different. Dust bins or waste containers 
should be located in such a way that total collection is achieved. Needles and other shaper objects must 
always be placed in puncture- proof containers.

• Waste bins and disposable bags should have the biohazard signs depicting the type of waste.
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• Schedule III (Rule 6) of Bio-medical Waste (Management and Handling) Rules, 1998 specifies the Label for 
Bio-Medical Waste Containers / Bags as:

Step 2: Storage

After collecting the bio-waste, it is imperative to store it properly and in a designated proper place. Typically, one 
should not store such waste for more than 8-10 hrs in large hospitals. In addition, every waste container should 
be properly labelled.

Fig 5.1.3: Biohazard Symbol

Fig 5.1.4: Cytotoxic hazard Symbol

Step 3: Transportation

The stored containers need to be transported to proper waste 
management facilities using trolleys or covered wheelbarrows.

Step 4: Personnel safety and its devices

The use of protective gears should be made mandatory for all the 
personnel handling waste.

Fig 5.1.5: Special Vehicle
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• Gloves: Should worn at all times when collecting, segregating, 
and transporting waste.

Fig 5.1.6: Gloves

• Aprons, gowns, suits or other apparels: Proper clothing should 
be worn to protect the body and clothes. 

Fig 5.1.7: Safety Suit

• Masks: Masks, goggles and face shields should be used to 
prevent inhalation of toxic fumes and other smells or bacterial 
agents.

Fig 5.1.8: Masks

• Boots: Boots/shoe-covers should be worn to prevent splashes or 
infected waste touching the feet/legs. 

Fig 5.1.9: Boots

Step 5: Cleaning and its devices

• Brooms: Proper brooms or sweeping rods should be used for 
handling and sweeping dry waste.

Fig 5.1.10: Brooms
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• Dustpans: Dustpans should be used to pick up waste instead 
of hands.

Fig 5.1.11: Dustpans

• Mops: Mops with long handles should be used to wipe 
spillage or any other liquid waste.

Fig 5.1.12: Mops

• Vacuum cleaners: Domestic vacuum cleaners or industrial 
vacuum cleaners should be used to clean carpeted areas.

Fig 5.1.13: Vacuum Cleaner

Step 6: Storage and Handling 

Dustbins: Clean dustbins and containers should be used for storage.

Handling devices

• Trolleys

• Wheel barrows

Fig 5.1.14: TrolleysFig 5.1.15: Wheelbarrows
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Step 7: Treatment: Technology options for ‘treatment’

The treatment of Bio-Medical Waste can be done using any of the following processes:

1. Chemical processes

2. Thermal processes

3. Mechanical processes

4. Irradiation processes

5. Biological processes

Chemical processes: Chemicals or disinfectants can be used to treat smaller quantities of waste, such as Sodium 
hypochlorite, dissolved chlorine dioxide, hydrogen peroxide and so on.

Thermal processes: Heat can be used to disinfect specific waste. Thermal processes involve Autoclave & 
Microwave: 

• Autoclaving, a low heat thermal process, uses steam for disinfecting. Autoclaves can be of gravity flow 
autoclave and vacuum autoclave.

• Microwaving involves disinfecting waste by moisture, heat and steam using microwave energy.

• Incinerator & Hydroclaving are examples of high heat systems. Hydroclaving uses steam treatment with 
fragmentation and drying. Incineration involves burning.

Mechanical processes: These processes are used to change the physical form or characteristics of the waste 
either to facilitate waste handling or to process the waste in conjunction with other treatment steps. The two 
primary mechanical processes are

• Compaction: Used to cut down waste volume

• Shredding: Used to treat plastic and paper waste and making them reusable. The waste has to be disinfected 
before putting in a shredder.

Irradiation processes: Uses ultraviolet or ionizing radiation on the waste within a closed environment. Typically 
need post shredding to make the waste unidentifiable.

Biological processes: Using biological enzymes to treat waste. 

Waste can be of the following categories:

• Infectious: Waste containing pathogens which can cause diseases. E.g. waste from surgery/autopsies of peo-
ple with infectious diseases, sharps or nails.

• Pathological: Waste such as tissues, body parts, foetus, blood and body fluids which are collected from 
wards, OTs, and drugs that have expired or contaminated.

• Radioactive: Waste such as solids, liquids and gaseous contaminated with radioactive material. E.g. used in 
diagnosis/treatment of diseases such as toxic goitre.

• Others: Waste from offices, kitchens and rooms , such as bed linen, utensils, and paper.



8786

Participant Handbook General Duty Assistant

5.1.3 Occupational Health Hazards
• The health hazards because of improper waste management can affect Occupational hazards.

• The occupants in institutions and spread in the vicinity of the institutions.

• People happened to be in contact with the institution like laundry workers, nurses, emergency medical 
personnel, and refuse workers.

• Risks of infections outside the hospital for waste handlers, scavengers and the general public.

• Risks associated with the hazardous chemicals like drugs, being handled by persons handling wastes at all 
levels.

• Injuries from sharps and exposure to harmful chemical waste and radioactive waste also cause health hazards 
to employees.

The public’s health can also be unfavorably affected by bio-medical waste.

Bio-medical waste is hazardous to animals and birds too!

What you can do?

Dos and Don’ts

Ensure that

Do not
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Tips 
• Types of Wastes

 » Infectious waste

 » Pathological waste 

 » Sharps

 » Chemicals

 » Pharmaceuticals

 » Genotoxic waste

 » Radioactive waste

 » Non-hazardous waste

• Colour Coding and Container Types

 » Yellow: Plastic bag

 » Red: Disinfected container/ plastic bag

 » Blue/ White Translucent: Plastic Bag/ puncture proof container

 » Black: Plastic bag

• Steps of Biomedical Segregation

 » Collection and Proper labelling of bins

 » Storage

 » Transportation

 » Personnel safety and its devices

 » Cleaning and its devices

 » Storage and Handling

 » Treatment
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Exercise 
1. Describe the different categories of BMW?

............................................................................................................................................................................

............................................................................................................................................................................

2. Anatomical waste consists of human and animal tissue, organs, and body parts. Which containers should this 
waste be disposed into?

a. Red containers

b. Sharps containers

c. Containers lined with yellow bags

d. Containers lined with black bags

3. Objects that may be capable of causing punctures or cuts, that may have been exposed to blood or body flu-
ids including scalpels, needles, glass ampoules, test tubes and slides, are considered Biomedical Waste. How 
should these objects be disposed?

a. Containers lined with black bags 

b. Containers lined with clear bags

c. Sharps containers 

d. Containers lined with yellow bags

4. Into which containers are sharps/needles to be disposed of?

a. Red pails 

b. Yellow hard-plastic sharps containers

c. Containers lined with yellow bags 

d. Boxes lined with black/dark green bags

5. What is the treatment option for category 1, 2, 3 and 6?

............................................................................................................................................................................

............................................................................................................................................................................

6. What is the treatment option for category 5?

............................................................................................................................................................................

............................................................................................................................................................................
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6. Emergency Medical 
Response
Unit 6.1 - Emergency Medical Response

HSS/ N 9606, HSS/N 5112
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At the end of the unit, you will be able to:

• Describe chain of survival.

• Demonstrate CPR.

• Rescue of a child.

• Demonstrate two rescuer forms of CPR.

Key Learning Outcomes 
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6.1.1 Basic Life Support

Learning basic responses to emergencies can 
help you deal with an emergency. You may help 
by trying to keep a person breathing, alleviate 
their pain or reduce the effects of an injury or 
unexpected illness until an ambulance comes. 

Basic life support or BLS is a kind of medical 
aid which is given to victims suffering from life-
threatening sicknesses or injuries until they can 
be shifted to a hospital for full medical care.

First aid includes simple steps of ABC – airway, 
cardiopulmonary resuscitation (CPR) and 
breathing. In any situation, the DRSABCD Action 
Plan should be implemented.

DRSABCD stands for:

• Danger: Always be careful about any danger 
to you, to the bystanders, if any, and then 
to the wounded or ill person. Ensure that 
you do not put yourself at risk while trying 
to help someone else. 

• Response: Try to find out if the person is 
conscious. See if they respond to your talk 
or touch.

• Send for help: Call an ambulance.

UNIT 6.1: Emergency Medical Response

At the end of the unit, you will be able to:

• Describe Chain of Survival.

• Demonstrate Cardio Pulmonary Resuscitation.

• Chain of Survival.

• Rescue of a child.

An emergency medical condition can be defined as a condition where acute symptoms of such severity manifest 
themselves that the absence of prompt medical attention could cause permanent impairing or endanger the life 
of the individual.

As a General Duty Assistant you must be well versed with the basic medical responses in case of emergency.

Fig.6.1.1: Basic life support chart

Unit Objectives 
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• Airway : Check if the injured or the ill person’s airway is clear and if the person is breathing. If the person 
is responsive and conscious and the airway is unobstructed, try to find out ways to help with the injury or 
illness. In case the person is unresponsive or unconscious, the airway needs to be inspected by opening the 
mouth and looking inside. If the mouth is unhampered, push the head back gently by lifting the chin and 
check the breathing. If the mouth is blocked, turn the person to one side and take out the contents of the 
mouth. After this, tilt the head back again and check for breathing signs.   

• Breathing: Check the breathing of the wounded or ill person by observing the chest movements of the person. 
Check for signs of breathing by placing your ear close to the person’s mouth or nose. Breathing can also be 
checked by placing your hand on the lower side of the chest. If the person is found to be breathing even 
though unconscious, turn the body to one side keeping the head, neck and the spine in one line. Continue to 
keep a check on the breathing till the ambulance arrives.

• CPR: This procedure is applied if an adult is unconscious and does not show any signs of breathing. Lay the 
person flat on the back and then keep the base of the palm of a hand at the middle of the chest and the   
other on top. Push down thirty times with smooth and firm movements, compressing to one third of the 
chest’s depth. After this give two breaths. This is done after tilting the head back gently by lifting the chin. 
Close the nostrils of the person with your fingers, put your open mouth firmly over the open mouth of the 
person and then blow air into the mouth. Repeat with 30 compressions and two breaths at the speed of 
about five repeats in two minutes until help arrives or the person responds.

• Defibrillator: For adults who are not conscious or breathing, an automated external defibrillator (AED) is 
used. An AED is a machine which gives an electrical shock to negate the effect of any irregular heart beat or 
arrhythmia. This is done to get the heart beat back to normal. AED should be applied by a trained person. 
If the afflicted person responds to this treatment, turn him or her to one side and tilt the head to keep the 
airway clear. 

1. Airway

Once the patient’s level of consciousness has been checked, 
inspect the airway. If the patient is conversing and alert the 
airway can be considered to be open. If the patient is not 
responding, he or she should be placed facing up to inspect the 
airway properly. If the patient is lying facing down, then roll the 
patient on the back carefully. If the patient is not responding and 
the airway is not clear, clear the airway. Tile the head, and lift 
the chin. 

Head-tilt/chin-lift technique

To perform the head-tilt/chin lift technique on an adult:

• Press down on the forehead while pulling up on the bony 
part of the chin with two to three fingers of the other hand.

• Tilt the head past a neutral position to open the airway while 
avoiding hyperextension of the neck.

2. Cardiopulmonary resuscitation

Cardiopulmonary resuscitation is provided to a patient when the 
heart and breathing of the patient has stopped due to a cardiac 
arrest. It circulates blood which contains oxygen to the essential 
organs of the body. Chest compressions, a ventilator and an AED are 
used for this purpose.

Fig.6.1.2: Airway

Fig.6.1.3: CAB
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• Compressions: Chest compressions are an important element of a CPR. To ensure good results and proper 
CPR, high quality chest compressions must be provided. Ensure that:

 » Patient is on a firm, flat surface to allow for adequate 
compression. In a non- healthcare setting this would 
typically be on the floor or ground, while in a healthcare 
setting this may be on a stretcher or bed.

 » » The chest is uncovered to facilitate proper hand placement 
and notice chest uncurl.

 » » Position the hands such that the heel of one hand is in the 
middle of the chest and the other hand on top. 

 » Arms are kept as straight as possible, while the shoulders are positioned directly over the hands to 
facilitate proper compressions. Elbows should be locked to keep the arms straight.

 » The rate of the compressions should be in the range of 100 per minute to 120 per minute, and the depth 
of the compressions should be at least 2 inches.

 » The chest must be given time to totally recoil before the next compression to enable the blood to flow 
back into the heart after the compression.

 » If a CPR has to be given to an adult patient, it involves 30 chest compressions followed by 2 ventilations.

• Ventilations: These provide oxygen to a person who does not appear to be breathing. They may be given 
through various methods such as:

Mouth-to-Mouth

• Using the head-tilt/chin-lift method.

• Close the nostrils using fingers and seal the person’s mouth with your mouth.

• Provide ventilations by blowing air into the person’s mouth. Ventilations should be provided at the rate 
of one at a time. Break the seal slightly between ventilations to take respite and then after taking a 
breath re-seal the mouth.

Pocket mask

Pocket masks are CPR breathing barriers which form a layer between your mouth and the person’s mouth. 
These barriers prevent you from coming in contact with the patient’s blood, vomitus and saliva. They also 
stop you from breathing in the air exhaled by the patient. The process of using a pocket mask involves:

• Collect the mask and the valve.

• Ensure the air passage is clear.

• Put the mask over the mouth and nose of the person. 

• Place the lower part of the mask below the mouth up to the chin. 

• Fix the mask firmly.

Fig.6.1.4: Compressions
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6.1.2 Rescue of Child 
Checking an injured or ill child/ infant 

Checking for an injured Steps 

• Check for responsiveness

• Check for breathing. 

 » Bend the head back and pull up the chin:

 » For a child: Shut the nose with your fingers, then seal the 
child’s mouth completely.

 » Infant: completely seal the infant’s mouth and nose.

 » Blow in air for about 1 second to ensure that the chest rises 
distinctly.

 » Give continuous rescue breaths.

• Do a fast scan for severe bleeding

Fig.6.1.5: Check for responsiveness

Fig.6.1.6: Check for Breathing

In case of conscious chocking – child cannot cough, speak or breathe

• Give 5 blows on the back: Give firm blows on the back keeping the palm of a hand in between the infant’s 
shoulder blades.

• Give 5 thrusts on the chest: Keep two or three fingers at the middle of the infant’s chest just beneath the 
nipple line and compress the breastbone approximately 1½ inches.

• Continue the care: Continue giving 5 back blows and 5 chest thrusts until the:

 » Object is thrown out of the mouth.

 » Infant is able to cough forcefully, cry or breathe.

 » Infant becomes unconscious.

Fig.6.1.7: Back blow Fig.6.1.8: Chests thrust
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 AED—Child and Infant Younger Than Age 8 

•  Turn on AED. Follow the voice and/or visual prompts.

•  Wipe Bare Chest Dry

Fig.6.1.9: Back blow

•  Attach Pads: If pads risk touching each other, use front-to-back pad placement.

Fig.6.1.10: Front to back pad placement

•  Plug In Connector, If Necessary

• Perform CPR:  After delivering the shock, or if no shock is 
advised:

 » Perform about 2 minutes (or 5 cycles) of CPR.

 » Continue to follow the prompts of the AED.

Fig.6.1.11: Plug in connector

6.1.3 Performing CPR for an Adult 
• Step 1: Check the scene for immediate danger: Check that you’re not putting yourself in harm’s manner by 

administering the CPR to somebody unconscious. Do whatever you think is necessary to move yourself and 
the other person to safety.

• Step 2: Assess the victim’s consciousness: Gently tap on his or her shoulder and ask them “if they are ok?” 
in a loud and clear voice. If he or she gives a positive response then the CPR is not needed. Instead, give basic 
first aid and take measures to treat shock, and assess whether or not does the victim needs emergency ser-
vices. If the victim does not respond, continue with the subsequent steps.
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• Step 4: Do Check for breathing: Check that the air passage is 
unblocked.

• Step 5: Position the victim on the back: Make sure the person 
is lying flat on the back.

• Step 3: No need to check for a pulse: Else you waste precious time.

• Step 6: Put the heel of one hand on the person’s breastbone, 
a pair of finger-widths on top of the meeting space of the lower 
ribs, precisely within the middle of the chest.

• Step 7: Put your second hand above the first one.

• Step 8: Place your body over your hands, in order to straight 
your arms. 
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• Step 9: Perform thirty chest compressions. 

• Step 10: Minimize pauses in chest compression.

• Step 11: Make sure the airway is open.

• Step 12: Give 2 rescue breaths (optional).

• Step 13: Repeat the cycle of thirty chest compressions.
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6.1.4 CPR Using AED 
• Step 1: Use an automated external defibrillator or AED. En-

sure that the area is clear of puddles or standing water.

• Step 2: Expose the person’s chest totally. In case of a lady, re-
move any necklaces or bras and also check for body piercings, 
or whether person may be using a pacemaker. 

• Step 3: Press analyse on the AED machine. 

• Step 4: Press analyse on the AED machine. If a shock is re-
quired for the patient, the machine can notify you. If you do 
shock the victim, ensure nobody is touching him/her. 

• Step 5: Do not remove the pads from the person and repeat 
CPR for another five cycles before using the AED again. 
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6.1.5 Choking Treatment 

• Step1: If the person is conscious but unable to breathe 
or speak: Using the heel of your hand give up to five blows 
between the shoulder blades.

Fig.6.1.12: Back Blow

Fig.6.1.13: Thrust

• Step2: If Person Is Still Choking, Do Thrusts:

 » In case the person is not pregnant or too overweight, do 
abdominal thrusts.

 » Stand at the back of the person and encircle the waist with 
your arms.

 » Position your closed fist just atop the person’s navel. Clasp 
your other hand over the closed fist.

 » Pull inward and upward at a quick pace as if attempting to 
lift the person up. 

 » Do a total of 5 abdominal thrusts.

 » In case the blockage still remains, carry on the cycles of 5 back blows and 5 abdominal thrusts till the time 
the object is forced out or the person begins to breathe or cough.

 » Pick the object out of the patient’s mouth only if it can be seen. Refrain from searching with your fingers.

Fig.6.1.14: High abdominal thrusts 

• Step3: If the person is obese or pregnant, do high abdominal 
thrusts:

 » Stand at the back of the person and encircle the person 
with your arms positioning your hands just below the 
breast bone.

 »  Pull inward and upward at a quick pace.

 » Continue until the object is forced out.
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6.1.6 Conversion Disorder

• Step 4: Give CPR, if Necessary

 » If the obstruction comes out, but the person is not 
breathing or if the person becomes unconscious:

 » For a child, start CPR for children.

 » For an adult, start CPR for adults.

• Step 5: Follow Up

 » When emergency medical  personnel  arrive,  they 
will take over and may do CPR or take the person to 
the hospital, if needed.

Fig.6.1.15: Obstruction comes out

Fig.6.1.16: Symptoms

Conversion disorder (CD) was a diagnostic term used earlier for some psychiatric conditions. It is also at times 
used for patients who show neurological symptoms. These symptoms include numbness, blindness, paralysis, 
or fits. All these symptoms cannot be related to a well-established organic cause, and can cause considerable 
distress.

Conversion disorder is shown by 
symptoms such as:

• Poor coordination or imbalance

• Unusual movements

• Paralysis or extreme weakness

• Difficulty in talking or swallowing

• Withholding urine

• Losing sense of touch

• Blindness or other visual disability  

• Deafness

• Seizures, convulsions or fits

• Psychological symptoms, such as 
stress or conflict.

Emergency measure in case on convulsive seizure:

• Stay calm.

• Remove objects like furniture 

• Note down the time at which the seizure begins.

• Stay at their side. If they do not faint but appear blank or dazed, gently take them away from any danger. Talk 
to them slowly and calmly.
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6.1.7 Needle Stick Injuries 
• These injuries are wounds caused by needles accidentally puncturing the skin and such injuries are hazardous 

for people who work in hospitals. 

• “Sharps” is a term used for needles, scalpels, lancets, razor blade, scissors, metal wire, retractors, clamps, 
pins, staples, cutters, and glass items. 

Emergency measures in case of needle stick injury  

• Step 1: Encourage the wound to bleed, ideally by holding it under running water

• Step 2: Wash the wound using running water and plenty of soap

• Cushion their head with something soft if they have collapsed to the ground.

• Don't hold them down.

• Don't put anything in their mouth.

• Check the time again. If a convulsive (shaking) seizure doesn't stop after 5 minutes, call nurse or doctor 
immediately.

• After the seizure has stopped, put them into the recovery position and check that their breathing is returning 
to normal. Gently check their mouth to see that nothing is blocking their airway such as food or false teeth. 
If their breathing sounds difficult after the seizure has stopped, call nurse or a doctor.

• Stay with them until they are fully recovered.

Call for emergency help under the following circumstances:

• The person is pregnant or  diabetic.

• The seizure happened in water.

• The seizure lasts longer than five minutes.

• The person does not regain consciousness after the seizure.

• The person stops breathing after the seizure.

• The person has a high fever.

• Another seizure begins before the person regains consciousness following a previous seizure.

• The person injures himself during the seizure.

• If, to your knowledge, this is the first seizure the person has ever had.

• Check for a medical identification card that identifies the patient as someone who is known to suffer from 
epilepsy.
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• Step 3: Don’t scrub the wound while  washing it

• Step 4: Dry the wound and cover it with a waterproof plaster 
or dressing

• Step 5: Seek medical attention immediately. The blood may 
need to be tested to find out if further treatment is required.

• Step 6: Find out if there is a possibility of HIV exposure. 
Precautions should be promptly taken to prevent sero- 
conversion.

• Step 7: Find out if there is a possibility of other exposures. 
The risk for transfer of hepatitis is much more than that of HIV 
(about 30% for Hepatitis B and about 10% for Hepatitis C)
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Exercise 

Tips 

1. Describe DRSABCD Action Plan?

............................................................................................................................................................................

............................................................................................................................................................................

2. Describe in detail CPR?

............................................................................................................................................................................

............................................................................................................................................................................

• Cardiopulmonary Resuscitation (CPR) is a technique that saves lives CPR includes chest compressions as well 
as mouth-to-mouth resuscitation

• While performing CPR: 

 » Ensure scene safety.

 » Check for response.

 » Shout for nearby help/activate the resuscitation team; can activate the resuscitation team at this time 
or after checking breathing and pulse.

 » You must be extra careful when you perform CPR on babies and infants.

 » Check for no breathing or only gasping and check pulse (ideally simultaneously).

 » Immediately begin CPR, and use the AED/defibrillator when available. CPR consists of cycles of 30 chest 
compressions and two breaths.

 » If the baby is not breathing, perform gentle compressions using maximum three fingers.

 » Always wear gloves to avoid any direct contact with the patient’s potentially infected body fluids.

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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7. Body Mechanics

Unit 7.1 - Body Mechanics

HSS/N5101, HSS/N 5106, 
HSS/N 5111
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At the end of the unit, you will be able to:

• Learn the kinetics of joints and movements.

• Learn mechanisms that affect movements in human body.

• Understand general principles of movements.

• Understand the process and precaution to be taken care of while transferring the patient.

Key Learning Outcomes 
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UNIT 7.1: Body Mechanics

At the end of the unit, you will be able to:

• Understand the rules and importance of body mechanics.

• Move patient safely.

7.1.1 Body Mechanics
Patient Care requires the GDA’s to bend their backs, flex their arms and legs and strain their body while handling 
the patients.  GDA’s are, hence, at a risk of straining themselves physically and developing spinal injuries. They 
can prevent these problems from occurring by practicing body movements known as body mechanics. This is a 
term used for the efforts made by our body in coordination with the muscles, bones and nervous system.

Rules

The rules that should be followed when transferring/moving patients:

• The base of your back should always be kept in its normal position.

• Move as near to the patient’s bed as possible.

• Do not twist your body. 

• Set the feet to provide a comfortable and firm wide support when lifting.

• The abdominal muscles should be contracted.

• Keep your head upright and shoulders straight.

• Push up from the knees.

Importance

Body mechanics are important as they protect the GDAs from the following:

• Musculoskeletal strain

• Injuries to self

• Injury to patients

• Tiredness

The various principles for body mechanics are:

Stable Center of Gravity

• Keep a steady centre of gravity to ensure even distribution of weight 

• The centre of gravity should be low.

• Greater balance is met with a low centre of gravity.

• Flex your knees and keep your body straight rather than bending.

Unit Objectives 
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Wide Base of Support

• Maintain a wide base of support

• Having a wide base of support gives your body more stability.

• Spread your feet apart to a reasonable distance.

• Flex your knees to position the centre of gravity closer to the base.

Proper Body Alignment

• Body alignment refers to the way the joints, tendons, ligaments and muscles are arranged when initiating a 
position.

• A line of gravity passing through your base of support maintains your balance.

• Balance in upper and lower body parts would reduce risks of having back injury.

• When you’re stronger muscle (groups) are involved, greater amount of work can be safely done.

• Keep the back upright.

7.1.2 Moving Patient
To properly move patients using proper body 
mechanics, perform the following:

Pushing

• Be close to the patient.

• Position one foot in front of the other.

• Position the hands on the patient, bend your 
elbows and lean to the patient.

• Position the weight from your flexor to the 
extensor portions of your legs.

• Apply  pressure  with  the  use  of  your  leg 
muscles.

• To prevent fatigue, keep using alternate rest

Pulling

• Stay close to the patient being pulled.

• Place one foot in front of the other.

• Hold the patient, flex elbows and lean your body away from the patient.

• Shift your weight away from the patient.

• Avoid any unnecessary movements.

• • To prevent fatigue, provide alternate rest periods.

Fig.7.1.1: Moving Patient
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Lifting and Carrying

• Be on a squat position facing the subject.

• Hold the subject and tighten your centre of gravity.

• Use your dominant leg muscles when lifting.

• Hold the subject at waist height and close to the centre of gravity.

• Keep your back erect.

Fig.7.1.2: Lifting Objects

Tips 
• Never lift more than you can comfortably handle.

• Create a base of support by standing with your feet 8–12” (shoulder width) apart with one foot a half-step 
ahead of the other.

• DO NOT let your back do the heavy work—USE YOUR LEGS. (The back muscles are not your strongest 
muscles.)

• If the bed is low, put one foot on a footstool. This relieves pressure on your lower back.

• Consider using a support belt for your back.

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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8. Positioning/
Transferring/Mobility of 
Patients
Unit 8.1 - Positioning/ Transferring/ Mobility of Patients

HSS/N 5101, HSS/N 5102, 
HSS/N 5103, HSS/N 5104, 
HSS/N 5105, HSS/N 5106
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At the end of the unit, you will be able to:

• Describe importance of positioning for a patient in treatment and recovery.

• Introduction to various types of position.

• Learn various kinds of means available for transferring patients.

• Describe care to be taken while transferring patient.

• Understand usage of Wheel chair, stretcher, shifting of patient from bed to stretcher, stretcher to Operation 
Theatre table Etc., and in special situations.

•  Understand the importance of physical moments for well being.

• Describe usage of modes used for mobility and their maintenance.

• Describe care while patient is walking or using assisted devices.

Key Learning Outcomes 
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8.1.1 Overview

UNIT 8.1: Positioning/Transferring/Mobility of Patients

At the end of the unit, you will be able to:

• Describe importance of positioning for a patient in treatment and recovery

• Introduction to various types of position

• Learn various kinds of means available for transferring patients

• Describe care to be taken while transferring patient

• Understand usage of Wheel chair, stretcher, shifting of patient from bed to stretcher, stretcher to 
Operation Theatre table Etc., and in special situations

•  Understand importance of physical moments for well being.

• Describe usage of modes used for mobility and their maintenance

All patients who arrive at the hospital may not be in a position to walk. Such patients need to be transported, 
right from the ambulance to the hospital ward, from the stretcher to the bed, from wheel chair to bed and   
vice versa in each case. While transporting patients, you must exercise extreme care. Remember the patient is 
unwell. You must keep the comfort of the patient foremost in your mind and adopt the correct procedure while 
transportation.

Transporting patients from ambulance to hospital ward

When a patient is admitted into the hospital, you need to assist the patient while moving from one point to 
another right from the time of entry.

8.1.2 Arrangements for Patient Transfer from the Ambulance
You must follow the following steps for easy and convenient transfer of the patient to the hospital wards.

• Learn from the nurse in charge, the method of transfer before the ambulance arrives. Get the necessary 
vehicle - wheel chair, stretcher or bed - ready.

• Confirm which unit or ward the patient has to be transferred to. Check if it is ready.

• Check if any equipment such as medication, oxygen supply has to be transferred with the patient.

• Ensure that at least two other General Duty Assistants are ready to assist you, if the transfer needs to be done 
on a stretcher.

• Once the ambulance arrives, coordinate with the ambulance team and gather all the equipment needed for 
the transfer.

• Arrange for a stretcher or a wheelchair based on the condition of the patient.

• Carry all the medical charts and reports along with the patient into the ward and hand them over to the 
nurse.

Unit Objectives 
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8.1.2.1 Transferring Patient Using a Stretcher 
The stretcher is used for patients who are often too sick to transfer 
themselves in and out of the ambulance to the ward bed.

The patient in the ambulance is transferred in a lying down position 
on the ambulance stretcher bed. The steps involved in the transfer 
of a patient using a stretcher are as follows:

• Step 1: Adjust the height of the stretcher to your waist level, so 
that you are not bending while transferring the patient.

• Step 2: Align the stretcher with the ambulance bed. With the 
help of the ambulance team and General Duty Assistants, move 
the patient to the side of the bed by rolling him or her towards 
you.

• Step 3: Support the patient at the shoulders and buttocks area, to transfer from the ambulance bed to a 
stretcher.

• Step 4: Transfer the patient on the stretcher that has wheels and carefully guide the stretcher towards the 
appointed ward.

• Step 5: Ensure that the attachments to the ambulance bed are also smoothly transferred along with the 
patient.

• Step 6: Hand over the belongings and the patient medical charts, if any, to the nurse once you enter the 
ward.

Stretcher and its parts

The stretcher is a critical component of the hospital system. It is 
a medical equipment used to carry patients who have difficulty in 
movement from one place to another. It also serves as a hospital 
bed that can be moved from one ward to another. A stretcher is 
generally handled by two persons, one at the head end and the other 
at the feet end. The patient is transferred to the stretcher and then 
is lifted or wheeled away. Stretchers have to be utilized if a person 
is incapable of walking or if wheelchairs or similar devices cannot 
be used. Most modern stretchers have straps for the safety of the 
patients.

 The different parts of a stretcher are:

1. Stretcher bed: The stretcher bed is a flat area with a thin mattress on which the patient is placed.

2. Handle bars: The handle bar is located on one side of the stretcher and is used by the assistant to hold and 
push the stretcher.

3. Side rails: The side rails of the stretcher prevent the patient from falling off the side and ensure the safety of 
the patient.

4. Wheels: The stretchers are provided with wheels with rubber covering for smooth movement.

5. Wheel locks: Wheel locks prevent the movement of the stretcher while the patient is transferred.

Fig.8.1.1: Transferring Patient Using a Stretcher

Fig.8.1.2: Stretcher and its parts
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6. Attachments: The stretcher also has provisions for attachment of medication drips and carrying the support 
systems needed by the patient.

The components of the stretcher vary from place to place. As a GDA you should be aware of the form and 
function of the stretcher that you will be using in your hospital.

8.1.2.2 Transferring Patient Using a Wheelchair 
If the patient is able to move on his or her own, then you can use a wheelchair for transferring the patient into 
the ward. Before the ambulance arrives, keep the wheelchair ready for use. The steps involved in the transfer of 
a patient using a wheelchair are as follows

• Step 1: With the help of the ambulance team, align the wheelchair with the ambulance bed. 

• Step 2: Assist the patient in stepping out of the ambulance.

• Step 3: Carefully transfer the patient to the wheelchair. Ensure that the patient is comfortably seated in the 
wheelchair.

• Step 4: Collect the belongings of the patient and place them on the patient.

• Step 5: In case the patient has been attached with a medication drip, ensure that the drip is also moved with 
the patient during the transfer.

• Step 6: While transferring the patient on the wheelchair, lock the wheels of the chair.

• Step 7: Transfer the patient smoothly without any jerks while moving the wheelchair. Do not rush the patient 
into the ward.

Transferring a patient from the ambulance to the ward is a team effort. You should be ready with a plan of 
transfer for each patient. You should be prepared to plan and coordinate for the smooth transfer of the patient 
from the ambulance to the ward.

Parts of a Wheelchair

Patients who are too weak to walk on their own, use a wheelchair. The different components of the wheelchair 
are designed to facilitate easy and comfortable movement of the patients. The components of the wheelchair 
are:

Fig.8.1.3: Wheelchair and its parts
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Seat: It is made of metal or vinyl plastic. It is the basic component on which the patient rests during movement 
from one point to another. Foot rest - The patient can rest his legs on the foot rest. It is a small platform-like 
component which is attached to the seat of the wheelchair.

Arm rests: The seat is attached with two arm rests which the patient can hold for support. Sometimes the arm 
rest is covered with padding so that the patient can rest his/her arms on it.

Wheels: The wheels enable the wheelchair to move. There are two pairs of wheels. The front wheels are small 
in size and are located under the foot rest. The rear wheels are large wheels that are attached to the seat at the 
back.

Metal skirts: The metal skirts are present on the rear wheels and are used by the patient for changing the 
direction of movement. In addition to these core components, there are other components such as:

• Wheel locks to prevent movement of the wheelchair, especially while transferring the patient into the 
wheelchair.

• Brakes to control and bring the motion to a stop.

• Push bars are present on the back rest of the seat, used to move the wheel chair. An assistant must hold 
the push bars and push the wheelchair forward to make it move. An assistant can also pull the push bars 
backward in order to make the wheelchair go backwards.

If the patient cannot use at least one leg, you will need to use a lift to transfer the patient.

• Step 1: Keep the bed at the minimum level.

• Step 2: Place the wheelchair adjacent to the bed so that the 
patient’s healthy side is facing towards the bed. 

• Step 3: Lock the brakes of the wheelchair and take out the feet 
from the foot rests.

• Step 4: Swivel the foot rests or take them away from the 
wheelchair.

• Step 5: Explain the procedure which was used to lift and swivel 
the patient into the wheelchair. For example, at the count of 3, I 
am going to assist you to get up, turn to your strong side and get 
in the wheelchair. In the above image the patient can be seen 
using the right side to get into a wheelchair.

Fig.8.1.4: Moving patient to wheelchair

• Step 6: Move the patient’s such that the feet come in firm contact with the floor.

• Step 7: If required, help can be provided to block the person's knees for added support to bear the weight 

• Step 8: Balance the patient’s feet with your feet to avoid slipping.

• Step 9: With the help of your leg muscles, get up and lift the patient upwards in a gradual steady motion.

• Step 10: Place the patient on the bed

• Step 11: Help in lifting the person’s legs onto the bed.

• Step 12: Ensure that the patient is comfortable.
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Fig.8.1.7: Lateral recumbent 

8.1.3 Patient Position
Bed rest, ordered by the medical officer, is also a very essential part of the patient’s treatment. 

In case the patient is incapable of moving, he must be shifted and repositioned after every two hours at the 
minimum. This should be done both day and night. If the patient is capable of moving himself, he or she must be 
encouraged to do so with precautions. A GDA then requires to check if the patient’s posture is good.

Several postures should be taken by the patient for relief, support, and proper posture. If a patient hesitates to 
change a body position due to a sore condition he or she should be warned that not changing the position might 
cause deformation of a body part.

Prone position: The constant resting position of the head and knees help in limited movement of hip and knee 
joint. In the prone position, place the patient flat on the abdomen with legs outstretched. The feet should be over 
the side of the mattress with the toes pointing.

Supine Position: In the supine position, place the patient face up, with the hands at the back of the head/neck.

Fig.8.1.6: Supine Position

Lateral recumbent: In the lateral recumbent position, place the patient on their left side and put their right thigh 
and knee pulled up.

Fowler’s position: In half-Fowler's position the patient is in bed, supine position, and the head of the bed is 
drawn up to about 30 to 45 degrees. In full-Fowler's position the patient is in the same position but the head side 
of the bed is drawn up to 90 degrees.



121120

Participant Handbook

Fig.8.1.8: Fowler’s position

Dorsal Recumbent: Patient laying on back with knees bent and feet flat on the examination table.

Fig.8.1.9: Dorsal Recumbent

Lithotomy: Patient laying on back with knees bent, thighs apart, and feet in stirrups

Fig.8.1.10: Lithotomy
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Sims' (aka Left Lateral Position): Patient lying on left side with left arm behind back, right hip and knee flexed.

Fig.8.1.11: Sims’

Trendelenburg: Patient lies supine at angle with head lower than trunk, knees bent

Fig.8.1.12: Trendelenburg

8.1.4 Transferring Patient from Stretcher to the Bed 
A patient is often carried into the ward on a stretcher. The patient needs to be carefully and safely transferred 
from the stretcher onto the bed. This process is very important because while transferring, the patient should not 
suffer any injury or pain. Also, the medical condition of the patient must also be kept in mind while doing it. There 
are certain steps you must follow to safely transfer the patient from the stretcher to the bed:

• Step 1: Before transferring a patient from the stretcher to the bed, report to the nurse about the transfer of 
the patient into the ward.

• Step 2: Ensure that there are at least two other General Duty Assistants to help you when the patient is 
transferred to the bed.

• Step 3: Place the stretcher close to the side of the bed. Ensure that both the bed and the stretcher are 
stabilized or locked before moving the patient. You can use the lock of the stretcher and the hospital bed in 
order to prevent the stretcher or bed from moving.

• Step 4: Lower any side rails present.

• Step 5: Roll the patient gently to a side and place a sheet on the stretcher. Roll back the patient onto the 
sheet.
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8.1.5 Transferring the Patient from a Bed to the Stretcher 

• Step 3: Lower side rails, if present.

• Step 4: Roll the patient gently to a side and place a sheet on the bed. Roll back the patient on the sheet.

• Step 5: Get on to the patient’s bed and hold the sheet from one side. Ask the other assistants to hold the 
sheet from the sides.

• Step 6: Gently lift the patient with the sheet and shift the patient onto the stretcher. Get down from the bed.

• Step 7: Place the patient comfortably on the stretcher.

• Step 8: Move the equipment attached to the patient along with the patient.

• Step 9: Remove the wheel locks of the stretcher and move the stretcher gently.

• Step 10: Place the medical records along with the patient while moving the stretcher.

During the stay in the hospital a patient may have to be moved from 
one ward to the other for various procedures. For example, before 
you transfer the patient, you must plan the procedure by collecting 
information about the patient’s medical history and condition from 
the nurse. The steps involved are:

• Step 1: Ensure that there are at least two other General Duty 
Assistants to help you when the patient is transferred from the 
bed to the stretcher.

• Step 2: Place the stretcher close to the side of the bed. As the 
assistant in charge, ensure that both the bed and the stretchers 
are stabilized or locked before moving the patient.

Fig.8.1.13: Transferring Patient Bed to Stretcher

8.1.6 Ambulation/Movement
• Before assisting patients out of bed and helping them walk, it is important to determine the level of assistance 

each patient requires. This varies with each patient’s health status and the length of time the patient has 
been inactive.

• For patients who are ill or recovering from surgery, provide a simple “assist.” It can involve just walking 
alongside the patient or using a gait belt for additional stability. Patients who need more than that, offer an 
assistive device such as a cane, a walker, or crutches, etc.

• Patients who have been immobile or on bed rest often experience vertigo and orthostatic hypotension the 
first few times they sit up in bed or try to stand. Therefore, it is often beneficial to break the ambulatory 
process into stages to ensure safety.

• Step 6: Ask the other assistants to hold the sheet from the remaining sides. 

• Step 7: Gently lift the patient with the sheet and shift the patient onto the bed.

• Step 8: Place the patient comfortably on the bed. Raise the side rails to prevent the patient from falling off 
the bed.
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Fig.8.1.14: Moving a patients 

8.1.6.1 Equipment Used for Ambulation
Gait Belt: With a gait belt used for transferring a patient, grasp the 
belt with both hands. Ensure you walk slowly and make the patient 
to set the pace of the walk. Ideally, one of your hands should hold 
the back of the belt and the other hand should be placed below the 
front side of the belt. It is best to be on the patient’s weaker side and 
keep asking the patient to use the strong arm and take support from 
a handrail, if possible.

Fig.8.1.15: Using Gail Belt

• Begin the process by making the patient sit up in bed for a few minutes and if they feel fine then ask them to 
hang their legs at the side of the bed. If they are still feeling fine then ask them to stand while giving support 
and then the next step is ambulation.

• If a patient becomes weak or dizzy during ambulation and begins to fall, it is important to protect both 
yourself and them from injury. Instead of trying to hold the patient up or catch them, help ease her gently 
to the floor.

Walkers: Used for patients who have difficulty in walking and need support. 
The ideal height of the walker should be such that the patient is standing 
straight, elbows slightly bent. If using a walker without wheels, then ensure 
that the patient's feet are not moving.

Fig.8.1.16: Walker
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Canes: These are used by patients who have weakness and need slight 
support for walking. Canes should always be used on the patient’s 
stronger side to ensure correct balance of the weight between the cane 
and the patient’s weaker side. The ideal height of the cane should be 
such that the patient’s elbow is slightly flexed when walking. Three-point 
and four-point canes provide more support than single tip. 

Fig.8.1.17: Canes

Brace: This is used for the patient who needs specific support for a 
weakened muscle or joint. Before the patient uses a brace, check for 
loose screws or bolts and report to the supervisor/nurse. 

Fig.8.1.18: Brace

8.1.7 Role of a General Duty Assistant While Transporting Patient
• When you use a stretcher, you must understand the condition of the patient before planning the process of 

transfer.

• Ask the nurse of the patient about the need for transfer of the patient. Learn about the condition of the 
patient to plan a safe technique of transfer.

• In many cases, some parts of the patient’s body may be broken, hurt or very weak. You should know about 
those areas and ensure that those areas are not affected when the transfer is carried out.

• The patient might be provided with medication and support for breathing. In such cases the support 
equipment must also be carefully moved along with the patient.

• Experienced staff should accompany the patient during the transfer and appropriate documentation and 
equipment should be available.

• The receiving ward should also be prepared for the patient. Ensure that you organize the facilities that are 
required for the transfer.
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8.1.8 Transferring Patient from Bed to Wheelchair 
There are many ways of transferring the patient to the wheelchair from the bed. But you have to use the safe and 
most comfortable way for the patient. Before you start the procedure, collect information about the patient’s 
condition from the nurse.

• Step 1: Ensure that patient is comfortably seated on the bed. Roll the patient to one side and place a belt 
around the patient.

• Step 2: Hold the patient from the waist and move the patient close to your body.

• Step 3: Now get into a standing position with the patient and gently move the patient close to you

• Step 4: Place the patient on the edge of the seat on the wheelchair and rock the patient into the chair. 
Ensure that wheels are locked to prevent movement of the wheelchair.

• Step 5: Instruct the patient to use the arm rests for support.

• Step 6: Place the feet of the patient on the footrest of the wheelchair.

• Step 7: Remove the wheel locks of the wheelchair and move the wheelchair gently to the ward that the 
patient has to be moved into.

• Step 8: Place the medical records on the patient while moving the wheelchair.

General Precautions to be Taken While Transferring a Patient

Some patients walk into the hospital by themselves, while others are brought in an ambulance. This depends on 
the medical condition of the patients. As a General Duty Assistant, you must be prepared for facilitating these 
movements of the patient by consistently coordinating with the workforce in the hospital. There are few steps 
you must keep in mind while transporting the patient:

• While shifting a patient from the ambulance to the ward, you must understand the condition of the patient 
and coordinate the process of transfer with other General Duty Assistants.

• You should collect all details of the patient from the nurse before planning the transfer.

• The transport procedures involve the use of varied equipment such as wheelchairs and stretchers.

• You should be aware of the usage of these equipment and take necessary precautions while handling them.

• You should take certain precautions with respect to the physical condition of the patient and also take some 
protective measures to prevent any undue physical strain on yourself.

8.1.9 Safety Measures in Handling Equipment
The basic equipments used in the transport of the patient are the stretcher and the wheelchair. While using these 
equipments, you must keep a few points in mind:

• While using a stretcher or a wheelchair ensure that the wheels of the equipment are locked. This will prevent 
any inappropriate movement while the patient is being transferred.

• If the stretcher is provided with side rails, ensure that side rails are lowered before the transfer and raised 
back into the place once the transfer is done.

• Ensure that the stretcher bed is rigid enough to support the patients, especially in case of patients with a 
weak back.
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8.1.10 Fall Prevention
Patient falls are serious problems in hospitals and are used as a standard measure of quality. Unfamiliar 
environment, severe illness, surgery, bed rest, medicines, treatments and the placement of various tubes/
catheters may result in falls in hospitals.

Falls are shocking for patients, family members, and care givers. A fall may result in a fear of falling again that can 
lead to a downward spiral of reduced mobility, loss of function and further risk for falls. 

The linkage from nursing assessment of fall risk, to risk communication of care team members, to tailored 
interventions to prevent falls is yet to be established. The goal of the Fall TIPS research study is to establish this 
link.

Preliminary findings from patient interviews completed for the Fall TIPS research study suggest that many patient 
falls in hospitals can be prevented if patients wait for help to get out of bed.

• While moving the stretcher or the wheelchair take care while you move the patient on uneven ground. Do 
not rush the movement.

• Do not stop or start moving the wheelchair or the stretcher with a jerk. Initiate or stop the movement 
smoothly.

• The medication equipment such as the drip or the breathing support system attached to the patient should 
be stabilized with the stretcher or the wheelchair.

Safety Measures While Handling the Patient

• The most important precaution that you need to take while handling the patient is getting all the information 
about the condition of the patient.

• You must understand the painful areas of the patient and be sensitive to the movements of those areas while 
transferring the patient.

• When you use a blanket for lifting the patient, lift the patient gently with the help of other assistants, holding 
the blanket gently.

• Do not hold and lift the patients by their armpits whereas lift them from a wheelchair. Always use a belt that 
can be used to hold the patient in position.

• You should also avoid undue strain on yourself when you lift the patient. Do not take the burden of the 
patient’s weight onto you’re back.

• Always use the powerful muscle of your legs, thighs and the arms in lifting and moving the patients.

• In order to avoid undue strain on your back while using the transfer equipment, adjust the height of the 
equipment to the level of your waist.

• Hold the patient as closely as possible to your body. Do not let the patient slip or roll away. Always slide the 
patient gently into the wheelchair or the stretcher.
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Skills Practical: Role Play 
Transporting Patient

1. In groups of four prepare a role play around transporting the patient using a wheelchair and stretcher.

Tips 
• Mobility of patient is done through:

 » Ambulance

 » Stretcher

 » Wheelchair

 » Stretcher to the Bed

 » Bed to Stretchers

• Aquire all the important information regarding the patients condition before transferring them. 

• Be sensitive to the movements of the painful areas of patient while transferring.

• Do not hold and lift patients by their armpits while lifting them from a wheelchair.

• Avoid undue restrain on your back while using the transfer equipment.

• Hold the patient closely to your body and do not let the patient slip or roll away.
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Exercise 
1. List the arrangements that you should make before transferring the patient.

............................................................................................................................................................................

............................................................................................................................................................................

2.  What is a stretcher? List its parts.

............................................................................................................................................................................

............................................................................................................................................................................

3. List the parts of a wheelchair.

............................................................................................................................................................................

............................................................................................................................................................................

4. Write the steps to transfer patient between wheelchair and bed.

............................................................................................................................................................................

............................................................................................................................................................................

5. List the precautions you must take while transporting patients.

............................................................................................................................................................................

............................................................................................................................................................................

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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9. Consent, 
Documentation & 
Records

Unit 9.1 - Consent and Reporting

HSS/N5114, HSS/N 5115,
HSS/N 9605
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At the end of the unit, you will be able to:

1. Understand guidelines for documentation.

2. Learn various types of records of importance for Patient Care Assistant.

3. Understand the use and importance of records and consent taking.

4. Understand abbreviations and symbols.

5. Enter, transcribe, record, store, or maintain information in written or electronic/magnetic form.

Key Learning Outcomes 
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UNIT 9.1: Consent and Reporting

At the end of the unit, you will be able to: 
• Explain importance of observing and reporting the conditions of the patient as well as taking consent while 

assisting the patient
• Explain the importance of verbal information to the doctor in charge
• Explain the importance and guidelines for documentation of different observations and informed consent of 

the patient.
• Understand uses and importance of various records in healthcare set up & how to obtain information from 

them at the time of follow up or during research activities

9.1.1 Consent
It is a principle that an individual must give permission before receiving any kind of medical care or check-up. 
This should done as per an initial explanation by a clinician. Consent is needed from a patient’s side irrespective 
of the type of treatment required. Medical ethics and the international human rights law include the principle 
of consent as its vital component.

The consent can be provided in two ways. They are:

1. In a verbal manner: for example, by telling that they are fine with having an X-ray done.

2. In a written form: for example, by filling and signing a consent form for a surgical procedure.

A consent can be considered to be credible if it is voluntary and informed, and the person who is consenting 
should have decision making capacity. These can be further explained as follows:

• Voluntary: The person who requires treatment should give the consent on his own free will without any 
pressure or influence by the medical personnel, friends or family.  

• Informed: The medical staff should provide all essential information to the person which includes the 
advantages and risks involved, alternative treatments and the outcome of avoiding the prescribed treatment.

• Capacity:  The person should have the capacity to assimilate all the provided information and analyse it to 
take a well informed decision.

 The healthcare personnel who are treating the patient directly should get the required consent. For example, the 
nurse organizing a blood test for diabetes or a surgeon preparing for an operation.

 If a patient has been advised to get a major surgery done, then his or her consent should be taken well in 
advance. This will give the patient sufficient time to think about all the provided information related to the 
surgery, put queries and take back the consent, if desired. 

Adults can give consent on their own but in the case of a child, parents need to do the needful. 

Unit Objectives 
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9.1.2 Reporting and Documentation
Clear and accurate documentation is important as it provides a summary of the assessment, on-going care and 
education of the person with diabetes. It provides a method of communicating details about the care with other 
professionals as well as being a potential form of evidence if there is a legal case.

Documentation refers to all forms of documentation that has been recorded in a professional capacity. Precise 
documentation and record keeping are a basic part of clinical practice as they show a clinician’s accountability as 
well as provide a record of their professional practice.

Effective documentation should be:

• Clear, concise and accurate.

• Contemporaneous with the events recorded in chronological order.

• Complete

• Comprehensive

• Collaborative and person-centred.

• Confidential

Documentation can be made up of:

• Written and electronic health records including email and faxes.

• Audio and video tapes.

• Images such as photographs and diagrams.

• Observation charts and checklists.

• Incident reports.

• Clinical anecdotal notes or personal reflections. 

When consent is not necessary

There are a few exceptions when treatment can be carried out 
without consent. For example, it consent can be avoided if:

Treatment is needed in an emergency, and the person is unable to 
give consent because they lack the capacity to do so.

A person with a severe mental health condition such as 
schizophrenia, bipolar disorder , multi-personality disorder or 
dementia lacks the capacity to consent to the treatment of their 
mental. However, in these cases, treatment for unrelated physical 
conditions still requires consent, which the patient may be able to 
provide, despite their mental illness.

Fig.9.1.1: Consent
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Documentation should be able to demonstrate:

• A full report of the clinical assessment, the care provided and future care planning information related to the 
person’s condition and any interventions/actions taken to achieve health outcomes.

• Proof that the clinicians have done their duty of giving care and have taken appropriate actions to render the 
topmost standard of care.

• A record of all communications with relevant health professionals.

Fig.9.1.2: Sample patient Consent Form

INDIAN JOURNAL OF MEDICAL RESEARCH 

PATIENT CONSENT FORM 

(For Clinical Images) 

Manuscript Ref. No.:

Patient’s Registration number:

Title of manuscript:  

Name of authors (Only two): 

Corresponding author:
(With E mail) 
---------------------------------------------------------------------------------------------------------------------
To be signed by the patient

I hereby give my consent for image(s) and clinical information related to me to be reported in the 
Indian Journal of Medical Research (both in print and electric edition). 

I understand that my name and identity will be concealed. 

Once signed, I cannot revoke my consent. 

Name of patient:

Date of Birth (DD/MM/YY):

Signature of patient (or signature of the person giving consent on behalf of the patient):

Relationship to the patient in case of other person signing the consent:

Address:

Date:
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9.1.3 Medical Record Documentation
Medical records are to be accurate, well documented and kept safely as these are also used as legal documentation 
for the patient.

Medical records:

• Tells the Healthcare team about a patient; the care and treatment rendered to him.

•  Gives details about the patient.

• Helps staff in making good decisions related to the patient.

• Helps in analysing whether the care being provided is benefitting the patient or not.

Method of doing the documentation

Documentation of records must be, complete, accurate, regular and timed, and legal.

All the details of everything done and observed by you should be recorded. This includes the care and treatment 
given to the patient and all observations related to the patient, especially if they are abnormal. If the care is not 
documented, it was not given. So, if you have performed all the allocated duties, take out the time to document 
them. If you are proving a bath to your patient and the patient complained of a headache during the bath, you 
must record both the bath given and the patient’s complaint. The nurse should be told about the headache as 
early as possible. All abnormal observations should be immediately reported to the supervisor/nurse. In addition, 
it should be put down in the patient’s medical record by the nurse.

Nurses generally document the following:

• Baths provided

• Oral care given

• Foot care given

• Hair/nail care given

• Urinary catheter care 

• Turning and positioning done

• Food intake 

• Fluid intake 

• Level of awareness 

Tips 
• All the observations which are not considered normal are to be documented and reported to the nurse right 

away.

• Observations must be recorded in a timely manner.

• Do not use pencil or ink that can be erased.

• Keep all medical records in a safe and secure place. 

• Medical records are confidential.  Do not tell anyone unless they are taking care of the patient.

• Do  not use any abbreviation unless they are accepted for use by hospital or nursing home.
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10. Observing and 
Reporting

Unit 10.1 - Observing and Reporting

HSS/ N 5110
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At the end of the unit, you will be able to:

• Understand the importance of observing and reporting to authority for said or unsaid findings, if any.

• Understanding the importance of verbally informing the person in authority.

Key Learning Outcomes 
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10.1.1 Observing and Reporting
As a minimum the following information should be documented at an initial appointment:

• Date and time of occurrence of service.

• Relevant history of the illness.

• Relevant physical examination, assessment findings and diagnosis.

• Treatment options and treatment given e.g. clinical observations results of treatment, and

• Medication prescribed

• Diagnostic and therapeutic orders/plan.

• Signature, surname and initials, and designation of the clinician.

Some aspects of the initial assessment can be documented using case notes (see the examples below).

Note: If an assessment form is used it is still a requirement to make an entry in the case notes. The education 
delivered and the plan should be documented in the case notes.

Initial consult – case note entry

Diabetes education assessment note

• Referral source and reason.

• Preferred name and age.

• Type of diabetes.

• Date of diagnosis.

• Current signs and symptoms/issues.

Concerns

• Persons understanding of purpose of the appointment.

• How are they feeling about their diagnosis? Do they have concerns, questions?

Diabetes management

• Management – prior and current (including diabetes medication)

• Previous education.

UNIT 10.1: Observing and Reporting

At the end of the unit, you will be able to: 

• Understand the importance of observing and reporting to authority for said or unsaid findings, if any.

• Understanding the importance of verbally informing the person in authority.

Unit Objectives 
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Psychosocial

• Mental health

• Social: Marital status, employment

• Living arrangements

• Independence level with ADLs

• Cultural considerations

• Social supports/significant others

• Barriers to learning e.g. language, memory deficits, religion.

Relevant medical and surgical history

• Include relevant history including mental health, family history of cardiovascular and / or early death (<60 
years).

• Allergies/alerts

• Hearing or visual deficits.

Diabetes complications/cycle of care

• Micro – retinopathy, nephropathy, neuropathy

• Macro – CHD, CVA, PAD

• Oral health and sexual health.

Medications

• Include over the counter and complementary medications.

Anthropometry

• Weight, height, BMI

• Pathology tests e.g. HbA1c/ lipids/eGFR/AER/Liver function

• BP

Foot assessment 

• Circulation and sensation

• Self care and footwear

Lifestyle

• Smoking

• Alcohol

• Nutrition

• Physical activity/exercise

• Stress

• Driving

Self-care assessment and education planning (based on risk factors and current need)

• Pathophysiology of type 1/type 2/steroid induced
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• Management requirements

• Oral hypoglycaemic agents profile

• Insulin profile

• Healthy eating principles/carbohydrate intake

• Importance of regular activity

• Commencement /update of blood glucose monitoring

• Commencement/update of insulin/check technique

• Complications of diabetes (micro and macro)

• Health checks (cycle of care)

• Coping skills

• Rights and responsibilities

• Decision making/behaviour change

Referrals

• What referrals did you provide (to allied health) or recommend at this appointment?

Resources provided

• What written or other resources did you provide at this appointment?

SMART Goals

S = Specific

M = Measurable

A = Achievable

R = Realistic

T = Time framed

Education plan- Should be used to record what is planned for subsequent appointments.

Subsequent visit

The method used to document education will vary depending on the preferences of the practitioner. However, it 
is useful to use headings and try to avoid writing in narrative sentences.

Narrative charting can result in a lot of writing, can be time consuming and repetitive. This method of writing case 
notes is still commonly used but more nurses are now turning to problem oriented approaches, clinical pathways 
or focus charting.

Guiding principles;

• Document any amendments to education plan

• Document education given

• Document plan for next appointment including Patient goals

• Complete any outstanding assessment areas.
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Tips 

Fig10.1.1: Documentation and record keeping cycle of a patient

• Consent to treatment is the principle that a person must give their permission before they receive any type 
of medical treatment or examination. It can be given:

 » Verbally

 » In writing

• For consent to be valid, it must be voluntary and informed, and the person consenting must have the capacity 
to make the decision.

• Effective documentation should be: 

 » Clear, concise and accurate 

 » Contemporaneous with the events recorded in chronological order 

 » Complete 

 » Comprehensive 

 » Collaborative and person-centred

 » Confidential 

It is important to communicate with the referring doctor after your initial appointment to communicate the 
education plan and potential education completion date. Consider additional communication if circumstances 
change or there are concerns. Always communicate when the person discharged from your care.

The Documentation and record keeping cycle of a patient by a healthcare provider is demonstrated in the Fig 
below (illustrative).



141140

Participant Handbook General Duty Assistant

11. Patient’s Rights & 
Environment

Unit 11.1 - Patient’s Rights

HSS/ N 5101 to HSS/ N 5106
HSS/N 5109, HSS/N 5111
HSS/N 5112, HSS/N 9606
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At the end of the unit, you will be able to:

• Describe necessary arrangements to ensure patient safety and comfort.

• Understand sensitivities involved in patient’s right.

• Learn GDA role in maintaining patient’s rights.

Key Learning Outcomes 
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UNIT 11.1: Patient’s Rights

At the end of the unit, you will be able to: 
• Enumerate patient’s rights
• Learn the role of General Duty Assistant in maintaining patient’s rights

As a GDA, you have to impart certain information about patients’ rights to patients and caregivers. Tell your 
patients that you want their experience to be excellent.

You should communicate the following to the patient at the beginning- ‘Here is some information that will help 
you make decisions about your Healthcare. If,  at any time, you need more information, we want you to have   
it quickly. Your doctor, practice clinical staff members or administrative staff members will help you with your 
concerns. Please feel free to ask.’

This chapter puts together a range of information which includes rights of a patient and the standards of care a 
patient should expect.

11.1.1 Rights of a Patient
As a patient, you have the right to:

• Get kind, sympathetic and dignified care in safe and protected surroundings. It must be devoid of abuse, 
neglect, laxity and ill-treatment.

• Get thoughtful treatment with respect for privacy, individual values, personal beliefs and spiritual and cultural 
traditions. 

• Get information about rights and the policies associated with them, both in a verbal and written manner, so 
that it can be clearly comprehended by you and your representative. .

• Have privacy and confidentiality. All the aspects of the medical care from consultation to check-up and 
medication to case discussion should be kept private and not made public.

•  Receive prompt care by qualified personnel in an environment suitable for healthcare needs.

• Get referrals to staff and services in a prompt manner, in accordance with quality professional practice. 

• Get information about protective and legal services, if abuse or neglect has to be dealt with.

• Have knowledge about the professional status of the care givers and the medical advisors.

• Take part in decisions related to personal care and treatment as per wishes and perception. Have the liberty 
to include friends and family in such decisions. 

• Get details related to your health status which include the diagnosis, the prognosis, the treatment course, 
the advantages and the risks of the treatment, and the chances for achieving good health. This all should be 
explained in a language you can understand.

Unit Objectives 
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• Refuse care, treatment and services, to the extent permitted by law. You will be fully informed of possible 
consequences of such refusal.

• Express satisfaction regarding services rendered and to comment and make suggestions for improvement of 
the quality of care and services.

• File a complaint and to receive a response in a timely manner without fear of discrimination.

• Access your medical records, approve and refuse the release of your medical records. Records are maintained 
private and confidential in a safe and secure environment.

• Know, in advance of services, the cost of services and any applicable payment policy.

• Agree or refuse to participate in research/experimental activities.

11.1.2 Ethical Aspect of Legal Rights  
• It is your right to know about all the details related to your illness. All information, from your medical records 

to your treatment plan and from the risks and side effects of the treatment to any other query, can be ob-
tained from the concerned doctor.

• At the time of a physical check-up, you have a right to be treated with dignity and consideration for your 
modesty.

• You have a right get information about your doctor’s qualifications. If you are unable to judge their capability 
yourself, do not be reluctant to ask around.

• You have a right to get total confidentiality about all aspects related to your illness.

• If you are not sure about the treatment plan prescribed for you, you have a right to get a second opinion from 
another specialist.

• It is your right to be informed about the details on a suggested operation and the possible risks involved. If for 
some reason, like you being unconscious, you could not be informed about the operation, your close relatives 
need to be provided the same prior to giving consent.

• If a discharge is being planned for you or you are being shifted to some other hospital, you have the right to 
be told about it in advance so that you can have a say in it, after consulting the doctor.

• You have a right to receive the papers related to your case upon request

11.1.3 Patient Safety and Comfort
In order to ensure patient safety and comfort some basic safety precautions and general guidelines are to be 
followed by a hospital staff or GDA inside the premises:

• Smoking is acknowledged to be both a health and fire hazard. Make sure that smoking is NOT permitted in 
hospital. No smoking is applicable in patient rooms.

• Please notify your nurse before you are leaving.
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Tips 
• Patient’s legal right

• Ethical aspect of legal right

• Patient safety and comfort

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________

• Let the nurse know if patient has dentures, hearing aid, contact lenses, or other prosthetic devices. Be sure 
to store them properly when not in use, otherwise they could be disposed of accidentally.

• Please report any accidents, such as spills or broken glass, right away to the concerned staff so that it can be 
taken care promptly.

• No alcohol or drugs should be permitted in the hospital premises. Security Staff should be informed of all 
potential substance abuse problems and help management to resolve of any potential behaviour problems.

• Special care should be given to the patients receiving oxygen. Electrically-operated equipment and aerosol 
products are not permitted in these areas. Smoking while on oxygen or near an oxygen tank is dangerous 
and prohibited.

• Rest is a very important part of the healing process. To insure patient get the downtime that they need, 
visiting hours need to be followed as per the hospital guidelines to provide a peaceful environment during 
patient’s stay.
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12. Patient Basic Care 
and Needs

Unit 12.1 - Aid in Personal Hygiene

Unit 12.2 - Aid in Daily Activities

Unit 12.3 - Assist in Performing Care Plan

Unit 12.4 - Measuring Parameters

HSS/N 5101, HSS/N 5102 
HSS/N 5103, HSS/N 5104 
HSS/N 5105, HSS/N 5106
HSS/N 5109, HSS/N 5111
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At the end of the unit, you will be able to:

• Understand the difference of care provided to ill patients, terminally ill, physically challenged and  handicapped 
personnel.

• Develop knowledge for measuring height & weight of patient using instruments.

• Develop an understanding to keep a record of Intake & output of patient.

• Understand the importance of bathing and it’s types.

• Enlist points to observe during bathing which need to be reported.

• Understand need for care to private body parts of patient.

• Understand the need of “after bath care” to the patient.

• Develop understanding for Identifying rashes, abrasions, Dryness, changes in colour, pressure areas, 
temperature, bruise and swelling of skin.

• Identify pressure sores/ bed sores, understand causes for pressure sores (Bed sores).

• Understand the importance of maintaining oral care, skin and nail care.

• Understand the importance of oral care in case of dentures and unconscious patients.

Key Learning Outcomes 
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12.1.1 Help in Bathing Patients

In many cases, however, patients are unable to perform this activity by themselves. It is your duty as a GDA     
to facilitate a bath or bathe the patient and help maintain appropriate personal hygiene. You must follow the 
bathing methods that the nurse or the doctor suggests depending on the condition of the patient.

Common Bathing Techniques

Patients are given a bath according to their needs and medical conditions. Patients, who are able to get up and 
walk, get a shower or a tub bath; whereas patients who are ill or weak will have a bed bath.

There are three different kinds of bath that are given in a hospital, namely:

• Shower or tub bath

• Full bed bath

• Limited bed bath

A bed bath is given to a patient when a patient cannot move out of bed. A bed bath is given completely on bed.

A partial bed bath is a technique wherein you help the patient in taking a bath close to the bed. It is given to 
patients who cannot move to use the shower.

A shower or tub bath is a bathing technique that is followed by patients who can maintain personal hygiene by 
themselves. The patient might use the tub or the shower for taking a bath.

Introduction

Bathing is a common daily task that is necessary for our personal 
hygiene. Bathing is done to make a patient clean, remove any 
dust/dirt or any other external agent from the skin, increase blood 
circulation, promote confidence, reduce body odour and encourage 
movement.

Importance of Bathing

Bathing is washing and cleaning the body using water and soap. 
Bathing regularly helps prevent infection. Bathing also, as an activity, 
relaxes the patient and keeps the patient fresh. It promotes the 
circulation of blood within the body. 

UNIT 12.1: Aid in Personal Hygiene

At the end of the unit, you will be able to:

• Help in bathing patients. 

• Help in grooming patients. 

Fig.12.1.1: Bathing Patients

Unit Objectives 
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Role of a GDA in bathing a patient

As a GDA, you have to prepare the patient for the bathing procedure as per instructions given by the doctor. The 
following arrangements have to be made before starting the procedure:

Procedure for a complete bed bath:

• Set the temperature in the room temperature to keep the patient warm during bathing.

• Draw the curtains or blinds for privacy.

• Get two big bowls of warm water, one for washing and other for rinsing.

• Put a wash cloth in each basin.

• Move the patient gently while washing and rinsing the body.

Procedure for a partial bath:

• Keep two trays of warm water ready to be used by the patients for washing and rinsing.

• Assist the patient with washing the areas that the patient cannot reach, such as the back.

• Give the patient towels and sheets for drying immediately after the bath.

• Move the patient gently while washing and rinsing the body.

Procedure for a self-bath:

• Make sure that the tub or shower appliance is clean.

• Place a non-skid mat on the tub or the shower floor.

• Check the water temperature.

• Assist the patient to the tub or the shower.

• Make sure the patient wears the robe and slippers.

• Help the patient sit on the edge of the tub. Ask the patient to hold a bar for support with one hand.

• Give the patient towels and sheets for cleaning immediately after the bath.

Precautions to be followed while bathing:

• Consult the nurse or the doctor and discuss the method of bathing that must be followed with each patient.

• Consider patients preference and conditions when deciding the type, frequency and time of bath.

• Give importance to patient’s privacy needs (e.g. Draw the curtains properly) and encourage the patient to do 
as much as possible to promote independence.

• Arrange for the bath of the patient by keeping the necessary items in place such as the soap, water and 
towels for cleaning.

• Make sure that the water that is used is warm. Have the patient test the water. Adjust the temperature, if 
needed.

• Instruct the patient on the use of taps and bathroom accessories.

• Assist your patient in undressing and put dirty clothing in the plastic bag of the laundry hamper.

• Make sure you don’t hurt or injure the patient in anyway while bathing the patient.

• Make sure that water does not enter the wounds of the patient while bathing.

• Stand beside the patient and encourage the patient to perform the activity by themselves. Help the patient 
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to dress up after drying.

• Remove all the wet bed sheets and towels after the bathing procedure is complete.

• Ensure that the area is dry, as wet areas can lead to infection.

Types of bed bath

Cleansing Baths is part of routine patient care for personal hygiene. The kinds of baths are:

1. Shower: Ambulatory patients are usually able to take a shower. Patients who are physically hampered can 
use an easy drying chair inside the shower. The care giver can help the patient with the shower.

2. Self Help: If a patient is restricted to the bed, then this bath provides them the required hygiene. The GDA 
arranges the bathing equipment and helps in cleaning difficult to reach areas, like back, legs, feet, and 
external genitalia.

3. Complete Bed Bath: The GDA helps the patients, who are bedridden, with a complete body wash.

4. Partial Bath: The GDA helps in cleaning only those body parts that could cause inconvenience or odour, such 
as face, hands, and genital areas.

Purpose of the bed bath

The purpose of the bed bath is to:

• Keep the skin clean.

• Make the patient comfortable and fresh.

• Stimulate circulation and thereby increase elimination through the skin.

• Observe the skin for redness, sores, swelling, rashes or other infections and bony prominences for bed sores.

• Improve the patient’s self-image and emotional and mental well-being.

• Prevent pressure sores. 

Articles needed for giving a bed bath

• Jug of hot and cold water - 2 

• Bath towels -2 

• Large basin -1 

• Linens for bed making 

• Screen 

• Patient’s clothes 

• Bowl with clean cotton balls for eye care 

• A clean tray containing: 

 » Articles for mouth care 

 » Sponge clothes - 2 

 » Soap and soap dish 

 » Spirit 

 » Talcum powder 

 » Oil 
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 » Comb 

 » Cotton dressing pads – 2 

 » Nail cutter 

 » Mackintosh with cover 

 » Kidney tray and paper bag 

 » Gloves (optional) 

Perineal Care

Cleansing the external genitalia and the surrounding region is called perineal hygiene. Being warm and moist and 
lacking ventilation, the perineal region is favourable to the proliferation of pathogenic organisms. The pathogenic 
organisms are able to enter into the body through the various orifices in this region such as the vaginal orifice, the 
anus and the urinary meatus. Meticulous cleanliness is mandatory to avoid bad odour and to enhance comfort.

What is Perineal Care

Perineal care involves bathing the genitalia and the surrounding region. Proper inspection and care of the perineal 
region requires professional clinical assessment. The proper procedure for perineal care is to wash the perineum 
from the cleanest region to the less clean region. The urethral orifice is supposed to be the cleanest region and 
the anal orifice is the unclean part.

Importance of perineal care

Perineal care is carried out to:

• Keep cleanliness and prevent infections in the perineal area 

• Relieve inflammation and congestion 

• Relieve pain 

• Stimulate circulation 

• Prevent infection and promote healing 

• Prevent the spread of infection 

• Make the patient comfortable

Indications for Perineal care

Perineal care should be carried out for the following types of patients:

• Patients who are incapable of  carrying out self-care

• Patients who are suffering with genitor-urinary tract infections

• Patients who have incontinence of urine and stool

• Patients who are experiencing excessive vaginal discharge

• Patients having indwelling catheters

• Post-partum patients

• Patients who after surgery are on the genitor-urinary system

• Patients having wound, ulcers or surgery in the perineal area
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Preliminary Assessment before performing perineal care

Before performing perineal care, a preliminary assessment must be made. You must:

• Analyse the condition of the skin in the perineal region— inspect the area for any itching, drainage, irritation, 
ulcers and so on.

• Analyse the need and the frequency required for the perineal care 

• Analyse whether the perineal care requires an ‘aseptic’ procedure or a ‘clean’ procedure. 

• If there is a wound, the perineal care should be done according to the aseptic procedure or the ‘clean’ 
procedure.

• Check the orders of the physician and any particular instructions.

• Analyse if the patient is capable of self-care.

• Analyse if the patient is mentally fit to follow instructions.

• Check the items available in the unit. 

Equipment needed for perineal care

• The equipment needed for perineal care are:

• Gloves (non-sterile) 

• Sponge cloth 

• Basin with warm water 

• Waterproof pad or gauze 

• Towel 

• Mackintosh 

• Soap dish with soap 

• Toilet paper 

• Bed pan

Procedure for perineal care

Take a look at the steps for carrying out perineal care: 

• Step 1: Arrange all the equipment. 

• Step 2: Explain the procedure to the patient. 

• Step 3: Perform hand hygiene and wear gloves. 

• Step 4: Provide privacy to the patient by closing the door or by putting the screen. 

• Step 5: Position the patient. Uncover the patient’s perineal area. 

• Step 6: Place a mackintosh and towel (or waterproof pad) under the patient’s hips. 

• Step 7: Cleanse the thigh and groin by: 

 » Making a mitt with the sponge cloth. 

 » Cleansing the patient’s upper thighs and groin area with soap and water. 

 » Rinsing and drying. 
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12.1.1.1 Perform a Body Bath 
• STEP 1: Wash hands. Assemble all the articles and take them to the bedside after testing the temperature 

of the water.

• STEP 2: Explain the procedure to the patient.

• STEP 3: Place a stool at the foot of the bed. Place the articles near the patient, within reach.

• STEP 4: Arrange clean linen on the stool in order of use.

 » Washing the genital area. 

Proper disposal of urinary wastes

The urinary system of the human body functions as the body’s filtering system, wherein it removes all the toxic 
waste materials along with excess water in the body. The accumulation of wastes, if not removed, may lead to 
medical complications. You must help the patient in the process of urination. In this chapter, you will learn the 
importance of waste elimination by urination and the procedure to use the urinal.

Elimination of wastes by urination

The kidneys are the central units of the excretory system. The blood carrying the waste materials enters the 
kidneys where they are filtered out and removed from the body with excess water in the form of urine. Urine 
is filled up in the urinary bladder which opens into the genital area through the urethra. When the bladder is 
full, the patient develops an urge to empty the bladder. If the bladder is not emptied then it can lead to extreme 
discomfort for the patient. When the patients express the need to empty the bladder, you must immediately 
facilitate for the same. You must help the patient to the toilet if the patient can walk. If the patient cannot walk, 
then you must arrange for the equipment for the passage of urine by the bed. The urine output of a patient in 
a day is critical to understand the functioning of the kidneys. If the kidneys are infected or are not functioning 
properly then the urine output is low. If the waste materials are not removed by production of urine then they 
can accumulate within the body leading to severe complications.

Precautions to be taken while assisting in urination

• Once the urine is passed from the body, it should be drained out immediately.

• Urine should not accumulate anywhere in the surroundings of the bed or the room. It can lead to infections 
with severe complications. You must take proper hygiene measures to prevent infections arising out of urine 
that is accumulated.

• In case of patients who are able to move, help the patients by keeping the toilet ready to use when they 
express the need to use. Instruct the patient not to latch the door from inside of the toilet, as you cannot 
enter the toilet if the patient needs help.

• Maintain the privacy and dignity of the patient.

• In case the patient has passed urine on the bed, gently clean the bed and change the clothes of the patient. 
Ensure that the patient is not embarrassed.

• Always wear gloves while assisting the patient in urination or while collecting the urine to measure the 
output.

• Dispose off any urine that is collected into the toilet and ensure that all the equipment is thoroughly cleaned 
and sanitized.
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Fig.12.1.2: Removing gown and linen

Fig.12.1.3: Applying soap

• STEP 5: Screen the patient.

• STEP 6: Check if there is any drought.

• STEP 7: Ask the patient if he or she wants a bedpan.

• STEP 8: Remove all the top linen and patient’s clothes except 
the sheet or blanket and place one pillow under the head if the 
patient is uncomfortable.

• STEP 9: Position the bath towel below the patient’s chin.

• STEP 10: Give oral hygiene.

• STEP 11: Give eye care to the patient using wet cotton balls from 
inner to outer canthus.

• STEP 12: After checking the temperature of the water, fold a 
sponge towel around your hand. Wash the patient’s face properly 
with water and then proceed to dry the face with a bath towel.

• STEP 13: Take the sponge towel and fold it around your hand. 
Apply soap. Clean the patient’s neck and ears.

• STEP 14: Keep the sponge towel in a soap dish. Take a second 
sponge towel and rinse it in water and wipe off the soap from the 
neck and ears. Then dry it with the second bath towel.

• STEP 15: Spread the mackintosh with cover under the opposite 
arm. Clean the arm from the distal to the proximal end including 
the axilla. Use a circular movement, while applying soap.

• STEP 16: Wash and dry the arm with the bath towel. Place the 
basin of water under the patient’s hand and allow the patient to 
rinse their hand in the water and then dry it.

• STEP 17: Spread the mackintosh with cover under the other arm 
and repeat steps no. 14 & 15.

• STEP 18: Change the water.

• STEP 19: Spread a bath towel over the patient’s chest. Fold the 
top linen at the level of the umbilical area and repeat step no. 14. 
Use circular movements while applying soap.

• STEP 20: Spread the mackintosh with cover under the opposite 
leg and precede in the same way as in step no 14 & 15.

• STEP 21: Spread the mackintosh with cover under the other leg, 
and proceed in the same as in step no. 14 & 15.

• STEP 22: Place the mackintosh and the towel over the bed, then 
place the basin of water over it, and bend the patient’s knees, 
place one foot in the basin of water, and wash it. Dry the foot 
with a towel and repeat the procedure for the other foot.

Fig.12.1.4: Cover the patient’s chest

Fig.12.1.5: Applying soap on back

• STEP 23: Change the water.



157156

Participant Handbook

Fig.12.1.6: Wearing gloves

Fig.12.1.7: Applying powder to the body

12.1.1.2 Skin Abnormalities
During bathing observe and report any of the following: 

• Temperature - hot skin could mean fever; cold skin could mean poor circulation. Sensitivity - pain, tenderness, 
itching, or burning. Odour - may be caused by sweat secreted by the sweat glands; by abnormal conditions, 
such as infection or kidney disease; or by bodily discharges (urine, faeces) that need to be cleaned. 

• Texture - could be smooth and elastic or dry and rough; nutritional deficiencies can influence skin texture. 

• Colour - reddened areas that could indicate pressure, cyanosis (bluish tinge) or jaundice (yellowish tinge). 

• Swelling (oedema) - stretched or tight appearing; usually begins in the ankles or legs or any other pendent 
part; may be associated with injury. 

• Skin lesions - rashes, growths, or breaks in the skin. 

How to take care of the abnormalities

• Inspect the patient’s skin carefully for pressure areas at the time 
of providing a bath or a back massage. 

• Wash any areas that are red with soap water, rub with lotion.

• Keep the sheets which are under the patient clean, unrumpled 
and tight to assist in eliminating skin irritation. 

• Ensure proper nutrition and fluid intake for the patient as advised by the physician.

• Ensure that when the patient is incapacitated, urine and faeces are kept off the patient’s skin, the skin is 
washed with soap and water and the buttocks and the genital region are kept dry.  A body lotion or powder 
may be used in the region, depending upon the skin type of the patient. 

Fig.12.1.8: Skin Abnormalities

• STEP 24: Turn the patient onto the opposite side. Spread the 
mackintosh with cover on the patient and tuck it under the 
patient. Wet the back with water, and apply soap. Then wash 
and dry the back and buttocks, with special care to the bony 
prominences. Apply spirit, powder, and remove the bath towel. 
Then change the water.

• STEP 25: Give a wet cotton pad to the patient, and ask them to 
clean the genitalia. If the patient is unconscious, clean and dry 
the genitalia with two different cotton pads.

• STEP 26: Apply powder to the body.

• STEP 27: Put a clean dress on the patient, then comb and set 
the hair.

• STEP 28: Remove and replace the articles.

• STEP 29: Be sure to leave the patient feeling comfortable and 
tidy.

• STEP 30: Wash your hands.

• STEP 31: Record and report to the ward sister if there is any 
redness, cracks on the skin, or any abnormality is observed.
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12.1.1.3 Sitz Bath
A sitz bath is used to wash the perineum region that is the area between the vulva or the scrotum and the 
rectum. It is a warm, shallow bath which can be used as a part of daily personal hygiene. It can even alleviate pain 
or itching in the genital region.

Sitz Bath is recommended by a doctor in case a patient:

• Has got surgery done on the vulva or vagina.

• Has lately given birth.

• Has got haemorrhoids removed by a surgical procedure.

• Has pain or irritation due to haemorrhoids.

• Has issues with bowel movements.

• Assist obese patients who need help while washing and drying areas under skin folds (groin, buttocks, under 
breasts, and so forth).

• For patients with very dry skin, various bath oils may be added to the bath water.

 » Omit the use of soaps because of its drying effect.

 » Use lotions and oils after the bath.

Fig.12.1.9: Giving patient sitz bath

Giving patient sitz bath

• Clean the bathtub.

• Set water temperature. Make sure water should be warm not 
hot.

• Fill the bathtub with 3-4 inches of water

• Mix soothing additives to the water if you wish.

• Soak in the sitz bath. Make sure that the affected area is covered 
in the warm bath.

• Pat patient dry when finished.

12.1.2 Help Patient in Grooming
Maintaining a patient’s hygiene is one of the most important duties of a GDA. Grooming helps meet patients’ 
basic cleanliness needs as well as helps the patient’s fell emotionally well.

Oral Care

In order to keep our mouth clean, we must practice good oral hygiene every day. Our mouth is an important organ 
as it plays a vital role in the digestion of food. Since the mouth is exposed directly to the external atmosphere, a 
lot of bacteria is found in the mouth.
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During the stay in the hospital, a patient might be unable to take 
care of oral hygiene. So you, as a General

General duty assistant, must help the patient in maintaining oral 
hygiene. In this chapter, you will learn how to maintain oral hygiene 
of a patient.

Fig.12.1.10: Oral CareMaintenance of oral hygiene

A daily part of our routine is brushing the teeth and rinsing the mouth. These are the most common activities 
carried out to maintain oral hygiene as a daily habit. Maintaining oral hygiene will depend on the condition and 
type of food the patient eats. If the patient is eating normal solid food then encourage the patient to brush their 
teeth every day. Ensure that the required material such as toothbrush, toothpaste and other such material are 
kept ready for the patient to use. Also, remember to replace these materials in case they get over.

Role of a GDA in maintaining oral hygiene

To maintain oral hygiene we use a toothbrush, toothpaste, mouthwash and dental floss. In addition to it, the GDA 
should take care of following points:

• Speak in a gentle, soft and soothing voice when helping patients brush and floss. 

• Avoid brushing the tongue as this can cause irritation in elderly patients. Instead, use a tongue scraper to 
clean the tongue. 

• Wrap the toothbrush handle with a tape as it makes the toothbrush handle easy to hold. 

• Teach patients to brush the eating surfaces using soft, circular motions. 

• Instruct patients and care givers to replace toothbrushes every three months. 

• If the patient is using a denture, remove the dentures. Clean them gently under running water or by brushing 
with a soft brush. 

• The various abnormalities that can be observed in the oral cavity include redness of the skin, bleeding of the 
gums or bad breath. Report these abnormalities to the nurse or a doctor immediately. 

Oral care of an unconscious patient

Oral hygiene assists in maintaining the healthy condition of the mouth, the gums, teeth and the lips. It also 
provides a massage to the gums and alleviates discomfort due to bad odours and tastes. Some patients require 
special oral hygiene methods because of their level of dependence.

Effects of a neglected mouth

The mouth presents all requirements for bacterial growth such as warmth, moisture, and food supply from 
residual foods. It causes some local infections like:

• Gingivitis: Inflammation of the gums 

• Glossitis: Inflammation of the tongue 

• Root Abscess: Pus formation of the root of the teeth 

• Stomatitis: Inflammation of the mucus membrane of the mouth 

• Dental Carries 

• Bleeding Gums 
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Importance of Oral Care

Oral care is important to:

• Keep the mouth clean and moist. 

• Keep the teeth and gums in good condition. 

• Keep the oral cavity free from bad odours. 

• Stimulate appetite. 

• Prevent infection and tooth decay. 

Articles required for giving oral care

To perform oral care, a tray containing the following articles is 
required:

• Gauze pieces in a small bowl 

• Container with artery forceps, swab sticks, tongue depressor 
and mouth gag 

• Container with 1:8 hydrogen peroxide, Condy’s lotion 
1/6000(KMn04) Listerine/Betadine, Chlorhexidine Gluconate, 
Boroglycerine, Vaseline, and Olive Oil. 

• Feeding cup with water 
Fig.12.1.11: Articles required for giving oral care

• Kidney tray and paper bag 

• Small mackintosh with towel 

Procedure for performing oral care

Take a look at the steps to perform oral care:

• Explain the procedure to the patient / relative. 

• Provide privacy. 

• Position the patient so he or she is comfortable (Fowler’s position with cardiac table in front or lateral with 
face at the edge of the pillow). 

• Place the mackintosh and face towel across the patient’s chest. 

• Place the kidney tray close to the patient’s cheek. 

• Arrange the articles. 

• Always remember to wear gloves. 

• Prepare the mouthwash or use the commercially available mouth wash solution. 

• Take a gauze piece and wrap it around the artery forceps, covering the tips completely. 

• Open the unconscious patient’s mouth gently by pressing the lower jaw forward. 

• Moisten the gauze. Dip it is in the cleansing agent and clean the inside of the cheeks and the tongue.

• Let the fluid flow through the corner of the mouth or clean with wet gauze sponges. Clean the patient’s lips 
with the towel. 

• Observe for tooth decay, coated tongue, cracked lips or any other abnormalities and report the same to the 
senior. 
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• Apply glycerine or any other emollients to the tongue, gums and lips. 

• Remove the kidney tray, mackintosh and towel. 

• Place the patient in a comfortable position. 

• Clean and replace the articles. 

• Wash your hands. 

• Record the procedure mentioning the observations made during the procedure. 

Hair Care

Taking care of the hair is one of the aspects in maintaining personal hygiene. Excessive hair needs to be trimmed 
and maintained properly and hair that has fallen off the patient should be cleaned. There are various methods 
that need to be followed for hair care of a patient. In this chapter, you will learn the steps to maintain cleanliness 
and hygiene of the patient’s hair.

Importance of Hair Care

The head and the face are the predominantly hairy regions of the body. In addition to these areas, hair is present 
under the armpits, chest, and genital areas of both male and female patients. The outer most layer of skin on the 
head is called the scalp. Hair cells are embedded in the scalp and each strand of hair keeps growing during the life 
time of an individual. Different types of bacteria are present on the scalp and the hair. If the hair is not kept clean, 
it tends to become matte, greasy and can smell bad. These conditions aid the growth of germs in the hair and 
lead to infections. You must ensure that the hair is kept clean and excess hair is periodically removed to avoid any 
discomfort to the patient. Let us look at the different methods of maintaining the hygiene of the hair of a patient.

Role of a GDA in hair care

• Patients who can take a shower by themselves should be encouraged to wash their hair regularly.

• Shampoo is a special agent that can be used to clean the hair. You must motivate patients to shampoo their 
hair regularly.

• In case of patients’ confined to the bed, you must shampoo the hair of the patient and keep the hair of the 
patient clean.

• Hair should be properly combed from time to time. You should assist the patient in combing the hair and 
keeping it clean.

• In the case of male patients, facial hair in the form of a beard or a moustache has to be shaved and trimmed 
according to the patient’s choice.

• Excess hair in other regions of the body such as the armpits or the chest has to be removed according to the 
directions of the doctor.

• Hair is cut and shaved by barbers. Barbers can provide hair cutting services in the hospital as and when 
requested.

Arrange for all the required equipment by the side of the bed, before you start cleaning the hair of the patient.

The things needed include:

• A large pitcher of warm water 

• Shampoo 

• Bed Shampoo pan 

• Towels and wash cloth 

• Clean comb and brush 
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12.1.2.1 Steps for Assisting a Patient with Hair Care 
The steps for hair care of a patient is as follows:

• Step 1: Cover the pillow with a towel or any protective cover, to keep it dry. 

• Step 2: Untie the gown or loosen the bed clothing.

• Step 3: Put a towel under the person’s neck and arms. 

• Step 4: Put the bed shampoo pan under the person’s head.

• Step 5: Place a washcloth over the person’s eyes so the shampoo does not burn them.

• Step 6: Wet the hair of the patient first and then apply the shampoo.

• Step 7: Wash the hair of the patient until it is clean and shiny. It takes more rinsing for a female patient. 
Hair should be shampooed two to three times a week as it becomes dirty or greasy soon. However, before 
washing the hair of the patient, check with the doctor if it is fine to use a shampoo.

• Step 8: Gently dry the hair of the patient using a clean dry towel.

• Step 9: Now, help the patient comb the hair with a comb or a brush. Provide the patient with towels and 
sheets for cleaning immediately after the procedure.

12.1.2.2 Shaving 
• Step 1: In the beginning, the patient may just need to be reminded to shave. If an electric razor is being used, 

he may continue to shave for a longer period as it requires less skill and is safer.

• Step 2: If the patient begins to cut himself while shaving with the razor, it is time to take over the shaving.

• Step 3: Moisten the man’s beard region with a cloth and apply the shaving cream.

• Step 4: Shave with small strokes in the direction of the hair growth. Be gentle across sensitive surface.

• Step 5: Rinse the area using a fresh wet cloth and after that, dry the skin. Use of after-shave lotion is a matter 
of choice.

• Step 6: Special pre-shave lotion meant for electric razors may be used if the patient is using an electric razor. 
Shave with firm circular motions.

Shaving Tools and Accessories

• Razor

• Shaving Cream

• Brush

• Trimmer

• Wax 

• Lather Bowl

• Disinfecting Liquid or Spray

• Disposable gloves 
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12.1.2.3 Steps to maintain Nail Care 
Nail Care

Nails should be kept short and clean as they tend to collect dirt and germs. Dirty fingernails spread infection.

Also, broken nails can lead to injuries, therefore shaping the rough edges of the nail is also important. A patient 
may be too weak to take proper nail care. As a General Duty Assistant, you must ensure that nail hygiene of the 
patient is maintained. In this chapter, you will learn how to take proper nail care.

Common Methods of Nail Care

Cutting and shaping of the nail is very important for proper nail care. The fingernails are cut using a nail cutter or 
sharp scissors, straight across and then a nail file is used, if available, to round off the nail. During the morning 
bath, the nail care of hands and feet is administered as nails are softer and easier to trim after a bath. Provide the 
patient with towels and sheets to cleaning immediately after the procedure.

The things needed include washbasin, washcloth, hand towel, nail cutters.

• Disposable bath mat and gloves 

• Step 1: Wash hands, and arrange supplies within easy reach.

• Step 2: Position patient in chair, place disposable mat under patient’s feet if possible, and provide patient 
with privacy.

• Step 3: Fill the basin with warm water. Place the basin on a disposable mat and help patient place his feet 

Fig.12.1.12: Nail Care

into the basin.

• Step 4: Soak the feet for 5 to 10 minutes. Re-warm the water if 
necessary. 

• Step 5: Trim nails straight across using a nail cutter and even 
with clippers.

• Step 6: Round the fingernails to be smooth, without any jagged 
edges using a filer. 

• Step 7: Trim and clean toenails in the same way as for fingernails.

• Step 8: Remove gloves and dispose them properly.

Finger, toe nails and other foot care

• People suffering with dementia may lose their ability to maintain their nails, particularly their toe nails.

• The elderly people may have troublesome feet problems like bunions or calluses. However, if the person has 
dementia, communicating such issues might be difficult for him or her.

Clothing

Patients might be unable to manage their own clothing needs during the stay in the hospital. In some cases the 
patient is too weak to dress up. Also, a patient undergoing different medical procedures needs to wear clothes 
designed specifically for that procedure. Therefore, correct clothing of a patient is very essential. As a General 
Duty Assistant, it is your duty to assist the patient in dressing. In case, the patient is very weak you must dress 
him/her yourself. But for this you must first know the different types of hospital garments, the procedure to dress 
a patient, precautions to be taken and the steps to maintain clothing hygiene. This chapter lists all this for you.



163162

Participant Handbook General Duty Assistant

Types of Hospital Clothing

The type of clothing a patient must wear depends on the needs of the patient. In many cases the clothes worn 
by a patient are designed based on the body area that needs to be examined. The most common type of hospital 
clothing that is used is a hospital gown. Based on the need of the patient, hospital gowns are classified as:

• Basic hospital gown 

• Isolation gown 

• Toddler gown 

• Nursing gown 

Basic Hospital Gown

This is the most common type of hospital gown and is used for patients whose upper body has to be examined. 
These gowns can be worn on the patient’s regular clothes and are very roomy and comfortable.

Isolation Gown

Isolation gowns are used by patients who need extra protection. In patients where there is secretion of body 
fluids or if the patient’s body is insensitive to infections, isolation gowns are the best choice.

Toddler Gown

Toddler gowns are designed for children and typically printed with cartoons and images. They are meant to make 
the child comfortable and cheerful.

Nursing Gown

Nursing gown is a special type of gown that is designed to facilitate the feeding of the child by a nursing mother.

Role of a GDA while clothing the patient

• Check with the doctor or the nurse with respect to the type of clothing that needs to be worn by a patient.

• One of the most important principles of clothing is to prevent any injury or discomfort to the patient while 
clothing him or her.

• Always instruct the patient before you actually dress him or her up. Before you start to change the clothes 
of a patient, describe the process that would be followed and explain what needs to be done while changing 
their clothes.

• For patients who have suffered a stroke, one side of the body may be weak. Instruct such patients to undress 
the weak part first. While putting on a dress, it should be put on from the strong side first.

• You will need to put a sweater on the patient too to keep warm as poor blood circulation could make the 
patient cold.

• Put the patient’s shoes or slippers on. Make sure the sole of the footwear is non-slippery.

• Try and make the patients wear their clothes themselves. This will help them manage their activities on their 
own.

Maintaining the privacy and dignity of the patient

While dressing the patient the most important point to be kept in mind is maintaining their privacy. Some patients 
may not be able to dress by themselves. You, as a General Duty Assistant, must take care of the following points 
while dressing the patient:
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Tips 
• Use mild soap and gentle strokes with a soft cloth when giving a bath to the patient.

• Rinse the skin well and then dry it with a soft towel. 

• Use bland lotion to moisturise the skin do not use alcohol base lotion on skin. Alcohol dries the skin.

• Keep a time track sheet to monitor the position of the patient.

• Change the patient’s clothes every day. 

• Every patient’s clothes must be washed separately. 

• While brushing patient’s teeth various abnormalities can be observed in the oral cavity. Report these to nurse 
or doctor immediately.

• Collect and arrange the patient’s clothes. Make sure you get all the under garments such as underwear, vests, 
briefs and socks.

• Let the patient choose what they would like to wear. If they cannot choose for themselves then, you need to 
pick clothes that are free of holes, and those with proper buttons and zippers. You may dress the patient in 
the restroom.

• When you do so make sure you close the door for privacy.

• Even if the patient has its own private room, close the bathroom door when the patient are inside the 
bathroom.

• Make sure you draw the curtains to maintain privacy while you dress the patient in bed.

• If the patient wears an adult brief, make sure you put this on first. This is another aspect of dignity.

• Put on the socks or stockings on the patient, then the vests and then put on the top layer of clothes.

• Make sure you dress the patient the same way you would dress yourself. Remember, to maintain the patient’s 
dignity at all times.

Maintaining clothing hygiene

• To avoid any form of infection, it is necessary to maintain the patient’s personal hygiene including the 
clothing. As clothes worn by the patient come on direct contact with the body, they may impure with germs. 
To prevent any infection, it is very important to change the clothing of the patient and dress him/her with a 
clean piece of clothing. To do so, you must follow the given points:

• Change the patient’s clothes every day. Items such as underwear, personal towels, facecloths, nappies are 
often contaminated as they come into direct contact with the body. So change them every day.

• Change the clothing if it is stained due to the treatment procedure.

• Every patient’s clothes must be washed separately.

• Ensure clothes are not shared between patients. During laundering, micro-organisms may spread from one 
set of clothing or linen to the other. So laundry hygiene must be maintained.

• Patients must always be provided with clothing and gowns that are washed and that smell fresh and good.
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Exercise 
1. Name the type of skin abnormalities that you will observe while bathing a patient?

............................................................................................................................................................................

............................................................................................................................................................................

2. What are the different clothing principles?

............................................................................................................................................................................

............................................................................................................................................................................

3. Why is it important to maintain oral hygiene?

............................................................................................................................................................................

............................................................................................................................................................................

4. List the tips for hair care.

............................................................................................................................................................................

............................................................................................................................................................................
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UNIT 12.2: Aid in Daily Activities

At the end of the unit, you will be able to:

• Assist a patient to eat and drink.

12.2.1 Patient Care Planning
The General Duty Assistant has to perform certain simple procedures like enema or preparing the patient for an 
operation . These different procedures are a part of patient care management and assisting nurses in performing 
procedures as instructed in the care plan.

Patient care plan means planning your services according to the needs of the patient. As a General Duty Assistant, 
you must plan your services according to the patient’s needs. You must make a patient care plan by:

• Knowing the patient’s needs to facilitate their fast recovery.

• Consulting with the attending doctor and nurse about the patient’s condition.

• Maintaining the patient activity schedule during his/her stay in the hospital.

• Motivating the patient to maintain a steady emotional state.

• Understanding and respecting the patient’s rights and maintaining privacy.

12.2.2 Importance of Patient Care Planning
Patient care plan basically concentrates on the patient’s care and concern . Patient care planning involves standard 
procedures and policies to be followed to prevent spread of infection, avoid discomfort to the patient and ensure 
continued treatment. As a general duty assistant it is your responsibility that you ensure and perform the correct 
procedure as instructed by the nurse. You have to ensure that the patient is comfortable and not inconvenienced 
due to the procedure or during the procedure. The procedure is performed in a timely manner as part of the 
treatment plan.

12.2.3 Feeding the Patient
One of the most important roles for you as a General Duty Assistant is 
feeding a. Different patients with different medical conditions must 
be fed in different ways. In this chapter we will study in detail about 
the different feeding techniques and the role of a GDA in feeding.

Supplies routine patient feeding

• Stainless Steel Plate

• Stainless steel Glass Fig.12.2.1: Feeding the Patient

Unit Objectives 
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Intravenous fluids (IV fluids)

An intravenous or an IV line is used in case of patients who are 
unable to feed even with your assistance. It is a short-term device 
used to give fluids containing essential nutrients directly into the 
bloodstream through a vein. The process of inserting an IV line is 
specialized and is carried out by the nurse. The IV line is usually 
inserted by the nurse on the instruction of the doctor. You must 
monitor the level of the IV fluid from time to time and report the 
same to the nurse.

• Stainless Steel spoon

• Steel bowl

• Steel Jug

• Disposable Gloves

Types of Feeding

Feeding is the process of ingesting food. It is a critical activity as food ingested into our body is converted into 
energy by the process of digestion. Doctors decide the methods of feeding that needs to be followed depending 
on the physical condition and the type of nutrition needed by the patient. The different types or methods of 
feeding are classified as:

1. Oral feeding 

2. Tube feeding 

3. Fluids or intravenous route

Oral Feeding

Oral feeding is providing food or fluids through the mouth. Oral 
feeding is done using spoons and other normal cutlery. This is 
suggested for a patient who can perform the daily activities normally 
and is able to respond to the instructions given by you.

Fig.12.2.2: Tube Feeding

Fig.12.2.3: Intravenous fluids (IV fluids)

Tube Feeding

A feeding tube is a medical equipment used to give nutrition to patients who are unable to feed themselves by 
mouth, are incapable of swallowing safely, or require to be given nutritional supplements. In tube feeding, a type 
of external nutrition is delivered into the digestive system in a liquid form. A tube is inserted into a part of the 
digestive system, often through the throat or nose. The tube carries the food directly into the digestive system. 
Sometimes, it is used in addition to the oral feeding method. The most common type of tube used for feeding is 
called the Ryle’s tube. Ryle’s tube is also called a nasal tube or NG tube.

Role of a GDA while feeding a patient

• Encourage the patients to eat independently. 

• Check the patient records for any instructions on the diet to be followed or any food to be avoided. 

• If the person has not eaten well, you must report this immediately to the nurse in charge. 

• Sit on a chair close to the person so he or she can see or hear you. Talk to him or her about the food you are 
feeding. 
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12.2.4 Precautions While Feeding a Patient with a Medical Condition
A General Duty Assistant is needed while giving oral feeding. In intravenous and tube feeding, the role of a 
General Duty Assistant is restricted to just assisting the nurse in monitoring the condition of the patient and 
changing the packet of fluid in case it is over. No matter which feeding technique he/she is using, he/ she must 

follow these precautions Steps while feeding a patient 

• Step 1: Check the diet of the patient with the dietician or the nurse before feeding the patient. 

• Step 2: Only feed the patient at a pace he or she is comfortable with. 

• Step 3: Make sure the patient is completely awake and alert before feeding. 

• Step 4: Make sure the patient’s food or liquids are of the correct consistency before feeding them to the 
patient. 

• Step 5: Check the temperature of the food or liquids to ensure each item is suitable for the patient to 
consume. 

• Step 6: If the patient begins coughing excessively or choking, stop feeding immediately. Provide appropriate 
care and notify the Healthcare provider. 

• Step 7: Never rush the patient while eating. 

• Step 8: Never feed a patient who is not properly positioned. 

• Step 9: Provide the patient with towels and sheets for cleaning immediately after eating. 

Guidelines for serving food

The importance of serving food is to facilitate the feeding process for the patient. In order to make sure that you 

serve the patient effectively, you must follow the following guidelines 

• Step 1: Ask the nurse about the diet plan of the patient. 

• Step 2: Help the patient to the washroom in washing their hands before dining. 

• Step 3: Check the temperature of the food that is being served. It should be comfortable for the patient. 

• Step 4: Keep noise levels low. 

• Step 5: Do not shout or raise your voice. 

• Put the spoon on the side of the mouth where there is feeling. Be sure food is being swallowed and not 
collected on the numb side of the patient’s mouth. 

• Stop feeding a patient if they tell or show that they have had enough. Stop feeding a person if they fall asleep 
during the meal. 

• If the patient can walk, encourage him or her to walk before a meal. Walking may help in gaining appetite 
and helps the body digest the food. 

• Wear gloves while carrying, serving or feeding the patient. If the patient express discomfort while feeding 
you can remove the gloves, wash your hands thoroughly and continue feeding the patient 
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• Step 6: Do not bang plates or cups. 

• Step 7: Arrange the food to be consumed by the patient in a manner where all the items are kept open for 
the patient to choose from. 

• Step 8: Always tell the patient what is being served and encourage the patient to eat the items that are being 
served. 

• Step 9: Tell the patient about the benefits of the food items being served. 

• Step 10: Encourage the use of dentures, if the patient uses a denture. This will help the patient in chewing 
better and therefore in better digestion of the food consumed. 

12.2.5 Food Nutrition and Dietetics
Let us study about the food which is given to the patients and its importance. The type of food that the patients 
eat has a considerable effect on their health. Alterations in their diet can assist in preventing or controlling a 
number of health problems such as obesity, diabetes and some of the risk factors related to cancer and heart 
diseases. Dietetics is the health area that deals with the interaction between nutrition and health. You as a 
general duty assistant should have sufficient knowledge about the nutrition need of the patient according to his/ 
her condition or disease type. Let us see some of the common diet of patient in health and disease, which a GDA 
should know.

Diet in Gastroenteritis: Gastroenteritis or common stomach flu is a condition where the stomach and the 
intestines are inflamed, generally due to a viral infection. Common symptoms of this ailment include:

• Upset stomach 

• Nausea 

• Diarrhoea 

• Cramping 

• Vomiting 

The aim of a diet that has been planned to deal with gastroenteritis is to prevent dehydration from occurring. 
An appropriate balance of electrolytes also needs to be maintained. Minerals like sodium and potassium are the 
electrolytes that a body requires to work properly.

Vomiting and diarrhoea, which are the common symptoms of gastroenteritis, can flush out the electrolytes from 
the body. In this case, such food should be provided which can rehydrate the body and reinstate the balance of 
the electrolytes. Oral dehydration salts help a lot in this case. Oral rehydration salts (ORS) is a specially prepared 
drink that has a combination of dry salts. When mixed in the right proportion with safe water, the ORS drink can 
help in rehydrating the body after plenty of fluid has been lost as a result of diarrhoea. There are two ways to 
make oral dehydration salts.

Take the ORS powder present in the market and mix it with water as prescribed. Second way is to simply add one 
teaspoonful of sugar and one teaspoonful of salt in one glass of water and the solution is ready.

• Diet in Diabetics: A simple, nutritious and healthy diet that is full of nutrients, has less fat, and moderate 
calories is required for patients suffering from diabetes. The content of carbohydrates in what the patient 
eats should be increased carbohydrates affect the blood sugar levels.

• Diet in heart disease: Patients suffering from heart diseases must be given healthy fats, nutrients, fibre, 
omega 3 and protein rich food items. Eating more fruits and vegetables will help a lot.



171170

Participant Handbook

Exercise 
1. What is the importance of feeding?

............................................................................................................................................................................

............................................................................................................................................................................

2.  List the precautions while feeding a patient.

............................................................................................................................................................................

............................................................................................................................................................................

3. What is the importance of managing elimination needs?

............................................................................................................................................................................

............................................................................................................................................................................

Tips
• One of the most important roles for you as a General Duty Assistant is in feeding and/or assisting a patient 

in feeding

• The different types or methods of feeding are classified as: 

 » Oral feeding 

 » Tube feeding 

 » Fluids or intravenous route 

• Encourage the patients to eat independently. 

• Check the diet of the patient with the dietician or the nurse before feeding the patient. 

• Encourage the use of dentures, if the patient uses a denture. It will help patient in chewing better and 
therefore  better in digestion of the food consumed. 

• Cleaning the external genitalia and surrounding area is called perineal hygiene.

• Before performing perineal care, a preliminary assessment must be made.
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12.3.1 Measuring Vital Signs/Parameters

UNIT 12.3: Measuring Parameters

At the end of the unit, you will be able to:

• Help in measuring patient’s parameters accurately   

The heart rate, blood flow, body temperature and the oxygen supply are described as the “Vital Signs”.

The general health condition of a patient is measured using these parameters These vital signs are measured 
from time to time to understand the status of the patient’s health. Increase or decrease in these measurements 
can lead to medical emergencies. Vital signs are the first thing to be checked by a doctor to understand the status 
of the health condition. As a GDA, you are expected to know about these parameters and ways to measure it  
as these are the health indicator of patient’s condition. Although your job as a GDA will be to assist the nurse in 
taking these measurements.

12.3.2 Body Temperature
Body temperature is a measure of the body’s ability to regulate 
heat. The human body functions normally in a specific range of 
temperature. If the body temperature is steady, the body functions 
normally. If it is either high or low, it means you are not normal and 
that you need medical attention. Body temperature is measured 
in degrees Fahrenheit (F) and degrees Celsius (C). The normal 
body temperature for a healthy person is 98.6 degrees Fahrenheit 
or 37 degrees Celsius. It may also be 1 °F (0.6 °C) above or below 
98.6°F (37 °C). The body temperature is normally measured using a 
thermometer.
The most common places for measuring body temperature are:

• Mouth 

• Ear 

• Forehead 

• Armpit (also called axillary method) 

• Rectum 

Equipment used for measuring body temperature

In the hospital, body temperature is measured using a clinical thermometer. Clinical thermometers are of two 
types: Liquid Filled and Electronic.

Fig.12.3.1: Measuring Body Temperature

Unit Objectives 
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12.3.2.1 Measuring Body Temperature Using the Oral Method 

The traditional measuring instrument may be a glass tube. it's a bulb 
at one finish. The bulb contains a liquid that is commonly mercury. 
The liquid expands with an increase within the temperature. The glass 
wall of the measuring instrument is label to point the temperature 
levels. The bulb of the thermometer is inserted into a piece to live the 
temperature.

Let us currently learn the procedure to live and report the body 
temperature victimization the oral technique. The temperature may 
be measured by putting the bulb of the thermometer within the 
mouth. This technique is understood because the oral technique. The 
oral technique is that the most typical technique of mensuration body 
temperature. As a GDA you need to apprehend the steps to live the 
body temperature victimization the oral technique.

Step 1: Wash the thermometer in water under normal room temperature.

Step 2: Ensure that the reading of the mercury level is below the 95 ° F mark. 

Step 3: Reset the mercury level below the 95° F level by shaking it vigorously.

Step 4: Place the bulb thermometer under the tongue. Ask the patient to close the lips tightly around it. The 
person must be able to breathe through their nose. Keep the thermometer in the mouth just for a minute. Use a 
watch to check the time. Use a watch to measure the time. Remember, in order to get an accurate reading, you 
must ensure that the patient breathes through the nose while you take the temperature.

Step 5: Remove the thermometer from the mouth and note the reading. Step 6: Clean the thermometer in water 
under normal room temperature.

12.3.3 Blood Pressure
During the heartbeat, the heart pumps blood to the different parts of our body. Blood flows to different parts  
of our body within blood vessels and exerts certain pressure on the wall of the vessels. This pressure is known 
as blood pressure. An increase in the blood pressure can damage the body organs and a decrease in the blood 
pressure results in insufficient supply of blood to the body organs. The vessels may break leading to haemorrhage 
(blood clots), further leading to death of a person. Also, low blood pressure indicates that blood flow to the 
organs is not adequate. Therefore, blood pressure is a good indicator of the person’s health as it indicates the 
flow of blood to the various organs.

Equipment used for measuring blood pressure

The BP apparatus or sphygmomanometers is used to measure the blood pressure is 
measured using or. The BP apparatus comprises a pressure cuff which is wrapped around 
the arm of the patient. The pressure cuff is attached to the hand bulb. The hand bulb 
pumps air into the pressure cuff. A release value on the hand bulb controls the air pumped 
into the cuff. The pressure cuff is attached to the mercury gauge through rubber tubing

.The mercury level keeps rising as the hand bulb pumps air into the pressure cuff. The BP 
apparatus is used along with a stethoscope which is used to hear sounds generated in 
blood vessels. 

Fig.12.3.2: Thermometer

Fig.12.3.3: B P Monitor
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Measurement of blood pressure 

As a GDA you must know the steps to measure the blood pressure of the patient although it is the duty of the 
nurse, you only need to assist him/her in doing that.

• Step 1: First, see that the patient is relaxed and is comfortably positioned on the bed. 

• Step 2: The patient extends the arm. The cuff of the BP apparatus is wrapped around the patient’s upper 
arm. 

• Step 3: The drum of the stethoscope is placed under the pressure cuff. The sound of the blood flow is heard 
when the drum is placed. 

• Step 4: The hand bulb is used to inflate the cuff to create maximum pressure. This is indicated in the mercury 
gauge by the rise in the level of mercury. 

• Step 5: The doctor inflates the pressure cuff until the sound of blood flow stops. Now the pressure cuff is 
deflated by using the release valve of the hand bulb and the pressure drop is indicated by the mercury level. 

• Step 6: The reading of the mercury level is noted when the first sound is heard on the stethoscope. 

• Step 7: The pressure cuff is deflated until the normal blood flow sounds are heard again. The reading of the 
mercury level is noted when the blood flow sounds are heard normally. 

• Step 8: The pressure cuff is removed from the arm of the patient and the patient is asked to relax.

12.3.4 Breathing Rate
Breathing is a process of taking in breath which we call inspiration and letting out breath which we call expiration. 
When we breathe in air, the lungs get filled with air. The lungs absorb the oxygen in the air inhaled. The blood 
then carries this oxygen and supplies it to all parts of the body. Breathing rate is the number of breaths a person 
takes in a minute. Measuring breathing rate is a good way to check on the supply of oxygen within the body. 
Normal breathing rate for adults is 12 to 20 breaths per minute.

12.3.4.1 Measurement of Breathing Rate 
The most common method of measuring breathing rate is by physical examination of the patient for a minute. 
The steps involved are:

Step 1: Seat the patient comfortably on the examination stool.

Step 2: Ask the patient to breath normally. Observe the number of chest expansions.

Step 3: Measure the breathing rate by counting the number of chest expansions in one minute.

The normal breathing rate of a healthy person is 12 to 20 breaths per minute. If the breathing rate is higher than 
20 breaths per minute it indicates that the oxygen supplied to the body parts is inadequate. Lower breathing 
rate indicates the abnormality of the functions of the lungs. Both high and low breathing rates need medical 
attention. You must report them to the doctor immediately.
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12.3.5 Height and Weight of a Patient
Body measurements have been used as nutritional indices for 
many years. Height is the measurement taken from crown to heel 
after ensuring that the neck, hip joint and knees of the Patient are 
extended and weight is the heaviness of the person.

To measure height and weight of a patient, the following equipment 
is needed:

• Scales with a height rod / height measuring apparatus 

• Tape measures or measuring rod 

• Weighing machine / Weight balance / Weighing scale 

• Pen / Pencils / Chalk to mark 

• Weighing machine / Weight balance / Weighing scale 

• Pen / Pencils / Chalk to mark 

• Height and weight record sheet 

Procedure for measuring height and weight 

To weigh a patient:

• Explain the procedure to the patient being weighed. 
• When weighing children, explain the procedure to the mother. To weigh an infant: 

• A clean paper is kept when weighing of an infant takes place by keeping the baby on the platform and noting 
the weight.

• Place the child on the platform. 

• Read the weight after balancing and record it on the infant’s chart. 

• Tell the mother the recorded weight and show / tell how much weight the child has gained or lost. 

To weigh children and adults: 

To measure the height of a newborn / infant: 

• Place the tape measure or measuring rod on a table or firm surface and place the infant alongside the 
measure. Hold the head and heel firmly and note the reading or, 

• Place the infant on a white cloth or paper, hold the head and feet in a straight line; have someone mark the 
position of the head and heel; place the tape measure on the marked area and read the length. 

• Balance the scale / weighing machine. 

• Instruct the person to stand on the middle of the platform of the 
weighing machine. 

• In case of a scale, move the bar to the right or left until the scale 
balances. 

• Read the scale or the reading on the weighing machine. 

• Record the weight on the chart immediately. Tell the person his weight. Fig.12.3.6: Weighing Machine

Fig.12.3.4: Measuring height

Fig.12.3.5: Weighing a patient
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To measure the height of school children and adults:

• Instruct the person to stand against the height rod, with his feet together, with his back towards the height 
rod, arms and hands straight and head erect. 

• Place a flat board or ruler on top of his head and read the figure appearing at the point where the ruler 
touches the head. 

• Read out the height to the person and record it. 

Exercise 

Skills Practical: Role Play 
1. In groups of four prepare a role play on measuring vital body parameters as: 

• Body temperature 

• Blood pressure 

• Height and weight 

2. You have 10 minutes to prepare your role plays. 

1. How will you measure body temprature? What is the importance of monitoring body temperature?

............................................................................................................................................................................

............................................................................................................................................................................

2. Define documentation. Write the purpose of documentation.

............................................................................................................................................................................

............................................................................................................................................................................

3. List down some of the care that nursing assistants must document.

............................................................................................................................................................................

............................................................................................................................................................................

Tips
• The heart rate, blood flow, body temperature and the oxygen supply are described as the “Vital Signs”.

• The body temperature is normally measured using a thermometer.

• The BP apparatus or sphygmomanometers is used to measure the blood pressure.
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13. Elimination

Unit 13.1 - Elimination

HSS/N 5105 
HSS/N 5110
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At the end of the unit, you will be able to:

• Understand the importance for excreta disposal in human body.

• Understand care to be provided in case of urine and bowel Incontinence or patient with urinary catheter.

• Observation of urine and stools for routine as well as special reporting.

Key Learning Outcomes 
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13.1.1 Managing Elimination Needs
Removal  of body waste is called elimination. Some patients may not be in a state to move in order to eliminate 
their body wastes. Some may not even be aware of the need for elimination of their body wastes. How must you 
help such patients? Is there any special equipment that you must use to help such patients? Which are these 
equipment and how to use them? 

13.1.2 Equipment Used for Managing Elimination Needs
Most patients who are in a good medical condition can express the need to use the toilet and manage their needs 
themselves. However, many of them need some help to move to the toilet. For patients who are bedridden, v can 
manage their elimination needs by using various equipment.

Some of the equipment used are:

Bed Pan

A bed pan is used for patients who are bed ridden but are able to say their need to pass urine or defecate. 

Urinal

A urinal is much like a bed pan but is meant only for a male. The urinal is shaped in a way that only a male patient 
may use it while still in bed and remain comfortable.

Diapers

Diapers are used for Patients connected to the bed are provided with different types of elimination needs.

Foley Catheters

These are tube like equipment that are inserted directly into the urinary bladder and are used to empty the urine 
directly from the bladder.

On the basis of the patient’s condition, the doctor would advise the use of the appropriate equipment. You must 
know the equipment to be used depending on the medical condition of the patient.

UNIT 13.1: Elimination

At the end of the unit, you will be able to:

• Explain the meaning for excreta disposal in human body.

• Understand care to be provided in case of urine and bowel Incontinence or patient with urinary catheter.

• Observation of urine and stools for routine as well as special reporting.

Unit Objectives 
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13.1.3 Placing the Bed Pan for Use 
In order to help a person with the bedpan, you must put the following items within easy reach of the patient.

• A basin with warm water 

• Disposable gloves

• Toilet paper 

• Towels 

• Wash clothes 

Steps are as follows:

• Step 1:. Tell the patient that you are helping him/her in using the bed pan which will further help him/her to 
overcome any fear or uncertainty.

• Step 2:  Try to lower the head part of the bed to a lowest position that a patient can bear. Also try to level 
the bed so that the patient can easily roll on his/her side. 

• Step 3: Enquire the patient, on which side he/she is more comfortable. 

• Step 4: Put on the disposable gloves.

• Step 5:  Enquire the patient to hold the rails of the bed so that they can stay to the rolled side. 

• Step 6: Bring the patient a warm bed pan which is rinsed in hot water and then dried. Bring it inserted in 
paper cover.

• Step 7: Place the bed pan across the buttocks,  to ensure the buttocks are under the curved edge of the bed 
pan. 

• Step 8: Ask the patient to sit back to ensure that the bed pan does not move from its place.  Hold the bed 
pan till the time patient sit back to its place. 

• Step 9: Lift the head of the patient somewhat from the bed, so that patient can come in a sitting position, 
which will relax him/her.

• Step 10: Provide some privacy to the patient. In addition, ensure that he/she has a call button nearby for 
contacting you. 

• Step 11: When the patient is done, answer his call accordingly. Carry the warm water basin. 

• Step 12: Take out the bed pan after its use.  

Fig.13.1.1: Bed Pan Fig.13.1.2: Diapers Fig.13.1.3: Foley Catheters
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13.1.3.1 Removal of Bed Pan After Use 

13.1.4 Using Urinals

Fig.13.1.4: Urinals

13.1.3.2 Precautions to be taken While Using Bed Pan
• Respond to the call of the patient quickly.

• Explain the process politely before placing the bed pan.

• Always wear gloves while helping the patient use the bed pan.

• If the patient complains of pain while urinating or if you observe any abnormality such as bleeding while 
passing urine or blood in the faecal matter, report it to the nurse or the doctor immediately.

• If you find any areas of redness or soreness on the skin of the patient near the buttocks or the genitals, report 
to the doctor immediately.

• Once the bed pan is removed and cleaned, fill it with warm soap water. Use a toilet brush to clean the pan 
thoroughly. You can also use a bleach to clean the bed pan. After cleaning the bed pan, sanitize it immediately.

• Maintain proper hygiene while managing the elimination needs of the patient. It is very critical in the 
prevention of many infections.

• Step 1: Lower the head of the bed to a flat position, if possible.

• Step 2: Ask the person to turn over so that you can take away the bed pan.

• Step 3: Grab the bed pan with one hand and carefully take off from the person’s buttocks.

• Step 4: If the person has had a bowel movement, use a washcloth and towel to clean the area using the 
appropriate cleansing methods as per your hospital’s protocol.

• Step 5: Place the bed pan on a chair and place a towel over the contents of the bed pan. Never place the bed 
pan on a side table or a bed table.

• Step 6: Cleanse the person’s buttocks or genital area first with toilet paper or wet wipes. If necessary, wash 
the anal area with soap and warm water. Dry thoroughly.

• Step 7: Adjust the position and dressing of the patient. Keep the bedding in order. Step 8: Open the windows 
to keep the air fresh and clean.

Elimination of wastes such as faeces and urine can lead to different types of infections. You must maintain hygiene 
while helping the patient in managing their elimination needs.

Patients who are recovering from surgery or illness and cannot reach to a 
bathroom quickly are forced to ask for help when they feel the need to urinate. 

Step to use Urinals  

• STEP 1: Collect equipment required for the procedure 

• STEP 2: Put on safe hand gloves
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13.1.5 Using Diaper 

• STEP 3: Share the procedure with the patient

• STEP 4: Choose a position that is comfortable for patient. If patient is not comfortable to stand on his/her 
feet, ask him/her to sit when using the urinal.

• STEP 5: Tilt the patient ward  slightly, aims  into the urinal.

• STEP 6: Empty and clean the urinal after use.

A person whose body is bigger than that of small babies wears an adult diaper. There are various situations when 
an adult needs to wear diapers such as severe diarrhea or dementia, mobility impairment, incontinence and so 
on. 

Some people have medical conditions due to which they have 
urinary or fecal incontinence, require diapers or comparative items 
since they are unable to control their bladders or bowel movement. 
Bedridden patients, including those with good bowel and bladder 
control, may wear diapers since they are unable to go to the toilet 
frequently or independently.

Changing Diapers 
• Step 1: If the patient is soiled, you also want to have either 

wipes or washcloths to perform perineal care. Make sure at 
least one of the washcloths is dampened with warm water and 
another is completely dry. You need multiple washcloths if they 
had a bowel movement.

• Step 2: Wipe the patient's genitals thoroughly with the dampened 
washcloth and then pat them dry with the dry one. You don't 
want to leave moisture on the patient's skin or else it defeats the 
purpose. If they have a foley catheter, make sure you wipe around 
it as well as four inches up the tubing coming out of the urethra.

• Step 3: With patients on bedrest, the best way to put an adult 
diaper on is to have them roll onto their side. An incontinence pad 
helps immensely if the patient can't roll on their own.

Fig.13.1.5: Diaper

Fig.13.1.6(a): Changing Diapers

Fig.13.1.6(b): Changing Diapers
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Tips
• Respond to the patient call quickly 

• Always wear gloves while helping the patient use the bed pan.

• If the patient complains of pain while urinating report it to nurse or doctor immediately.

• If you find any redness or soreness in the patient’s skin inform it to nurse or doctor immediately.

• Maintain proper hygiene while managing the elimination needs of the patient. 

• Step 4: If they are able, ask the patient to grab the rail on the 
side of the bed that you are turning them, which will be the face 
you are on. If the bed doesn't have a rail, be very cautious. You 
don't want the patient rolling off the bed.

• Step 5: Then grab the pad on the opposite side of you and 
slowly pull it upwards and towards you, assisting the patient to 
their side. Once they are in place, support the patient's back and 
bottom and put the pad back on the bed.

• Step 6: If they are soiled wipe their bottom and in the creases 
around their bottom thoroughly with the wipes or dampened 
washcloth and pat dry with the dry one. Then place barrier 
cream on their bottom if necessary.

• Step 7: Make sure the plastic side of the adult diaper goes on 
the outside of the patient. Most briefs have four sticky flaps, two 
on each end. Place that half underneath the patient's bottom  
in such a way that it will be directly in the center once they roll 
back. Tuck the end closest to them underneath their hip as much 
as you can. The rest of the brief should be down by their legs.

• Step 8: Once it is in place, ask or assist them back flat onto their back. Then roll them the other way exactly 
how you did it the first time and pull out the rest of the brief.

• Step 9: The other end of the brief down at their legs should then be pulled up between their legs towards 
the stomach. Lay it flat and wrap the sticky flaps over the end on the stomach securing the brief. Make sure 
it is wrapped very snug so it doesn't slip off.

Fig.13.1.7(a): Cleaning Body

Fig.13.1.7(b): Cleaning Body
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14. Bed Making

Unit 14.1 - Bed Making

HSS/N 5114
HSS/N 9605
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At the end of the unit, you will be able to:

• Understand various types of linen used in hospitals.

• Develop an understanding for the need of periodic changing of linen.

• Understand preparation of an empty bed, occupied bed and room after discharge etc.

• Describe how to prepare room for admission.

Key Learning Outcomes 
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UNIT 14.1: Bed Making

At the end of the unit, you will be able to:

• Know about the various types of hospital beds.

• Make up the bed for patient.

14.1.1 Hospital Bed
A hospital bed is specially designed for hospitalized patients or others in need of some form of Healthcare. 

Common features are adaptable height for the entire bed, the head, and the feet, modifiable side rails, and 
electronic buttons to operate both the bed and other nearby electronic devices.

Wheels: Enable easy movement of the bed, either within parts of the facility or within the room. Wheels are 
lockable. For safety, wheels can be locked during shifting the patient in or out of the bed.

Elevation: Beds can be raised and lowered. While cranks are used in old beds, on modern beds this is an electronic 
feature.

Side rails: These can be raised or lowered, as they provide protection for the patient and make the patient, feel 
more secure.

Fig.14.1.1: Hospital Bed

Unit Objectives 
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14.1.1.1 Types of Hospital Beds

Routine beds

Special beds

Fig.14.1.3: Simple unoccupied bed.

Fig.14.1.5: Cardiac bed

Fig.14.1.8: Admission bed

Fig.14.1.6: Orthopaedic bed

Fig.14.1.9: Plaster of Paris bed

Fig.14.1.7: Operation bed

Fig.14.1.10: Amputation bed

Fig.14.1.4: An occupied bed. 

Fig.14.1.2: Types of Hospital Beds
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14.1.2 Bed Making

• Prepare the bed for the Patient’s return.

Supplies

• Bed side

• Linen Hamper or bag 

• Bed sheet 

• Blanket 

• Top sheet 

• Pillow Cover

• A plastic draw sheet 

• Cotton draw sheet

• Bottom Sheet 

• Mattress Pad 

• Gloves

Fig.14.1.11: Bed Making

The reason for bed making is to enable Patients to feel good and to diminish pathogens in the Patient's condition. 
Spotless, dry, and sans wrinkle cloths additionally help to diminish the potential for skin breakdown and they are 
essential to help control smell. 

Important supplies for bed making incorporate clean materials, a tight base sheet to avoid wrinkles that may 
cause skin irritation, and clothing of the upper bed that does not weigh on the Patient's body or confine their 
movement, yet at the same time covers his or her shoulders. Changes in fundamental bed making might be 
essential for comfort and to suit a Patient’s conditions.

Purpose of Bed Making
• To minimize source of skin irritation.

• To provide a clean environment for the Patient.

• To promote the Patient’s necessities.

• Patient has clean, safe surroundings  throughout  hospitalisation.

• Patient verbalizes a sense of comfort while in bed.

• To reduce source of illness. 

• To provides a good look.

• To provide a clean environment.

• Patient's skin remains free of irritation throughout 
hospitalization.

Kinds of Linens

There are five types of linens generally:

1. Blanket: A large piece of fabric which is delicate, woollen and 
used to keep warm or as a bed cover.

Fig.14.1.12: Blanket
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14.1.2.1 Steps of Bed Making 
• Step 1:   Wash your hands, wear gloves and carry a clean sheet to the patient’s room. 

• Step 2: Greet the patient and inform them that you will be making their bed now. Start by explaining how 
they can help in the process, or modify the process as per their comforts and needs. Give them privacy, if 
needed. 

• Step 3: Shift any chairs/stools away from the bed if there are any. 

• Step 4:  Pull up the support bed rail to ensure that the patient does not fall out of the bed. Adjust the height 
of the bed to a comfortable level so that you don not strain your back.

2. Top sheet: Used to cover the patient in order to provide warmth, 
made of thick cotton, thermal material.

3. Cotton draw sheet: A piece of fabric that the rubber sheet and is 
used to absorb and moisture. 

4. Bottom sheet: It is a mattress cover. 

5. Rubber sheet: Used to prevent the bottom sheet from soiling 
due to patient secretions. It's usually placed over the centre of 
the bottom sheet.

• Step 5:  If the patient is feeling fine then lower the head/top 
portion of the bed to ensure a wrinkle-free spread.

• Step 6: Cover the patient with a cover to prevent them from 
exposing them to cold air. Fanfold the top layer of the bed sheet 
and then spread it underneath the cover. Loosen the bed sheet 
kept at the foot of the bed and remove it

• Step 7: If the mattress slides down when raising the head of the 
bed, then pull it up back. If the patient is capable ask them to 
hold the head of the bed. 

Fig.14.1.13: Top sheet

Fig.14.1.14: Cotton draw sheet

Fig.14.1.15: Bottom sheet

Fig.14.1.16: Cover the patient with a bath blanket
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• Step 15:  Remove the old pillow cover and put the removed 
bedsheet and the pillow cover it in the laundry bag. Put a clean 
cover over the pillow. Place the patient’s head on the pillow.

• Step 16:  Place the clean top sheet over the patient.

• Step 17: Now, tuck the top sheet and spread under the mattress 
at the foot of the bed.

• Step 11:  Fanfold the clean bed sheet towards the patient, and 
place the sheet, around 38 cm from the top portion of the bed, 
with its center fold in the middle of the bed. Then, tuck in the 
whole edge of the sheet on your nearest side. Fanfold the rest of 
the sheet towards the patient.

• Step 8:  Ask the patient to hold the bed rails and, gently, roll the patient to the other side of the bed. To make 
the patient comfortable, place the pillow under their head.

• Step 9:  Similarly, remove the lower layer of the bedsheet, one side at a time. 

• Step 10:  Put the clean bed sheet on the bed, keeping the center fold in the center of the bed. 

• Step 12:  Roll the patient gently over the dirty and fan folded 
sheet to the side with the clean bed sheet.  

• Step 13: Similarity, do the other side of the bed.    

• Step 14:  If the patient is comfortable, help them into a supine 
position.

• Step 21: Raise the head of the bed to a comfortable position as told by the patient. Ensure the bed rails are 
raised and the wheels are locked. Observe and assess the patient’s body alignment, mental and emotional 
status.

• Step 22: Return the chairs and stools earlier kept away to their original positions. Remove the laundry bag 
from the room and discard the gloves.

Fig.14.1.17: Fanfold the bottom sheet

Fig.14.1.18: Place the sheet behind the patient

Fig.14.1.19: Place the sheet to other side of bed
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Tips
• Make sure the bed is firm, smooth and unwrinkled. Wrinkled bed-sheet can lead to undue pressure points on 

the patients leading to bed sores.

• Inspect the mattress and pillows daily of vermin.  Destroy them if found in bed.

• Make adaptations according to climatic differences, individual needs, customs and habits related to the 
patient.

• Turn the mattress, air it and make it free from lumps and creases.  

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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15. Fall Prevention

Unit 15.1 - Fall Prevention

HSS/N 5101, HSS/N 5103
HSS/N 5105, HSS/N 5106 
HSS/N 5111, HSS/N 9606
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At the end of the unit, you will be able to:

• Describe standards for prevention of patient’s fall.

• Describe care to be taken to avoid fall in high risk patients.

• Describe measures to be taken to prevent falls.

• Describe action in event of a fall incident.

Key Learning Outcomes 
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15.1.1 Fall Prevention
Due to various reasons, patient’s falling is a serious problem in 
the hospital and. and is used as a quality measure. Some common 
challenges a due to which the patients are vulnerable to falls in the 
hospitals are:

• New environment 

• Illness

• Surgery 

• Bed ridden 

• Medications 

UNIT 15.1: Fall Prevention

At the end of the unit, you will be able to:

• Describe standards for prevention of patient’s fall.

• Describe care to be taken to avoid fall in high risk patients.

• Describe measures to be taken to prevent falls.

• Describe action in event of a fall incident.

• Treatments 

• Duty of various tubes and catheters

Falls are destructive to the patients and their family members. Further a fall can result in fear of falling in future, 
downward spiral of reduced mobility, and function loss.

The connection from fall risk nursing evaluation to risk conversation of care team members, to custom-made 
interruption to avoid risk is yet to be rooted. The aim of the Fall TIPS research study is to root this link. Fundamental 
findings from the interviews of the patients concluded the Fall TIPS research study suggests that most of the 
patient fall in the hospitals can be avoided if the patient waits for help. Fall prevention measures requires certain 
measures such as checking the patient on regular interval of time, ensuring that patient’s personal possessions 
are easily accessible. During the rounds, the flowing 5P check is required:

1. Pain:  Determine the pain level of the patient. Give the pain killer, if required.

2. Personal Basic Needs:  Offer help in using the toilet, food and other basic needs.

3. Position: Ask and assist the patient in attaining a relaxed position or immobile patient in maintaining skin 
honour.

4. Placement:  Ensure that things such as phone, bell and reading material are easily assessable to the patient. 

5. Prevent Falls:  Ask the patient or their family member to turn on the call light whenever the patient needs 
to move out of bed. 

Fig.15.1.1: Patient falls

Unit Objectives 
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Importance of Fall Prevention

It supports in clinical decision making. Utilization of a regulated assessment guarantees that key risk factors are 
determined and executed.

Fall prevention encourages care planning. A good care plan works much better is the specific details about the 
possible risks that a patient may be at, are clearly defined and mentioned. A GDA needs to be use a special 
language using which they depict potential risks for the patient. 

Assessment of risk factors
Assessing key risk factors include:

• History of falls: Patients who have a history of falls are prone to 
more falls in future.

• Mobility problems and use of assistive devices: Those patients 
who have problem in walking or require a supplementary 
equipment for mobility are more likely to fall.

• Medications:  Patients who are on an expansive number of 
physician endorsed medicines, or patients who have been 
prescribed medicines which may cause sedation, misperception 
or orthostatic pulse changes are at a greater risk for falls.

• Mental status:  Patients who are suffering, or have a history of, from delirium, dementia, or psychosis may be 
moody or temperamental, which puts them at a risk for falls.

• Continence:  Patients who have urinary recurrence are always at a greater risk for falls. 

Other risks for falls include restricted mobility due to being fastened to gear, such as an IV pole, vision impairment 
and orthostatic hypotension.

Fig.15.1.2: Fall Risks

15.1.2 Role of GDA in Fall Prevention
In order to mitigate the risk of patient fall a GDA should : 

• Identify the patient at risk for falls

• Relocate patient’s room closer to nurse’s station, if possible.

• Check patient at least every hour.

• Ensure that patient beds are in the lowest position and the upper side rails are upright.

• Offer bathroom visits every 2 hours.

• Reinforce activity limits and safety precautions with patients and family.

• Notify family member to obtain footwear and ambulation equipment from home (i.e. walker, cane) when 
applicable.

• Assess the need for a physical therapy consultation

• Ensure that the patient is using the proper assistive device to ambulate

• Collaborate with staff members regarding a fall prevention plan.
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Tips
• In healthcare units following fall prevention guideline need to be adopted:

 » Familiarize the patient with the   environment.

 » Demonstrate the use of call light to the patient.

 »  Keep the call light within the easy each of the patient.

 » Keep all the patient’s personal belongings within the ease reach of the patient.

 » Ensure the handrail in the bathrooms, rooms and halfway are strong enough. 

 » Keep the bed in a low position when the patient is resting and when patient has to move from the bed, 
raise the bed to a desirable height.

 » Lock the breaks of the beds.

 » Lock the wheels of the wheelchair when not in use.

 » Ensure the patient’s footwear should be non-slippery, comfortable and should be well fitted. 

 » Utilize night lights or additional lighting.

 » Ensure the floor surfaces are dry and clean. In case of spills, clean the floor immediately.

 » Ensure the care areas of the patients are uncluttered.

 » Follow safe patient handling practices.

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
__________________________________________________________________________________
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16. Mortuary 
Management

Unit 16.1 - Mortuary Management

HSS / N 5115
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At the end of the unit, you will be able to:

• Learn Managing last offices.

• Packaging dead bodies in case of non communicable and communicable diseases.

Key Learning Outcomes 
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UNIT 16.1: Mortuary Management

At the end of the unit, you will be able to:

• Carry out last office work in the hospital   

16.1.1 Definition of Death
Death affects a person physically, psychologically, emotionally, 
spiritually, and financially. If the death is abrupt and unexpected, or 
ongoing and hoped for, there are information and help accessible to 
address the impact of dying and death.

16.1.2 Purpose of the Procedure
The purpose of the procedure is to:

• Assist the sufferer in having a comfortable and peaceful death.

• Prevent injury to the body tissues after death.

• Prevent contamination from drainages while the body is being transferred.

• Prevent physical deformities of the body.

• Relieve mental tension of relatives.

• Console distressed relatives.

• Prevent the other patients in the ward from having traumatic experiences.

Death is defined as:

1. “Cessation of heart-lung function, or of whole brain function, or of higher brain functions.”

2. “Either permanent cessation of circulatory and respiratory functions or permanent cessation of all functions 
of the whole brain, including the brain stem.”

Fig.16.1.1: A Dead Body

Unit Objectives 
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16.1.3 Signs of Approaching Death
Dying patients exhibit signs of approaching death. These signs can be seen in the form of changes in:

1. Facial appearance: Facial muscle relaxes, cheeks become flaccid, facial structure may change, loss of muscle 
tone and anaemia.

2. Sight, speech and hearing: Sight gradually fails; the pupils fail to react to light. Eyes are sunken and half closed 
and a film appears over the eyes. Speech becomes difficult, confused, unintelligent and finally impossible. 
Hearing is thought to be retained longer.

3. The respiratory system: Respiration becomes irregular, shallow or very slow, and Sertorius due to the 
presence of secretions.

4. The circulatory system: Circulatory changes cause alterations in the temperature, pulse and respiration. 
Radial pulse gradually fails.

5. The gastro-intestinal system: Hiccoughs, nausea, vomiting, abdominal distension are seen. The gag reflex 
disappears; the patient feels the inability to swallow.

6. The genitor-urinary system: Retention of urine, dissention of the bladder, incontinence of urine and stool 
due to loss of sphincter control.

7. The skin and muscular-skeletal system: The skin may become pale, cool and sweat profusely.

8. The central nervous system: Reflexes and pain are gradually lost. Patient may be restless due to lack of 
oxygen and due to raised body temperature, although the body surface is cool.

16.1.4 Care of a Patient Approaching Death Psychological support
There are 5 psychological stages that dying persons pass through. These are:

• Denial 

• Anger 

• Bargaining 

• Depression 

• Acceptance 

A person approaching death has the following psychological needs: Provide relief from loneliness, fear and 
depression.

• Maintain security, self confidence and dignity. 

• Maintain hope. 

• Meet the spiritual needs according to his religious customs. 

• Provide a quiet environment. 

• Screen the patient’s unit to provide privacy. 

• If workable, shift the patient to a individual room. 

• Position the patient on his side or turn his head to the side to obstruct ambition. 

• Remove the blanket to reduce the weight on their body. 
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• Never leave the patient alone. 

• Never say anything near the patient which might hurt them because no one knows how long the power of 
hearing remains. 

• Keep the airways clean by clearing the mucous secretions ratting in the oropharynx with the help of suction. 

• Lips and tongue should be moistened with a wet cotton swab. Water should not be poured into the mouth. 
Perspiration should be wiped away etc. 

• Be sympathetic to the patient’s relatives and support them at the time of their emotional outbursts and 
reassure them. 

16.1.5 Signs of Clinical Death
The signs of clinical death are as follows:

• Absence of pulse, heart beat and respirations 

• Pupils of the eye becoming fixed and non-reactive to light 

• Absence of all reflexes. 

• Rigor mortis, a stiffening of the body after death, is due to fixation of the muscles. Rigor mortis generally 
appears in a few hours. Once a person has been annonced dead, his body should be taken care properly.

16.1.6 Procedure for Care of Body After Death

The steps for caring for a body after death are as follows:

• Step 1: Ascertain that the death is declared and certified by the doctor on duty. Ensure that the necessary 
forms are filled and signed by the person concerned.

• Step 2: Close the eyes immediately, straighten the arms laid at the sides. Straighten the legs. Any dentures 
that have been removed are to be replaced and the mouth is to be closed. Support the chin with a jaw 
bandage. The head should be elevated on a pillow.

• Step 3: Keep the body in a normal position. The body should be cared for immediately after death and before 
rigor mortis develops.

• Step 4: The body should be cared for with reverence.

• Step 5: Remove all the appliances used for the patient i.e. Ryle’s tubes, urinary catheter, oxygen catheters, all 
comfort devices, blankets, drainage tubes and soiled dressings. Adhesive marks are to be removed.

• Step 6: Remove ornaments of any type from the dead body: List and entrust it to a close relative and obtain 
a receipt for delivery of the same. Any other belongings of the patient that was entrusted at the time of 
admission should also be checked and entrusted to the relatives.

• Step 7: The body is bathed, hair combed and dressed in clean clothes. Pack vagina, rectum and nose with 
gauze or cotton. A perineal pad and diaper is applied to prevent the escape of urine and stool.

• Step 8: Place three identification labels - first on the left wrist, on the chest and over the packed body with 
details of the name, age, sex, ward, bed no., diagnosis, cause of death, complete address, date and time of 
death.
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• Step 9: Place hands over the chest and tie the thumbs and wrists together.

• Step 10: Tie the toe and ankles together.

• Step 11: Place a clean bed sheet under the body. Fold the top of the sheet over the face and shoulders.

• Step 12: Hold the bottom end of the sheet over the feet and then cover the body by folding the sheet from 
the sides and fixing it with tapes and bandages.

• Step 13: Place the 3rd identification tag over the sheet. Cover with another clean sheet.

• Step 14: In medico-legal cases the concerned authorities (CM0) should be notified and one extra death 
certificate is prepared by the doctor and sent to the mortuary / police inspector on duty.

• Step 15: If the patient was suffering from an infectious disease, the body should be handled with special care 
to prevent the spread of infection.

• Step 16: Ensure that the due payment is updated and paid. Send one copy of the death certificate to the 
mortuary, one to the admission office and one with a case sheet.

• Step 17: The dead body must be dispatched to the mortuary within half an hour after death through the 
bed-lift. Enter it in the dispatch book, report book and treatment book.

• Step 18: After the body is removed from the ward, the unit should be treated as in case of discharge of the 
patient i.e. fumigation, carbonisation, disinfection, etc.

• Step 19: Make a detailed written record of all the activities undertaken in the nurse’s record of the patient 
and also in the nurse’s report book. Record time of respiration stopped and death declared with red ink. 
Complete the case sheets and make an entry in the dispatch book. Special points to remember.

• Step 20: If the relatives want to care for the body, allow them to do so. Be kind, courteous and helpful.

• Step 21: The body must be transferred from the ward to the mortuary with great care, within an hour after 
death.

• Step 22: No dead body should be handed over to the relatives from the wards.

• Step 23: Inform the relatives that:

 » The body can stay in the mortuary for 48 hours, after which it will be disposed off.

 » Arrangements for bathing the body are provided in the mortuary.

 » Arrangements for a funeral van can be made through the enquiry office on payment.

 » Death certificate can be obtained from the medical record section on written request.

Tips
• Ascertain that the death is declared and certified by the doctor on duty. 

• Ensure that the necessary forms are filled and signed by the person concerned. 

• Prevent the contamination from drainages while the body is transferred.

• Relieve the mental tension of the relatives and console them.

• Prevent other patient’s in the ward from having traumatic experiences. 
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Exercise 
1. Define death. What is the main purpose of care of dying?

............................................................................................................................................................................

............................................................................................................................................................................

2. List articles needed for packing the dead body.

............................................................................................................................................................................

............................................................................................................................................................................

3. List 5 psychological stages a dying person passes through.

............................................................................................................................................................................

............................................................................................................................................................................

Notes 
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___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
___________________________________________________________________________________
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___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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17. Special Procedures

Unit 17.1 - Special Procedures

Unit 17.2 - Transporting Specimens

HSS / N 5115
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To understand the role of GDA during Special Procedure while assisting nurse/physician:

1. Application of heat and cold

2. Administering Oxygen

3. Suctioning

4. Catheterization

5. Enema

6. Specimen collection

7. Feeding through Ryle tube

Key Learning Outcomes 
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UNIT 17.1: Special Procedures

To understand the role of GDA during Special Procedure while assisting nurse/physician

• Application of heat and cold

• Administering Oxygen

• Suctioning

• Catheterization

• Enema

• Feeding through Ryle’s tube

17.1.1 Heat and Cold Application
Both heat and cold can help reduce pain. However, it can be confusing to decide which is more appropriate at any 
given time. These basic rules may help:

• Use cold for acute pain or a new swollen/inflamed injury.

• Use heat for chronic pain or an injury that is a day or more old.

Purposes of heat applications

• Promote healing & comfort

• Reduce tissue swelling

Results of heat applications

Fig.17.1.1: Results of heat applications

Unit Objectives 
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Local Effects of Heat

• Vasodilatation and increases blood flow to the affected area

• Bringing (oxygen, nutrients, antibodies, and leukocytes)

• Promote soft tissue healing

• Used for Patient with (joint stiffness, low back pain)

•  Sedative effect

• Increase inflammation

• Relieves pain, relaxes muscles, promotes healing, reduces tissue swelling, decreases joint stiffness

•  When applied, blood vessels dilate, causing increased blood flow, increasing O2 & nutrition to area and 
removing excess fluid from tissues

Complications

• Burns (pain, excess redness, blisters, pale skin) applied on

• Excessive peripheral vasodilatation

• Drop in blood pressure 

• Fainting attack

Systematic effects of heat

Application of Heat and Cold 

Fig.17.1.2: Systematic effects of heat

Fig.17.1.3: Application of Heat and Cold 
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Moist Heat Applications

• Water in contact with skin

• Water conducts heat

• Has greater, faster effects than dry

• Penetrates better

• Hot compresses

• Hot soaks

• Sitz baths

Local effect of cold

• Lowers the temperature of the skin and underlying tissue

• Vasoconstriction

• Decrease capillary permeability

• Slow bacterial growth

• Decrease inflammation

• Local anesthetic effect

Systematic Effects of Cold

Cold Applications

• Complications of Pain, burns, blisters, Cyanosis

• Persons at risk

• Fair skinned

• Those with mental or sensory impairments

• High risk for elderly or very young

Fig.17.1.4: Systematic Effects of Cold
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Contraindications to the use of cold

• Open wound (cold can raise tissue damage by lowering blood flow to an open wound). 

• Impaired circulation (cold can further impair nourishment of the tissue).

• Allergy and hypersensitive to cold application.

• Some people react by decrease BP.

• Inflammatory response (swelling, joint pain ).

Contraindications to Use Heat and Cold

• The first 24 hour after traumatic injury .

• Active hemorrhage .

• Noninflamatory edema.

• Localized malignant tumor .

Fig.17.1.5: Contraindications to the use of cold

Fig.17.1.6: Contraindications to Use Heat and Cold
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• Skin disorder.

• Open wound.

• Allergy or hypertensive to cold.

Temperature for hot and cold application

Methods of Applying heat and cold

• Hot water bag (bottle)

• Hot and cold packs

• Electrical Pads

• Ice Bags

• Compresses

• Soak

• Sitz Bath or hip bath

• Cooling Sponge Bath

Steps of heat and cold applications

• Understand the patient’s condition.

• Select the temperature on the basis of patient status and agency policy.

• Thoroughly explain the procedure and benefits to the patient.

• Assess patient’s status before during and after treatment is performed to prevent injury.

• Document the effects of therapy.

17.1.2 Emergency O2 Management
Assessing patients 

• For  critically  ill  patients,  high  concentration  oxygen   should 
be administered immediately.

• Oxygen  saturation,  ‘‘the  fifth  vital  sign’’,  should   be  
checked by pulse oximetry in all breathless and acutely ill 
patients(supplemented by blood gases) and the inspired oxygen 
concentration needs to be recorded on the observation chart 
with the oximetry result. (The other vital signs are pulse, blood 
pressure, temperature and respiratory rate).

• Pulse oximetry must be available in all locations where emergency oxygen is used. All critically ill patients 
should be assessed and monitored using a recognised physiological track and trigger system. 

Oxygen administration

• Oxygen should be managed by staff who are trained in oxygen administration. 

• The staff should use right devices and flow rates in order to attain the desired saturation range. 

Fig.17.1.7: Oxygen administration
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17.1.3 Suctioning
Suctioning is a procedure that removes excess secretions from the mouth and throat (oropharynx), from the 
nose and throat (nasopharnyx), and from the windpipe (trachea) using a mechanical aspiration device (Suction 
machine).

Indications for Suctioning: The need for clearing the airway is evidenced by:

• More frequent or congested-sounding cough

• Visible secretions

• Audible gurgling noise while breathing

• Suspected aspirations of gastric or upper airway secretions

Operating the Suction Machine: 

• Plug the suction machine into a grounded outlet.

• Check that the tubing from the machine to the collection jar is on and snug.

• Check that the lid to the collection jar is closed tightly.

• Attach the extension tubing to the collection jar.

• Turn the machine on and kink the extension tubing to block the flow of air. a. If the pressure gauge did not 
move when kinking the tubing, recheck all of your connections. Look for leaks in the system. The lid may not 
be closed tightly; a tub may not be on properly or the tube in punctured.

• Look at the pressure gauge. Using the control dial, set the gauge pressure between 15” and 20” of Hg. (for an 
adult) a. An infant or a child will use less pressure. Consult with your doctor

• After the pressure is set, connect the oral suction device (Yankauer Suction Tip) or suction tube to the suction 
extension tubing.

Precautions: The GDA who will be taking care of the patient should be well aware about proper suction techniques. 
They should be trained to understand: 

• When it is necessary to suction. 

• What type of suctioning is needed (oral vs. nasal tracheal).

They should be trained on when it’s necessary to pre-oxygenate, perform normal saline instillations, use of the 
resuscitator bag to hyper inflate the lungs and so to deep suction.

17.1.4 Catherization
Catheters are hollow, partially flexible tubes used to collect urine. Catheters come in many sizes and types. 
Catheters can be made of:

• Rubber

• Oxygen should be reduced in stable patients with satisfactory oxygen saturation. 

• Oxygen should be crossed off the drug chart once oxygen is discontinued.
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Applying Catheter 

• Collect the equipment.

• Describe the process to the patient.

• Help the patient to attain a supine position, in which the legs 
should be spread but the feet should be together.

• Ensure you have worn sterile gloves.

• Open the catheterization kit along with the catheter.

• Check whether the patency of the balloon is as expected.

• Cover the catheter’s distal portion (2-5 cm) with the lubricant.

• Apply sterile drape.

• Utilizing dominant hand to deal with forceps, wash down peri-
urethral mucosa using a cleansing solution. Wash down front 
to back, inside to out, one swipe per swab, and dispose of 
swab far from sterile field. 

• Using the gloved hand, pick up the catheter. Determine the 
urinary meatus and then insert the catheter gently 1-2 inches 
in where the urine is detected. Inflate the balloon with the 
right quantity of the sterile liquid. 

• Pull the catheter gently till the inflated balloon is snugged 
against the bladder neck. Associate the catheter with the 
drainage system. Place the catheter to abdomen or thigh, 
without putting any pressure on the tube. 

• Put the drainage bag below the bladder level. Check the 
function of the catheter, amount, colour, odour and urine 
quality. Take out the gloves, dispose the equipment properly 
and wash the hands with an antiseptic. Report the size of 
the inserted catheter, quantity of water in the balloon, and 
the patient’s response to the process to the nurse or the 
supervisor.

Fig.17.1.8: Lubricate the catheter

Fig.17.1.9: Put the catheter

Fig.17.1.10: Inflate the balloon

• Plastic (PVC)

• Silicone and Latex

Catheters are usually essential for those patients who can't empty their bladder. In the event that the bladder 
isn't emptied, urine can prompt and develop pressure in the kidneys. The pressure can leads to kidney failure, 
which can be risky and may result in permanent damage to the kidneys. 

Most of the catheters are essential until the patient recaptures the competency to urinate on their own, which is 
generally a brief timeframe. Elderly individuals and those with perpetual injury or serious sickness may need to 
utilize urinary catheters for a longer amount of time and occasionally on a permanent basis.
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17.1.5 Ryle’s Tube
A nasogastric tube (NG tube) is a unique tube that conveys food and medication to the stomach through the 
nose. It can be utilized for all feedings or for giving an individual additional calories. It is essential to take great 
care of the feeding bag and tubing so that they work appropriately. It is additionally vital to take great care of the 
skin around the nostrils with the goal that it doesn't get irritated.

Flushing the Tube 

Flushing the tube will facilitate in the discharge of any formula adhered to the within the tube. After each feeding, 
flush the tube, or as regularly as your attendant prescribes.

STEP 1: 

STEP 3: 

STEP 2: 

STEP 4: 

Wash your hands well with soap and 
water and put on a pair of disposable 
gloves.

Position the patient: After the feeding 
is finished, add warm water to the 
feeding syringe and let it flow by 
gravity.

Explain the procedure to the patient.

Examine the nostrils.

STEP 5: 
STEP 6: 

Measure the tube. Measure the 
necessary tube length by drawing the 
NG tubing across the outside of the 
patient’s body.

Lubricate the tube
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STEP 7: Insert the tube into the chosen nostril. 

Instruct the patient to swallow. If the water does not go through smoothly, try changing positions or attach a 
plunger to the syringe, and gently push the plunger. Ensure that you do not push too much, too fast.

• Remove the syringe.

• Close the NG tube cap.

Taking Care of the Skin

• Clean the skin around the tube with heat water and a clean washcloth once every feeding. Take away any 
crust or secretions within the nose.

• If you are removing a bandage or dressing from the nose, loosen it first with a little of mineral oil or alternative 
lubricant. Then gently take away the bandage or dressing. Afterward, wash the mineral oil off the nose.

• If you notice redness/irritation, try putting the tube into the other nostril.

17.1.6 Enema
An enema is a fluid injected into the lower bowel through the rectum. The commonest form used is as a 
cleansing enema (soapsuds enema) which is given to release constipation or for bowel cleansing before a medical 
examination or procedure.

Enema Administration
• Gather your supplies and prepare for enema.

• Fill the enema bag if using.  

Fig.17.1.11: The enema kit

Fig.17.1.12: Filling Enema
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• Prepare the enema tube.

Fig.17.1.13: Preparing Enema

• Ask the patient to lie down and insert the enema tube into 
rectum.

• Allow the fluid to enter rectum.

• Wait for all the fluid to enter the rectum and ask assist patient 
to evacuate.

Fig.17.1.14(a): Inserting Enema

Fig.17.1.14(b): Inserting Enema

Different solutions used in enemas:

• Tap water enemas should always use small volumes because 
the fluid is hypotonic, meaning it will pull electrolytes out of 
your blood and into the enema, which you then expel.

• A soap-suds enema can be used but only when pure castile 
soap is used. 

• Oil retention enemas are given to help soften the stool in the 
rectum. 

• Powdered milk and molasses is a comfortable enema to use 
for severe constipation. This can be repeated up to four times 
in one day.

• Coffee enemas are used to detoxify and cleanse the bowel. 
Coffee, when administered rectally, stimulates bile production 
to help eliminate toxins and improve liver activity. 

Fig.17.1.15: Tap water enema

Fig.17.1.16: Coffee enemas
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Types of enema

The different types of enemas are:

1. Large Enemas 

• Purgative enema is given to purge / catharsis (cleanse) and perform evacuation of the rectum, e.g. soap 
and water enema (500 -1500 ml) (Temperature 37.2ºC, one ounce of soap in 500 ml of water).

• Cleansing enema is given for mild cleaning of the bowel, e.g. with normal saline (2 teaspoons of salt in 
one litre of water).

• Carminative enema is given to relieve distension and expulsion of gases, e.g. Turpentine enema (2 
teaspoon/litres of soap and water enema).

• Asafetida enema (2 teaspoon/litres of soap and water enema).

• Antihelminitic enema is given for the expulsion of worms, e.g. hypertonic saline for threadworms (2 
teaspoon / 500 ml of water).

2. Small Enemas 

• Glycerine enema is prepared by mixing 100 ml of water with 100 ml of glycerine (in the ratio of 1:1)

• Olive Oil / Sweet Oil enema is prepared by mixing 100 ml of water and 100 ml of olive oil / sweet oil.

3. Retention Enema

• As a nutrient enema with glucose (1 oz of glucose / 500 ml of normal saline temperature -400C). 

• Normal saline enema (1 teaspoon of common salt into 500 ml of water) for replacement of fluids in 
burns, hemorrhage, dehydration etc. (temperature 40o C). 

Purposes of an Enema

Enemas are used to:

1. Expel gas and faeces 

2. Stimulate peristalsis 

3. Administer medication 

4. Aid in diagnosis 

5. Provide nutrition 

Procedure to induce Enema

• Wash your hands and describe the process to the patient.

• Bring the equipment to the bedside and screen the unit.

• Put on clean gloves and position the patient on the left side with the buttocks reclining on the edge of the 
bed. Remove the pillows. Roll the draw sheet close to the patient.

• Hang the irrigating can on the irrigation stand. It should not be more than 18” from the level of the bed.

• Remove the top bedding except the top sheet. Roll back the patient’s clothing towards the waist.

• Connect the rectal tube to the glass connection. Pour fluid into the can. Loosen the screw clip and expel the 
air by allowing the same solution to run through the tube.

• Lubricate the body part tube tip upto 4”. Part the butts with the thumb and four fingers of the left hand, using 
2 cotton swabs.
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• Insert tube regarding and the flow both together that tube secured in position.

• Encourage the patient to relax and raise the patient to require deep breaths.

• If the patient complains of mild discomfort during the procedure, clamp the tube for a few minutes and then 
continue slowly. Discontinue the procedure if the patient complains of severe discomfort.

• Clamp the tube before can gets emptied, Grasp the catheter near the anus and withdraw the catheter gently 
after informing the patient. Disconnect the rectal tube and place it in the kidney tray. Encourage the patient 
to hold the fluid for another 5 - 10 minutes. Turn the patient on his back and give him a pillow.

• Offer a bedpan and let the patient empty his bowel. Patient could be left alone unless he is too sick. Give a 
second bed pan and finish the procedure of perinea care.

• Clean and leave the patient dry and comfortable.

• Make sure that the mackintosh is dried of any fluid and pull and tuck the draw sheet.

• Note the patient’s reaction, amount, colour and consistency of the outcome and record the same on the 
chart, with date, time and result.

• Wash all the articles with soap and water and rinse well. Run water through the eye of the tube and make 
sure that it is cleaned well. Boil the rectal tube for 5 minutes by putting it into boiling water or send it for 
autoclaving. Reset the tray and keep it ready for the next use.

17.1.7 Elderly Care
Hospitalists look after aged  patients regularly, but a few have 
functional training in geriatric drugs. The aged patients, especially 
the very aged and delicate ones are at higher risk of functional 
decline and iatrogenic complications during hospitalization. Further 
challenges in handling these patients include: 

• Dosing medications safely

• Preventing delirium and accidental falls

• Providing adequate pain control. 

Ways to improve the care of the hospitalized elderly patient

When people grow old their physiological function decreases. So, while looking after the old people, we should 
keep the following things in mind:

• Vision:  Commonly, the old people have low vision. Some of them also have cataract or glaucoma. Prior to 
any healthcare process or examination, it is necessary to inform them about the same and to ensure they are 
psychologically prepared.

• Hearing:  The old people have less hearing ability so, you need to talk in a loud voice with them and to avoid 
shouting. 

• Touch: Especially if they have pain as a result of diseases, never overlook their minor response.

• Skin:  They have ache because of the sicknesses, never ignore their minor reaction. The layer of subcutaneous 
fat inside the elderly is more diluent than that of adolescents. Their skin furthermore loses elasticity because 
of lack of hydration.  

Fig.12.3.17: Elderly patients care
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• Endocrine: Elderly people easily get tired or even sick due to diminished endocrine function and decreased 
metabolism. Be patient when dealing with these elderly.

• Renal: To functioning the system, individuals have such incontinence, frequent urination, etc. Assist them if 
they need toileting and, wait with them.

• Musculoskeletal: Obvious changes such as general weakness could easily be seen in this kind of patients. 
Assist them to move about if necessary. Be patient with their slower motion.

• Others: Many old people could still lead a healthy life, on the other hand some may have heart, lung, liver or 
other diseases. Whatever health condition the elderly may have, we should give appropriate care, attention 
and assistance to meet their needs.

Old people get tired easily. They may have lessened ability to express. Be patient when communicating with 
them. Let them finish what they want to say.

17.1.8 Care for Mentally Challenged
• Oral cleanliness is often neglected in adults with mental 

disorder. Patients who have lessen mobility or incontinence are 
more probable to chapped skin. Care takers should be guided 
on apt skin care. Patients with tracheotomy and percutaneous 
endoscopic gastrostomy (PEG) may have chronic colonization 
with bacteria such as methicillin-resistant Staphylococcus 
aureus. 

• Often patients with physical inabilities develop swallowing 
challenges, which can result in choking, malnutrition, poor 
hydration and other such risks.  Hypoxemia occurring during 
oral feedings can be noticed on the patient using heartbeat 
oximetry.

• People with poor oral skills often struggle in communicating their discomfort that are associated with 
gastroesophageal reflux disease (GERD).

• Constipation and faecal impaction are commonly found in the persons with mental retardation which may 
result in unexpected changes in behaviour.

• Menstrual distress can be a cause of disturbance and aggression, including self-injurious conduct.  Seizures 
in people with hindrance are probably going to be extreme, happen as a rule, and be hard to control.  
Neuromuscular scoliosis is very common among the people with retardation, especially those with cerebral 
palsy. Bracing is probably not going to be successful in settling this kind of scoliosis.  Contractures are likely 
to develop in those people who can’t use lower extremities on their own. However, symptomatic cure can be 
given by surgical interventions like tendon lengthening, tendon release, osteotomy, etc.  

• Osteoporosis is common, among the non-weight bearing patients as a few as 50% of adults with mental 
retardation have osteopenia or osteoporosis.

• For persons unable to communicate adequately, a change in behaviour may be the first indication of a 
problem.

Fig.12.3.18: Care for Mentally Challenged
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Tips
Before starting any special procedure make sure:

• To wash your hands.

• Explain the procedure to the patient.

• Collect all the necessary equipments and supplies for the required treatment.

• Clean and leave patient in  a comfortable position after the treatment.

• Clean and disinfect all the equipment.  

• Wash your hands and dispose all the waste properly.

17.1.9 Infectious Patient
The quality of infectious diseases analyzes and treats diseases caused by microorganisms like bacteria, fungi, 
viruses and parasites. Infectious diseases are very common. Majority of infections are treated in primary Healthcare 
and patient care or patients’ recovers spontaneously through home remedies. In view of the seriousness of the 
infection, infectious patients that require hospital treatment are treated altogether in the hospitals which are in 
crusader area. Patients having infection complications and those exhibiting difficult diagnostic and therapeutic 
challenges, for example, non-specific fever.

•  Patients having a difficult, post-operative infections.

•  Patients having severe systemic infection like sepsis. Patients having  a disorder, like HIV, or from a congenital 
immunological disorder, like CVID.

Taking care of patients with infectious disease

• Use proper personal protective equipment (PPE).

• Follow proper cleaning and disinfecting procedure.

• Identify and properly isolate infectious disease.

• Wash your hands before and after giving treatment to patient.

• If required don’t hesitate to consult a superior or a doctor.
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17.2.1 Overview

UNIT 17.2: Transporting Specimens

At the end of the unit, you will be able to:

• Collect specimen

• Transport patient’s samples/specimens  

The most important steps in diagnosis of a disease in a patient is testing a sample of a body tissue or body fluid 
such as blood, urine or sputum. This sample that is collected to understand the functioning of the body is called 
a specimen. These specimen are examined in a laboratory in the hospital and the condition is reported to the 
doctor. A General Duty Assistant must help in collection of these specimens. For this he/she must know the 
different types of samples and the procedure to manage these specimens. In this chapter you will learn about 
the different lab specimens and how to manage lab specimens.

Unit Objectives 

17.2.2 Importance of Laboratory Testing
Laboratory (lab) tests facilitates the doctors in diagnosing the medical conditions, plan or check the treatments 
and monitor the diseases. Laboratories use a variety of methodologies to test the samples that are collected from 
the patients.

Laboratory scientists follow step-by-step procedures till the test result is obtained. Laboratory procedures are 
based on well-established scientific principles including biology, chemistry, and physics. The specimens that are 
normally collected from the patients for testing include:

• Stool, sputum, urine

• Blood (liquid or dry)

• Skin scrapping, tissue material

• Nasal secretions, throat swab

• Pus and other body fluids

Once the samples are collected and delivered in the lab, the lab uses chemicals to understand the presence of any 
abnormality in the collected specimen.  Appropriate analysis is essential in deciding the diagnosis, or identifying 
the infectious agent, with the goal that suitable and timely treatment can be initiated.

The factors that are taken into consideration before the test results are finalized are: proper collection technique, 
appropriate storage conditions and gap before reaching laboratory, supportive information and patient details. 
Correct specimen acquisition and handling is an essential part of achieving a valid and timely laboratory test 
result. You must assist the nurse or the doctor while the sample is collected and ensure that the sample is 
delivered to the lab for testing.

• Right Specimen: It must be reconfirmed that the specimen that is being collected is the same as ordered by 
the doctor.
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• Right time: Certain blood tests must be arranged at the right time.

• Right patient: The patients identity must be verified before collecting the specimen.

• Right method: The universal precautions and procedure methods must be followed carefully.

17.2.3 Collection of Specimens
The procedures that need to be carried out for collecting the specimens from the patients vary according to the 
type of the specimen that is collected.

17.2.3.1 Blood Sample Collection
Blood is most frequently obtained by puncturing any peripheral 
vein. Drawing a blood sample and collecting the same for testing 
is a skilled procedure and is often carried out by    a nurse or lab 
technicians. Based on the amount of blood needed for testing, the 
sample is collected from the vein or by needle prick.

17.2.3.2 Urine Sample Collection
• The  purpose  of  obtaining  a  urine  sample  is  to  find  any 

abnormalities present in the urine.

• The nurse records the normal urine output and checks if the 
patient has any difficulty in passing urine.

• The urine sample is collected in a sterile container by the patient 
if the patient is able to move. Once the specimen is obtained, it 
is sent immediately for testing. If there is delay in sending the 
specimen, some organisms in the urine may die or, on the other 
hand, multiply, resulting in a incorrect reading.

17.2.3.3 Sputum Specimen
Sputum specimen collection is a procedure designed to collect the 
salivary secretions from a patient’s oral cavity. The sputum samples 
are usually collected to diagnose infections in the respiratory tract. 
This procedure should not be performed if the patient is unable to 
take several deep breaths or cough deeply from the lungs.

Fig.17.2.1: Blood specimen collection

Fig.17.2.2: Urine Sample

Fig.17.2.3: Sputum Specimen
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Fig.17.2.3: Sputum Specimen

17.2.3.4 Stool Sample Collection
Stool specimen collection is the process of obtaining a sample of a patient’s 
faces for diagnostic purposes. This procedure is used to test for infectious 
organisms, mucus, fat, parasites, or blood in the stool.

17.2.4 Precautions to be Taken While Collecting Specimens
• Proper specimen collection and handling is crucial in obtaining a valid laboratory test result.

• Specimens should be collected within the correct tubes and containers, properly tagged, and promptly 
transported to the laboratory.

17.2.5 Precautions to be taken Care While Transporting Samples
• Ensure that trolleys or vehicles are cleaned, with or without disinfection, and check that they are in good 

working order before use, isolating and reporting any that are not.

• Proper hygiene should be maintained while transporting the samples like use personal protective equipment 
as per the policy and procedures.

• Ensure that all the things are handed over carefully to the concerned person.

Skills Practical: Write a Note 
1. Write a note on the importance of laboratory testing and precautions to be taken while collecting specimens. 

Tips
• Understand the different types of specimen 

• Help the nurse in transferring the specimen 

Fig.17.2.4: Stool specimen



227226

Participant Handbook

Exercise 
1. Why is lab testing important?

............................................................................................................................................................................

............................................................................................................................................................................

2. Describe the different type of specimen collection.

............................................................................................................................................................................

............................................................................................................................................................................

3. Describe precautions for specimen collection.

............................................................................................................................................................................

............................................................................................................................................................................
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18. Role of a GDA in 
Sanitation, Safety and 
First-Aid

Unit 18.1 - Safe Working Environment

Unit 18.5 - First Aid

HSS/N 9606 
HSS/N 5110
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At the end of the unit, you will be able to:

• Describe common emergency conditions and what to do in medical emergencies.

• Develop understanding and precautions to ensure self safety.

• Provide care to the patients while moving.

• Demonstrate the use of protective devices (restraints, safety devices).

• Practice safe methods while using medical gases in hospital (if any).

• Describe basics of first aid.

Key Learning Outcomes 
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18.1.3 How to Reduce Risk

18.1.2 Promoting a Safe Working Environment

18.1.1 Overview

UNIT 18.1: Safe Working Environment

At the end of the unit, you will be able to:

• Handle hazardous situations safely.

Ensuring the safety of each patient in a hospital is one of the most important aspects of patient care. It is 
impossible to prevent accidents completely. However, there are ways to prevent accidents from occurring that 
may cause injury to the patient or Healthcare personnel and the unnecessary loss of equipment.

To promote a safe working environment, you need to know your organisation’s health, safety and security proce-
dures and follow them while you work. Before you begin work always:

• Report anything that might pose a health and safety risk.

• Work as per your role and responsibilities in health and safety.

• Examine the areas wherever you're employed and any equipment you utilize to make sure that they are safe.

• Take account of your patient’s needs and selections while caring about your own safety and the safety of 
patients, staff and others when working.

To reduce risk, you must:

• Make sure that your own health and hygiene does not pose a risk to others.

• Make sure that your seniors know where you are.

• Check for health, safety and security risks when working and report if you see any hazards.

• Report strangers seen loafing around the hospital. 

• Use approved procedures when carrying out work that could be dangerous including:

 » Correct moving and handling techniques.

 » Appropriate hygiene procedures.

 » Correct protective clothing for the situation, environment and activities.

 » Storing equipment and materials and dealing with spillages and getting rid of waste.

Unit Objectives 
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• • Take immediate and appropriate action to deal with emergencies, including:

 » Security problems 

 » Accidents 

 » Fire 

• Use your skills and experience until appropriate help arrives: You must: 

 » Call for the appropriate help.

 » Continue to provide help until someone who is qualified to deal with the emergency is available.

 » Support patients and others including family carers who may be affected by the emergency.

 » Record and report incidents and emergencies accurately and fully in line with your organisation’s policies.

18.1.4 Hospital Electrical Safety Measures
Follow hospital electrical safety measures by doing the following:

• Use electrical equipment for the intended purpose only.

• Test all tiny appliances before use to see that they are in smart operating order. guarantee periodic service 
checks of all electrical equipment.

• Ensure that televisions, phones, radios, hair dryers, electric shavers, and other electrical equipment are kept 
away from water sources.

• Remove a plug by holding the plug and not cord.

• Do not bend electric cords as they may break.

• Do not use faulty equipment. If an equipment overheats, gives a shock or an odour during use, remove it 
from the area.

18.1.5 Hospital Fire Safety Measures
Hospital fire safety measures are very important and must always be followed. Take a look at some of the import-
ant hospital fire safety measures:

1. Despite the use of fire retardant material, and compliance with fire regulations, fires still occur. Healthcare 
facilities should have regular fire drills so that all personnel know exactly what to do.

 » Healthcare personnel should be trained and drilled in: 

 » Fire prevention 

 » Location and use of fire alarms 

 » Location and use of fire extinguishers 

 » Location of emergency exits 

 » Evacuation procedures. 
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18.1.6 Hospital Environment Safety Measures
Safety measures to be followed for patient care are:

1. Identify patients at risk for injury. Those at special risk include: 

 » Patients with impaired vision or hearing.

 » Elderly or confused patients.

 » Patients with a history of falls.

 » Patients with reduced mobility (if on wheelchairs, using walkers, or partially paralyzed).

 » Patients with a history of substance abuse.

 » Patients getting the medication that obstructs with reasoning or motor functions. 

2. Protect the patients at risk for injury. Prevent falls by: 

 » Putting the bed in a lower position.

 » Raising the side rails up when the patient is not getting any bedside care.

 » Suggesting the patient to wear a low-heeled well fitted shoes while walking.

 » Ensuring that anti slippery strips or mats are tacked at the bottom of bathtubs and the shower floors.

 » Ensuring that bathtubs have stiff handrails and shower stool is in place when needed.

 » Warning the patients and their visitors when the floors are wet and slippery. Additionally check that signs 
are posted.

3. Prevent scalds and burns by: 

 » Putting tea, coffee, soup and other hot liquids where the patient can reach them effortlessly and securely. 

 » Assisting the patient when he cannot safely control the temperature of water.

 » Carefully following policy when using hot-water bags or heating pads. Because of the danger of burning 
patients, many Healthcare facilities do not allow their use.

2. Oxygen supports combustion. Post signs to show that oxygen is in use where applicable. If a patient is on 
oxygen for his treatment, ensure that the patient, their roommates, and visitors know that smoking is pro-
hibited.

3. If a fire occurs, you need to: 

 » Activate the fire alarm procedures.

 » Turn off oxygen, lights, and any electrical equipment in the vicinity of the fire.

 » Remove patients who are in immediate danger.

 » Notify the hospital “switchboard” of the location of the fire.

 » Close windows and doors to reduce ventilation.

 » Using the fire extinguisher, attempt to extinguish the fire.

 » Return patients who are not endangered to their rooms.

 » Post a guard to direct the fire department. 
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18.1.7 Medical Emergencies

Fig.18.1.1: Medical Emergency

Everyone plans for emergencies. That is the reason why we keep a 
first aid kit with ourselves. At work, however one is exposed to a  
lot of stress and physical activity. This could lead to certain medical 
emergencies. It’s better to be prepared with the first aid measures 
and knowledge of implementing them on ourselves and on others. 
This module equips you with that information. Pay attention to these 
medical emergency procedures to understand how to conduct you 
in theses crucial movements. Pay attention during these sessions.

You might be able to save your own and your friend lives.

18.1.7.1 Dealing with Medical Emergency
A medical emergency is an accidental injury or a medical crisis that is severe. These could be situation where: 

• The person is not breathing 

• Stroke or heart attack 

• Severe bleeding 

• Shock 

• Poisoning 

• Burns 

A medical emergency requires your immediate attention, sometimes even before you call emergency services 
for help.

It is crucial that you know the Emergency Medical Service (EMS) number, for your own safety and the safety of 
others.

DO Not 

• Give the victim anything to eat or drink.

• Hold the victim.

• Splash or pour any liquid on the victim’s face.

• Shift the victim to another place (unless it is the only option to safeguard the victim from the injury).

Bleeding 

• Put  pressure to the wound with a pressure bandage. Raise the wounded portion to slow the bleeding.

• Pressure the associated points if necessary then apply an additional pressure to reduce the bleeding.

Fainting

• Fainting is a small loss of consciousness which is caused by a momentary reduction of the blood flow to the 
brain.

• A small loss of consciousness can cause the person to fall.

• A very slow pulse.

• Cold skin with sweat and pale appearance.
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Causes of fainting:

• Taking in too little quantity of foodstuff and liquids (dehydration).

• Low BP.

• Deprivation of sleep.

• Fatigue.

First Aid for Fainting: 

• Place the victim lying on his/her back and raise his/her legs above the heart level.

• Check the victim’s airway to ensure it is clear.

• Check for the indications of breathing, coughing, or movement.

• Loosen clothing (neck ties, collars, belts etc.).

• If consciousness is not regained within one minute Call EMS.

Shock 

Shock occurs with the failure of the  circulatory system due to which insufficient oxygen reaches the tissues. If 
this condition is not treated immediately, important organs can fail, which can ultimately lead to death. Fear and 
pain makes effect of shock worse.

First Aid for shock: 

• Place the victims resting down (if feasible).

• Raise the legs 10-12 inches, unless you doubt for a back injury or broken bones.

• Cover the victim to preserve the body temperature.

• Give the victim room for fresh air.

• If victim wants to vomit then- position him/her on his/her left side.

• Loosen restrictive clothing.

Muscle Cramps 

• Stretch out the cramped muscle to neutralize the cramp.

• Give massage to the cramped muscle rigidly.

• Apply hot water bottle to the affected area.

• Seek medical help if the cramp continues.

•  Avoid unnecessary movements and activities which can cause pain.

• Apply some ice which will help in reducing  pain and swelling.

• Apply light pressure with an elastic wrap or a bandage which can also help in reducing the  swelling.

• Raise the cramped limb at the level of the heart which further reduces pain and swelling. 

Fractures 

A fracture is a break or crack in the continuity of the bone

Dislocation

A dislocation is the displacement of one or a lot of bones at a joint. it usually happens in the shoulders, elbow, 
thumb, fingers and also the lower jaw.
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Tips

Exercise 

Skills Practical: Safety Measures 
1. Make groups of four each. Write on what safety measures you should take in the situations: 

 » Electrical Safety 

 » Fire Safety 

 » Environment safety 

2. You have ten minutes to prepare your thoughts.  

• Understand the importance of safety measures 

• Understand how to promote a safe working environment 

1. Explain electrical safety measures.

............................................................................................................................................................................

............................................................................................................................................................................

2. Explain what needs to be done to maintain fire safety measures.

............................................................................................................................................................................

............................................................................................................................................................................

First Aid for Dislocations & Fractures:

• Immobilize the effected part. 

• Stabilise the effected part

• Use a cloth as a sling. 

• Use board as a sling. 

• Carefully transfer the victim on a stretcher. 

• Call a doctor. 
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UNIT 18.2: First Aid

At the end of the unit, you will be able to:

• Apply first aid on an injured person.

• Understand the procedures of doing CPR .

Unit Objectives 

18.2.1 First Aid
First aid is the assistance given to a person experiencing an unexpect-
ed illness or injury to save life, prevent the condition from worsening, 
or to promote recovery. 

There are numerous circumstances which may require first aid, and 
numerous nations have legislation, regulation, or guidance which 
specifies a basic level of first aid provision in specific conditions. This 
can grasp specific training or equipment to be procurable within the 
work zone, (for example, an Automated External Defibrillator). 

The scope of specialist first aid cover at a public function, or import-
ant first aid coaching among learning institutes. First aid, in any case, 
doesn't basically require any specific equipment or past data, and 
may include improvisation with materials offered at the time, typical-
ly by undisciplined people

Vital Signs Good Poor

Heart Rate 60-100 beats per minute Less than 60 or greater than 100 
beats per minute

Respirations 14-16 breaths per minute Less than 14 breaths per minute

Skin Warm, pink and dry Cool, pale and moist

Consciousness Alert and orientated Drowsy or unconscious

Fig.18.2.2: Vital Signs

Fig.18.2.1: First aid Pyramid
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Awareness Assessment Action Aftercare
• Observe 

• Stop to Help

• Assess what is 
required to be done 

• Ask yourself, ‘Can I do 
it?’ 

• Do what you can 

• Call for expert medical 
help 

• Take care of your and 
the bystander’s safety 

• Once you have 
assisted the victim, 
stay with him/her till 
expert care arrives

Fig.18.2.3: Four A’s of First Aid

While delivering First Aid always remember: 

• Prevent deterioration.

• Act swiftly, deliberately and confidently.

• Golden Hour – First 60 minutes following an accident.

• Platinum Period – First 15 minutes following an accident.

• Prevent shock and choking.

• Stop bleeding.

• Loosen victim’s clothes.

• Regulate respiratory system.

• Avoid crowding/over-crowding.

• Arrange to take victim to safe place/hospital.

• Attend to emergencies first with ease and without fear.

• Do not overdo. Remember that the person giving first aid is not a doctor. 

Injury Symptom Do’s Don’ts
Fracture • Pain 

• Swelling 

• Visible bone

• Immobilise the affected part 

• Stabilise the affected part 

• Use a cloth as a sling 

• Use board as a sling 

• Carefully Transfer the victim on a 
stretcher 

• Do not move the 
affected part 

• Do not wash 
or probe the 
injured area 

Burns (see Degrees 
of Burn table)

• Redness of skin 

• Blistered skin 

• Injury marks 

• Headache/seizures

• In case of electrical burn, cut-off 
the power supply 

• In case of fire, put out fire with 
blanket/coat 

• Use water to douse the flames 

• Remove any jewellery from the 
affected area 

• Wash the burn with water 

• Do not pull off 
any clothing 
stuck to the 
burnt skin 

• Do not place ice 
on the burn 

• Do not use 
cotton to cover 
the burn 
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Bleeding • Bruises 

• Visible blood loss 
from body 

• Coughing blood 

• W o u n d / I n j u r y 
marks 

• Unconsciousness 
due to blood loss 

• Dizziness 

• Pale skin

• Check victim’s breathing 

• Elevate the wound above heart 
level 

• Apply direct pressure to the wound 
with a clean cloth or hands 

• Remove any visible objects from 
the wounds 

• Apply bandage once the bleeding 
stops 

• Do not clean the 
wound from out 
to in direction 

• Do not apply too 
much pressure 
(not more than 
15 mins) 

• Do not give 
water to the 
victim 

Heat Stroke/Sun 
Stoke

• High body 
temperature 

• Headache 

• Hot and dry skin 

• Nausea/Vomiting 

• Unconsciousness

• Move the victim to a cool, shady 
place 

• Wet the victim’s skin with a sponge 

• If possible apply ice packs to 
victim’s neck, back and armpits 

• Remove any jewellery from the 
affected area 

• Wash the burn with water 

• Do not let people 
crowd around 
the victim 

• Do not give any 
hot drinks to the 
victim 

Unconsciousness • No movement of 
limbs 

• No verbal response 
or gestures 

• Pale skin

• Loosen clothing around neck, waist 
and chest 

• Check for breathing 

• Place the victim’s legs above the 
level of heart 

• If victim is not breathing, perform 
CPR 

• Do not throw 
water or slap the 
victim 

• Do not force 
feed anything 

• Do not raise the 
head high as it 
may block the 
airway 

Fig.18.2.4: First Aid for different types of injuries

1st Degree Burn 2nd Degree Burn 3rd Degree Burn 4th Degree Burn
Will recover itself in a few 
days. 

Action Required: Place 
under running water.

Serious but recovers in a 
few weeks. 

Action Required: Place 
clean wet cloth over the 
burnt area.

Very Serious and will 
require skin grafting. 

Action Required: Place a 
clean dry cloth over the 
burnt area.

Extremely Serious and 
requires many years with 
repeated plastic surgery 
and skin grafting, is life 
threatening. 

Action Required: Leave 
open and prevent 
infection.

Fig.18.2.5: Degree of Burns
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18.2.2 Splints and Aids of Torso

18.2.2.1 Splints

A splint is a support or a bandage used to immobilize a broken bone. Splints can be made using sticks or boards. 
However, for some injuries,  a splint does not work and the only option is to tie that body part close to the body.

While applying a splint, do not try to fix or straighten the break. This may exclusively cause an additional injury or 
pain. Rather, just apply the splint to the break the way it is. When using rigid material

When using rigid material

• Always use sufficiently long things to reach the joints behind the break. For example, splinting a forearm, 
fabric should be sufficiently long to touch both the wrist joint and the elbow. This helps in keeping the fabric 
in place and keeps an unnecessary amount of pressure from being connected to the injury. 

• Always put cushioning in between the rigid material and the body to make the victim comfortable. Tie knots 
between the rigid material and the body (in mid-air) once feasible. This will makes them simpler to loosen. In 
the event that this can be inconceivable, tie knots over the rigid material.

• To support the forearm, envelope the split with rigid material and ad-
equately bandage to the arm with wide fabric strips. A daily paper or 
magazine, twisted into a "U" shape, works okay. Splint the wrist joint 
within the similar approach. The entire forearm needs to be immobi-
lized.

• In order to splint the elbow, utilize enough rigid material to make a trip from the 
armpit to the hand. The whole arm should be immobilized. 

• Try not to plan to fix or end the elbow; support it in position.  In order to splint the 
upper leg, utilize long things of rigid material which will reach from the lower leg 
(ankle) joint to the armpit. Over the hips, tie long straps round the torso to keep the 
top of the splint in place.

Fig.18.2.6: Splint the Forearm

Fig.18.2.7: Splint the Wrist

Fig.18.2.8: Splint the Elbow

Fig.18.2.9: Splint the Upper Leg
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18.2.3 Bleeding 

• To splint the lower leg, use rigid material long enough to travel 
from the knee to the foot. The foot ought to be immobilized and 
unable to turn. Make sure to use a lot of cushioning, particularly 
round the ankle.

Fig.18.2.10: Splint the Lower Leg

Fig.18.2.11: Bleeding

• Severe bleeding involves loss of large amount of blood.

• This may occur externally through natural openings, like mouth.

• A cut on the skin too can lead to bleeding.

• Internal bleeding occurs due to an injury to blood vessel.

Causes

• Accidents/Falls 

• Blow to the head 

• Injuries, like scalp wounds 

• Tooth Extraction 

• Certain medications 

• Illnesses like 

 » Hemophilia

 » Scurvy

 » Cancer

 » Thrombocytopenia

 » A plastic Anemia

 » Leukemia

 » Hemorrhage

 » Peptic Ulcer

 » Platelet Disorder

 » Liver Disease

 » Septicemia

Symptoms

• Discharge of blood from a wound

• Bruising
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• Blood in stool/urine

• Blood coming from other areas, like mouth/ear

Treatment

• Wash hands well before administering to patient.

• Wear synthetic gloves.

• Make the victim lie down.

• Slightly elevate the legs.

• If possible keep the affected area elevated.

• Remove any obvious debris/particle.

• Apply direct pressure using clean cloth/bandage.

• Use hand if cloth is not available.

• Apply pressure continuously for at least 20 minutes.

• Do not remove the cloth to check the bleeding.

• Hold the bandage in place using an adhesive tape.

• If bleeding seeps through bandage, do not remove it.

• Add extra bandage on top of the first one.

• Apply direct pressure on the artery if necessary.

• The pressure points for arm--below arm- pit/above elbow.

• For leg--behind knee/near groin.

• Squeeze the artery keeping finger flat.

• Continue applying pressure on the wound.

• Once bleeding stops immobilize the affected part.

If bleeding does not stop 

If bleeding occurs through nose, ears etc.:

• Coughing up blood 

• Vomiting 

• Bruising/deep wounds 

• Abdominal tenderness 

• Fracture 

• Shock 

Steps To Avoid

• Do not try to replace a displaced organ.

• Just cover the wound with a clean cloth.

• Do not try to remove an embedded object.

Fig.18.2.12: Wash your hands

Fig.18.2.13: Clean the wound

Fig.18.2.14: Immobilize the effected part
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Tips
• First aid and its vital signs.

• First aid for different types of torso.

• Splints and aids of torso.

Notes 
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19. Infections Control 
and Prevention

Unit 19.1 - Prevent and control infection

Unit 19.2 - Handling and Cleaning of Equipments

HSS/N 5108
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At the end of the unit, you will be able to:

• Identify the deviation from normal health.

• Explain Hospital borne infections.

• Explain practices to curb the disease.

Key Learning Outcomes 
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19.1.2 Need for Infection Control

19.1.1 Infection Control

UNIT 19.1: Prevent and Control Infection

At the end of the unit, you will be able to:

• Control infections effectively.

• Follow infection control policies and procedures.

Controlling infections in hospitals, nursing homes, assisted living homes and other places where healthcare is 
provided is very important. This is the first step to stop the spread of infection, or germs, to patients, residents, 
staff and visitors.

One can help control infections by doing special things in these areas:

• Equipment and supplies: We most use sterile dressings on open skin surfaces to prevent infection. We most 
also keep patient equipment and supplies clean in order to prevent the spread of germs.

• The environment: We can all help to keep the patients’ rooms clean and sanitary. Clean rooms and a clean 
hospital or nursing home spread fewer germs.

• Our work practices: The GDAs must make infection control a part of everything they do. We must wash 
our hands while we work in order to stop the spread of germs from one person to another. Our own state 
of health: Healthcare workers who come to work with a cold or flu can spread it to their patients. We must 
get enough rest, have a good diet and take the hepatitis B shot so that we can stay well and work without 
harming the ones we care for. We should also stay home when we have a bad cold, flu or another illness that 
our patients can catch from us.

• Our patients’ and residents’ state of health: Many older people and those with a history of breathing 
problems should get pneumonia and flu vaccines to protect them against these common illnesses.

Infections are a big problem in hospitals and nursing homes for many reasons. The reasons are:

• Germs are very tiny and cannot be seen. We do not know when we are spreading germs as cannot see them.

• People in hospitals and nursing homes are at great risk of getting an infection as these, infections can spread 
very quickly in hospitals and nursing homes.

• Infections cause deaths, longer lengths of stay and they cost a lot of money.

Harmful germs that can make people ill are called pathogens, which are the cause for infections and diseases. 
They can typically cause wound infections, colds, pneumonia, AIDS/HIV and other diseases.

Infections spread very quickly in hospitals and other healthcare places for a couple of reasons because people in 
hospitals are ill and very often weak.

Unit Objectives 
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People in hospitals and nursing homes are also at risk for getting infections because they all live together in one 
area, rather than their own homes. Germs and disease can spread very quickly from one sick patient or resident 
to another when people live in a large group. Our patients are also at risk for infection because they may have   
a weak and poor immune system. A disease, like AIDS/HIV, common cold or flu, some medications old age and 
being an infant can cause this weakness.

It is necessary to maintain special infection control in areas where there are infants, old people and very ill 
people. Some of these areas are:

• Labour and delivery room 

• Infant nursery 

• New mother’s area 

• ICU 

• Kidney areas 

• Surgical areas 

• Operating rooms 

19.1.3 The Cycle of Infection: How Infection Spreads
Nobody can prevent germs from spreading as they spread when you cough, sneeze or when you have a draining 
wound. However, using measures such as tissues can lessen the extent of their spread.

We can also perform various sanitation and hygienic tasks to ensure that the spread of germs is controlled, such 
as

• Wash hands thoroughly before and after assisting any patient.

• Wash hands thoroughly before and after assisting a doctor or nurse in a procedure.

• Use gloves to handle items that may be infected with germs.

• Avoid touching dirty linen and keep clothes clean.

19.1.4 Infection Control Measures
• Follow infection control and standard precautions procedures. 

• Handle hazardous waste properly. 

• Handle sharps properly. 

• Keep yourself healthy. 

• Keep your patients healthy. 

• Wash your hands properly. 
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19.1.5 Standard Precautions
GDAs should follow certain safety precautions to ensure that the infection is not caught and further spread when 
assisting a patient, especially while handling body fluids such as:

Some examples of body fluids are:

• Blood 

• Faeces 

• Wound drainage 

• Secretions from the nose 

• Saliva 

• Sputum 

• Tears 

• Urine 

• Vomit 

• Breast milk 

• Fluids taken from lungs, the abdomen, the spinal area, etc. 

Standard Precautions Practices - Hand Washing Procedure
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Standard Precautions Practices - Masks, Eye Protection and Face Shields

Standard Precautions Practices - Patient Care Equipment and Supplies
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Standard Precautions Practices - Environmental Control

Standard Precautions Practices – Linen, Patients’ Beds and Chairs
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19.1.6 Transmission Precautions
When a person has an infection which is difficult to control, then in such cases special transmission precautions 
are used in addition to standard precautions. For instance, a person with tuberculosis needs special transmission 
precautions. Such patients are typically kept in a private rooms. 

There are three types of precautions:

1. Airborne: For example, a person with TB would need this kind of precaution, in a private room with proper 
signage outside the room. Special precautions include wearing a mask, NEPA mask, when entering the room. 
Another set of patients who need such precautions are people with mumps or flu. 

2. Droplet

3. Contact: For example, a person with a severe wound or infection would need this kind of precaution. Special 
precautions include wearing a gown, gloves and a mask when entering the room. You must also wash your 
hands using a special type of soap after being in the room of such patients.

Special Waste Handling

In order to prevent infections from spreading, throw away all body fluids and trash or waste. You must also throw 
away gowns, gloves, masks, bandages and other items, except sharps, in a special red bag, which means this bag 
has hazardous waste.

Safe Handling of Sharps

You should dispose off sharps, such as needles using hard puncture proof red containers, as these sharps are 
hazardous waste.

Keeping Yourself Healthy

When you are healthy, you can fight infections and your patients are not prone to catching infection from you.

To keep healthy:

• Rest sufficiently 

• Eat a healthy diet

• Exercise regularly

• Ensure you are not stressed

• Get a hepatitis B, flu, pneumonia shot if you have not already had one

Keeping Your Patients and Residents Healthy

Nursing assistants and other healthcare providers can work together to keep their patients and residents as 
healthy as possible. You can help them to:

• Get a good diet 

• Get plenty of fluids 

• Get enough sleep and rest 

• Manage their stress 

• Get their flu, pneumonia or hepatitis B shots 

• Stay away from infections and other sick people, as much as possible  
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19.1.7 Role of GDA in Infection Control

19.1.8 Bed Sores

• Puncture wounds need to be washed immediately and made to bleed.

• If contamination occurs, wash the area immediately.

• Splashes on the nose/mouth should be washed with water.

• Eye splashes need irrigation using clean water, saline, or a sterile irritant.

• Needle stick/sharp injuries pose a risk for getting blood born infection such as AIDS, HCV, HBV and others. 
Sharp injuries must be reported and notified immediately.

• Reusable sharps should be handled by avoiding direct touching.

• Know the significance of antibiotic resistant organisms seen in hospitals.

• Know how surveillance for hospital acquired (nosocomial) infections is performed and the significance of 
surveillance data.

• Cleaning & decontamination of equipment: protective barriers must be worn.

Bedsores or pressure sores/ ulcers are injuries to the skin and its underlying tissues caused due to continued 
pressure on the skin. Bedsores are often a result of acute bed rest that makes the skin that covers the bony areas 
of the body, such as the heels, ankles, hips and tailbone, sore and tender.

Stage I

The beginning stage of a pressure sore has the following characteristics:

• The skin is un broken.

• The skin appears red on people with lighter skin color.

• On people with darker skin, the skin may show discoloration.

• The site may be tender, painful, firm, soft, warm or cool compared with the surrounding skin.

Fig.19.1.1: Bedsores
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Stage II

Stage III

Stage IV

Unstageable

A pressure ulcer is unstageable if its surface is covered with yellow/brown or black dead tissue. 

Deep tissue injury

Common sites of pressure sores

For people who use a wheelchair, pressure sores often occur on skin over the following sites:
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Treating bed sore 

• Check for skin discoloration, especially the lower back, tailbone, 
foot heel, hips, buttocks, knees, back of the head, elbows and 
ankles

• Check for bleeding or other fluids.

• Take patient’s condition into account.

• Determine the seriousness of the bedsores.

• Keep the skin clean.

• Clean and dress wounds.

• A wound should be cleaned and wrapped with fresh dressing. 
A wound may be watered with saline solution to clean it before 
redressing.

• Get a debridement procedure.

Fig.19.1.2: Skin discoloration

Fig.19.1.3: Cleaning Wound

Fig.19.1.4: Dressing the Wound

Tips
• Microorganisms are spread through:

 » Contact transmission (direct or indirect) 

 » Droplet transmission 

 » Airborne transmission 

 » Vehicle transmission 

 » Vector-borne transmission 

• Ways to control infection includes:

 » Hand Hygiene

 » Personal Protective Equipment (PPE)

 » Chemical Disinfection and Sterilization 
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1. What is infection control?

............................................................................................................................................................................

............................................................................................................................................................................

2. List down the areas which are to be maintained as infection free in hospitals.

............................................................................................................................................................................

............................................................................................................................................................................

3. Describe the transmission precaution.

............................................................................................................................................................................

............................................................................................................................................................................

Exercise 
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19.2.1 Overview

UNIT 19.2: Handling and Cleaning of Equipments

At the end of the unit, you will be able to:

• Clean equipments under supervision 

After a medical procedure, a device is contaminated. Any debris/stain/germ left on the device needs a thorough 
cleaning process otherwise it poses a risk to the next patient. Therefore, it is important to ensure a thorough 
cleaning process. Significant risks have been associated with inadequate or improper cleaning. These risks include 
healthcare-associated infections (HAls) due to the presence of residual soil and / or improper disinfection or 
sterilisation and damage to the medical device.

19.2.2 Damage to Medical Devices
A medical device can get damaged by recurring use of cleaning solutions or medical dirt that are not removed 
properly. However, using cleaning solutions which are not meant for cleaning a specific device may cause further 
damage. The damage may be a stain, pit or corrosion, clouding and inadequate function due to accumulation 
of rubbles. To ensure that the devices are cleaned properly and do not carry any risk, use appropriate cleaning 
solutions and methods.

19.2.3 Basic Components of Cleaning Solutions
It is essential that associate degree appropriate cleaning solution  
be chosen, and that it ought to be used properly to assure perfect 
cleaning of medical devices. To do this, an understanding of the 
essential components of cleaning solutions is needed. solely those 
cleaning solutions that are specifically developed and tagged for use 
on medical devices should be employed in reprocessing.

19.2.4 Common Types of Cleaning Solutions
The common types of cleaning solutions are:

• Water 

Fig.19.2.1: Cleaning Solutions

Unit Objectives 
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19.2.5 Factors for the Effective Use of Cleaning Solutions
For a cleaning solution to be effective, the factors that are involved are:

1. Personnel diligence

2. Proper preparation

3. Quality of the water used

4. Appropriate use of personal protective equipment (PPE)

5. Adherence to guidelines and manufacturer’s directions for use

19.2.6 Care of Hospital Articles
Purpose

• To remove dirt, dust and to get a clean polished surface.

• To remove micro-organisms and to get the breeding place destroyed.

• To prolong the life of articles and use clean stored articles at any time.

Cleaning of Rubber Goods

Air cushion:

• Clean the outside with soap and water.

• Dry the outside and dust it with dusting powder (French chalk).

• Inflate the air cushions slightly to prevent the inner surfaces 
from sticking together.

Rubber mackintosh

• Surfactant 

• Detergent 

• Buffer 

• Amylase Enzyme 

• Chelating Agents 

• Cellulose Enzyme 

• Lipase Enzyme 

• Protease Enzyme 

• Spread the mackintosh on a flat surface like a table and wet it using cold water.

• Rub the top side with soap and water using either a clean cloth or towel.

• Then, turn the other side and again use soap and water to clean it.

• Wash both surfaces under running water.

Fig.19.2.2: Cleaning of Rubber Goods
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• Remove stains using an appropriate method.

• Use 5% savlon for disinfection.

• Hang it on a horizontal cylindrical pole in the shade to dry. Spread it without 
wrinkles.

• Powder both surfaces when absolutely dry, with French chalk powder.

• Store it while keeping them flat or rolled but never folded, taking care to see 
that the two mackintosh surfaces do not stick together but are separated by old 
linen or paper. Store it in a dark cool place. 

Hot water bottle, Ice-collar, Ice cap

• Empty them immediately after use.

• Wash and dry like other rubber goods.

• Hang the bags upside down to drain the water.

• Powder the outer surface when absolutely dry with French 
chalk powder.

• Inflate them with air before storing.

Rubber gloves

• • Wash on the hands just before they are removed, to prevent 
adherence of blood and other organic materials.

• • Wash using soap and cold water, first on the outside, then 
invert and clean the inner surface.

• • Rinse well with water both inside and outside as described 
above.

• • Fill the gloves with air and submerge them in water to 
detect holes. Discard torn gloves.

• Hang them to dry. When the outer side is dried, then turn it 
inside out to dry.

• Powder them both inside and outside when dry.

• Pack in pairs of the same size, right and left gloves in a glove wrapper. A small lump of French chalk wrapped 
in a gauze piece is kept in the cuff of the gloves / packet of the bag. It is for powdering the hands.

• Send for autoclaving in a drum or packet. 

Rubber tube / Catheter, Rectal tube, Flatus tube, Ryles tube

• Wash in running water after use, holding the eye upwards and allowing the water to run through.

• Using a swab stick remove organic matter which may be lodged at the eye end.

• Clean with soap and warm water to remove the dirt and grease.

Fig.19.2.3: Cleaning of Mackintosh

Fig.19.2.4: Cleaning of Mackintosh

Fig.19.2.5: Cleaning of Rubber gloves
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• Wash them again with running water.

• Autoclave them before use.

Enamel Ware

• Bedpan: 

 » Clean it with soap and water and scrub with a brush.

 » Disinfect the bed pan by soaking it in 1% polar solution.

 » Let it dry on the bed pan rack for its next use.

• Urinal:

 » To be cleaned in the same way as the bed pan. 

• Sputum mug:

 » Same as the other enamel wares. 

• Other enamel wares like tray, jug, kidney tray etc.: 

 » All the enamel ware is to be cleaned with vim or soap and water and dried. 

Glassware

• Rinse under running cold water to remove any organic matter.

• Wash under running water and dry it.

Sharp instruments

• Handle sharp instruments carefully to avoid self injury and blunting of sharp edges and avoid exposing them 
to high temperatures and moisture.

• Wash them with soap and under running water. Dry with a clean cloth.

• Sterilise sharp instruments by immersing in gluteraldehyde solution 2% or autoclaving (instruments should 
be absolutely dry before immersing in gluteraldehyde as presence of water can cause rusting of instruments 
and dilution of the disinfectant).

Stainless Steel goods

• Wash with soap and water, dry them with a clean cloth and store. 

Linen

• Do not mix the linen of an infected patient with another’s linen. It must be disinfected first by soaking it in 
disinfectant lotions i.e. carbolic lotion (1: 60), polar solution 1% for 30 minutes and then sent to the laundry.

• Use a laundry bag. Do not place the used linen on the floor.

• Clean linen received from laundry should be kept in order in the cupboard.

• Stock should be checked periodically. In case of loss it should be reported immediately.

• Prevent linen from being taken home by patients on discharge.

• Prevent staining of linen during procedures, by using appropriate protective agents (tincture benzion, 
Mercurochrome, Iodine etc).

• Do not use torn linen, it should be sent for mending.

• Put the hospital identification mark on the new linen.
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Blankets

• Get the used blankets dry cleaned / sun dried.

• Protect blankets from moth infestation by using naphthalene balls while storing.

Mattress and Pillows

• Protect the mattress and pillows from being spoiled, wet and stained by using proper protective devices.

• Sun-dry used mattress and pillows before using them for the next patient.

Furniture

• Dust wooden furniture with a damp duster.

• Clean it with soap and water if necessary.

• Keep it dry.

• Wooden furniture requires polishing periodically.

• Clean steel furniture with a dry duster.

• Keep it dry to prevent rusting.

• Treat against white ants with pesticides.

• When broken, it should be replaced / repaired.

Skills Practical: Chart Making 
1. Make pairs in the class. 

2. Write about the basic cleaning solutions and caring of the hospitals articles. 

3. Present your chart to the whole group.

• Clean equipment under supervision.

• Different types of cleaning solution.

• Care of hospital articles.

Tips
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Exercise 
1. List down the basic components of cleaning solutions.

............................................................................................................................................................................

............................................................................................................................................................................

2. How will you clean rubber goods?

............................................................................................................................................................................

............................................................................................................................................................................

3. How will you take care of the hospital linen?

............................................................................................................................................................................

............................................................................................................................................................................

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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20. Institutional 
Emergencies, Fire Safety 
and Security

Unit 20.1 - Maintain Workplace Health and Safety

HSS/ N 9606
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At the end of the unit, you will be able to:

• Learn actions to be initiated in case of fire.

• Describe how to use fire extinguisher.

• Understand suspicious behaviour of individuals and tracking the same.

Key Learning Outcomes 
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Conditions for Evacuation 

Emergencies which require evacuation include: 

• Fires 

• Explosions 

• Floods 

• Earthquakes 

• Hurricanes 

• Tornadoes 

• Toxic material releases 

• Civil disturbances 

• Workplace violence

Every company has:

• An evacuation policy. All the TLs are responsible for informing their employees about it. When the TL is 
informing you about these details, pay attention. This negligence could cost lives.

• A designated place for emergencies. Ensure that you know where it is.

• A “buddy system” for individuals with special needs or disabilities. If you are a buddy to someone, en¬sure 
that your buddy is safely out of the premises with you.

UNIT 20.1: Maintain Workplace Health and Safety

At the end of the unit, you will be able to:

• Ensure own personal health and safety, and that of others in the workplace though precautionary measures.

• Identify and correct risks like illness, accidents, fires or any other natural calamity safely and within the limits 
of individual’s authority.

• Identify the people responsible for health and safety in the workplace, including those to contact in case of 
an emergency.

20.1.1 Introduction
Emergency evacuation is needed when staying within the building is not safe anymore. Every organization has 
an evacuation procedure. Every organization has a safe place within the organization compound or outside the 
organization compound where all employees are expected to assemble in case of an emergency evacuation. The 
team leader guides the team and takes them to a safe place. It is very important in these cases, to assemble at 
the safe area immediately.

If you do not reach the safe area on time, the team leader who is responsible for your safety will send someone 
to look for you. This will put the other person's life in danger.

Fig.20.1.1: Wellness at work (Sign)

Unit Objectives 
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• Floor plans with evacuation routes in work areas. Ensure that you understand it so that you can use it in 
time of need.

• Assembly areas. These are the areas where you are required to assemble after evacuation.

• Periodic evacuation drills. Ensure that you pay attention during those drills. You need to save your life and 
you can be helpful in saving someone else’s life too.

20.1.2 Mock Drills/ Evacuations
Plans made for fire safety and evacuation outline the duties and responsibilities of the staff, to be carried out at 
the time of emergencies. Regular training requires to be given to the staff to ensure that they are aware of these 
responsibilities. The staff personnel can exhibit awareness of their duties and responsibilities during fire drills. 
Under simulated fire circumstances, they are able to show their skill in defend-in-place strategies and efficiency 
in using the fire safety features and egress features of the facility. Fire drills not only test the capability of the 
staff to respond appropriately during emergencies but also evaluate the efficacy of the evacuation plans and staff 
training programs. 

The issues detected during the fire drills need to be analyzed and addressed. 
These issues could be either due to a fault in the safety plan or due to lack of 
staff training. Appropriate measures need to be then taken to work towards 
a smoother evacuation plan.  

The two main features  of a plan for fire preparedness are:

• A plan for emergency action, which specifies what should be done when 
a fire occurs

• A plan for fire prevention, which explains what should be done to prevent 
a fire from happening

You need to participate in fire drills arranged by the organization for 
your personal safety and also for other’s safety. These drills help you in 
understanding the safety signage and action plan of the organization in case 
of a fire.

Fig.20.1.2: Emergency signs in case of fire

Tips
• Call for the appropriate action to deal with the emergencies including fire, security and accidents.

• Call for the appropriate help.

• Continue to provide help until someone who is qualified to deal with the emergency is available.

• Support patient and others including family caregivers who may affected by the emergency.

• Record and report emergencies as per the organisational policy.
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21. Emergencies 
in Healthcare and 
Response to Patient Call

Unit 21.1 - Emergencies in Healthcare and response to patient 
call

HSS/ N 5112 
HSS/ N 5110
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At the end of the unit, you will be able to:

• Describe emergencies in Hospital and general conditions.

• Know the Hospital Emergency Codes.

Key Learning Outcomes 
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21.1.1 Emergencies in a Hospital

UNIT 21.1: Emergencies in Healthcare and Response to Patient Call

At the end of the unit, you will be able to:

• Describe emergencies in Hospital and general conditions.

• Know the Hospital Emergency Codes.

The Emergency Department is there specially for emergencies. After arriving at the Emergency Department of a 
facility, all patients have to register themselves at the desk. They are then attended by a Triage Nurse who checks 
their medical condition. Patients are treated in the order of the criticality of their condition with the more gravely 
ill being treated first. Efforts are made to inform the patients about waiting times.

Acute Medical Admission Unit (AMAU)

• The AMAU is a stay unit available for a short duration for the seriously ill patients from the Emergency 
Department at all hours and all days of a week.

• When a patient comes to  the AMAU, assessment is done by someone from the Medical or Nursing Team. 
They determine the special care the patient needs for a prompt treatment of the illness.

• A personalized care plan is designed having provision for quick access to various investigations and  
assessments by a consultant or a specialist.

• AMAU is just a short stay unit, which implies that the patient might be shifted to the specialty ward for the 
rest of the stay at the hospital.

Some common emergencies in hospitals

• Children Fever: Fever is the major cause for the children arriving at the emergency room. Fever along with  
the symptoms related to it, such as a cough, cold or sinus congestion are also prevalent.  In addition, children 
suffering from high fever and having a history of fever-induced seizure or some other medical problem also 
add to the number.

• Various injuries: Injuries such as  strains and sprains are the primary reason for the visits to the emergency 
room by both adults and children. People also come  with complaints of fractures, bruises and open injuries. 
Majority of these injuries occur due to  road accidents, falls and other accidents. Head and neck injuries are 
common in the emergency room.

• Chest Pain:  Chest pain or discomfort in the chest area is another prominent reason for the patients to visit 
the emergency department. Patients having a history of heart attack or other heart issues, as well as the 
ones who recently started showing cardiac problem symptoms, both come in this category. The symptoms 
of cardiac issues are pain in the upper back, discomfort in the chest area, pain in the arm or breathlessness.

• Abdominal Pain: In 2005, there were 1.7 million visits to the emergency room due to abdominal pain. 

Unit Objectives 
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Abdominal complaints  generally  include discomfort  or pain in the abdominal region, cramps or spasms, 
These complaints can be accompanied by diarrhea or constipation.

• Back Pain: Patients with back pain ,who come to the emergency room, usually have a  history of injuries to 
the back or the spine. However, patients who have currently started experiencing  symptoms of back pain, 
from either a traumatic situation or a work-related injury, also visit the emergency room.

• Shortness of Breath: Another common reason for emergency room visits by adults and children is 
breathlessness or trouble in breathing. Patients with respiratory disorders, such as chronic obstructive 
pulmonary disorder or asthma are more than those with a recent onset of breathing problems, including 
children having asthma and pneumonia.

21.1.2 Emergencies in Fire Burn
A burn is a wound to the flesh which could have happened due to heat, chemicals, friction or electricity. These 
injuries vary in severity by degrees. Except first degree burns, most of these need immediate medical attention 
for appropriate treatment.

The patients with burns have the same priorities with regard to treatment as all other critical patients. The 
process of treatment involves the following steps:

Assessment

• Inspect the airway

• Check the breathing: be careful of intake of breath and doing compromise for providing quick airway 

• Check the circulation: fluid replacement necessity

• Inspect the disability: the compartment syndrome

• Check the exposure: the area affected by the fire in percentage

Important management points:

1. First step is to stop the burning

2. Then ABCDE process should be followed

3. The percentage area of burn should be determined

4. There should be good access to IV and provision for fluid to be replaced promptly

The severity of the burn is determined by:

• The surface area affected by the fire

• The depth to which the skin has burned

Depth of burn

The depth of the burn needs to be checked before beginning the treatment for the wound. There are three kinds 
of burns as given below:

Depth of burn Characteristics Cause
First degree burn • Erythema 

• Pain

• Absence of blisters

• Sunburn
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Second degree (Partial thickness) • Red or mottled 

• Flash burns

• Contact with hot liquids

Third degree (Full Thickness) • Dark and leathery

• Dry

• Due to fire

• Due to electricity or lightning

• Due to exposure to extremely 
hot liquids or  things for long 
time

Fig.21.1.1: Depth of burn

Serious burn requiring hospitalization 

• Burns exceeding 15% for an adult

• Burns exceeding 10% for a child

• Burns suffered by very small children, aged or the infirm

• Burns in particular regions: face, hands, feet or perineum area

• Burns in the circumferential area – Injury at the time of Inhalation 

• Related trauma or considerable pre-burn illness such as diabetes

Treating Burns

• First aid should be given

• If the patient reaches the health facility without having availed first aid, wet the burnt area properly using 
cool water and discard the burnt clothing

• If the area affected by the fire is small, dip it in cold water for some time to alleviate the pain and reduce 
tissue damage.

• If the burnt area is huge, apply cool water, use clean wraps around the burned area or to the whole body to 
prevent hypothermia

• The first 6 hours after the injury are important, especially for severe burns. Transfer the patient to a hospital 
as quickly as possible.

Initial treatment 

• The treatment should be focused on, sterilizing the burnt area first and then quick healing and keeping 
infection at bay.

• Treat the wound with tetanus prophylaxis for all types of burns.

• Debride all bullae except for minor burns. 

• Then, clean the wound using 0.25% (2.5 g/litre) chlorhexidine solution or 0.1% (1 g/litre) cetrimide solution. 
Other water based antiseptic choices are also there.

• Refrain from using alcohol-based solutions.

• Soft and careful scrubbing will get rid of the loose necrotic tissue. Administer lightly a layer of an antibiotic 
cream such as silver sulfadiazine.

• Using appropriate gauzes such as petroleum gauze and dry gauze, dress the burn properly.
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21.1.3 Hospital Emergency Codes
Hospital emergency codes are utilized in hospitals all over the world to alert the staff about the various 
emergencies. The purpose of the codes is to give important information swiftly and with least misunderstanding 
to the staff, while avoiding stress and panic from spreading amidst the visitors at the hospital. These emergency 
codes may be displayed on placards all over the hospital, or printed on the identification badges of the employees 
for easy reference.

• Fire – Red 

• Adult medical emergency- Blue

• Paediatric medical emergency- White

• Infant abduction-Pink

• Child abduction- Purple

• Bomb threat- Yellow

• Combative person- Gray

• Person who has a weapon - Silver

• Hazardous material spill/release- Orange

•  Internal disaster- Triage internal

• External disaster- Triage external

Fig.21.1.2: Hospital Emergency Codes

Treat burned hands with special care to preserve function

• Cover the hands with silver sulfadiazine and put them in loose gloves/bags and tighten at the wrist with a 
bandage;

• Elevate the burnt hands for initial 48 hours, and then begin hand exercises;

• Try and remove the gloves/bag at least once a day and then bathe the hands, inspect the burn and then 
reapply silver sulfadiazine and the gloves;

• If needed, consider getting skin grafting treatment by a specialist.
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Tips
• Examine the area where you work and the equipment you use are safe and meet your organisation’s health 

and safety policies.

• Remove any threat to health and safety of staff and patient.

• Report health and safety issues to the concerned people

• Check that the people who are at your workplace have a right to be there.

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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22. IT Skills

Unit 22.1 - Introduction to Computer

Unit 22.2 - MS Word

Unit 22.3 - MS Excel

Unit 22.4 - Internet Concepts
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At the end of the unit, you will be able to:

• Acquire basic computer skills.

• Use MS Office (MS Word, MS PowerPoint and MS Excel).

• Use IT Skills at work.

• Get basic knowledge of internet concepts.

Key Learning Outcomes 
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22.1.2 Advantages of Computers

22.1.1 What are Computers?

UNIT 22.1: Introduction to Computer

At the end of the unit, you will be able to:

• Acquire basic computer skills.

• Know the different parts of computer.

• know the Advantages of Computers.

• Learn the keyboard’s general commands and use of keys.

Computer is the greatest technology of all times. An innovative electronic device that takes raw data as input 
from the user and processes these data under the control of set of instructions which is called program, to give 
the result the output. The first fully electronic computers, announced in the 1940s, were huge machines. The 
computer of today’s time is thousands of times faster and in any size you want. They can fit on your desk, on your 
lap, or even in your pocket. Computers work through an interface of hardware and software.

Computers work through an interaction of hardware and software. 

• Hardware = Internal Devices + Peripheral Devices: All concrete parts of the computer (or everything that 
we can touch) are known as hardware. The most significant piece of hardware is a tiny quadrangular chip 
inside the computer called the central processing unit (CPU), or microprocessor. It’s the “brain” of the com-
puter—the part that interprets instructions and performs calculations. Hardware items such as your monitor, 
keyboard, printer, mouse and other components are often called hardware devices.

• Software = Programs: Software provides “intelligence” to the computer. Software refers to the instructions, 
or programs, that tell the hardware what to do. A word-processing program that you can use to write letters 
on your computer is a type of software. The operating system (OS) is software that manages your computer 
and the devices linked to it. Windows is a well-known operating system.

Compared to conventional systems, computers offer many notable benefits. The main benefits offered by com-
puters are as follows:

• High Accuracy 

• Superior Speed of Operation 

• Large Storage Capacity 

• User-friendly Features 

• Portability 

• Platform independence

• Economical in the long term

Unit Objectives 
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22.1.3 Motherboard
The motherboard is the main element inside the case. It is a large rectangular board with combined circuitry this 
connects the several parts of the computer as the CPU, RAM, Disk drives (CD, DVD, Hard disk or any others) as 
well as any other peripherals linked via the ports or the expansion slots. Components directly attached to the 
motherboard include the following.

The central processing unit (CPU)

The central processing unit (CPU) performs most of the calculations that allow a computer to function and is 
sometimes referred to as the “brain” of the computer. It is usually cooled by a heat sink and fan.

The chip set

The chip set aids communication between the CPU and the other components of the system, including main 
memory.

RAM (Random Access Memory)

RAM (Random Access Memory) stores all running processes (applications) and the current running OS.

The BIOS

The BIOS includes boot firmware and power management. The Basic Input Output System tasks are handled by 
operating system drivers.

Internal Buses

Internal Buses connect the CPU to various internal components and to expansion cards for graphics and sound.

Fig.22.1.1: Parts of a Computer
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22.1.4 Tools and Parts of an Operating System
Windows XP is a personal computer operating system created by Microsoft as part of the Windows NT family of 
operating systems. Basically it lets you use different types of applications or software on the operating system 
For example, it allows you to use a word processing application to write a letter and a spread-sheet application 
to track your financial information. Windows XP is a graphical user interface (GUI).

Learn more about Windows XP by exploring it

There are various versions of Windows, when you install any version of Windows on your operating system it is 
called ‘upgrade´ your system. Below are the images of different versions of windows for your more clarity.

Desktop: The desktop is your work surface in place of a physical workspace at home or work. It is the screen you 
see once your computer has finished booting up and you are ready to get started.

Wallpaper (Desktop Background): The image on your desktop is called Wallpaper or Desktop Background

Icons: The small pictures are shortcuts to programs called icons. Double-click icons to start a program. Clicking 
the Start button also shows a list of programs and other options on the computer.

Taskbar: The blue bar across the bottom of the screen is called the Task Bar.

System Tray: It is an area where you can access programs that are running in the background. The more programs 
you have in this area, the longer it takes for the computer to boot up. The system tray of a desktop area has icons 
as shown in the image to indicate which programs are currently running in the background. Once you single click 
on the left-facing arrow button you would be able to open and see what else is there.

Fig.22.1.2: Windows XP Desktop
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Volume Controls: The speaker icon will open the volume controls.  Once you do the 
single click on an icon you can make a quick volume change. Click and drag on the 
bar to raise or lower the overall volume, or click in the check box to mute all sound 
as shown in the picture.

To view sound settings, right click on the sound icon in task bar and left click on open 
volume control or double click on the sound icon. To change the volume settings, 

click and move the volume bars up and down in specific categories. 
To set volume balance, click and move balance bars right and left. 
To mute, click the check box below the volume categories.

Some other taskbar icons are shown here:

You can add or delete Icons or Desktop Shortcuts from the Desktop 
area.

Fig.22.1.3: Volume Control

Fig.22.1.5: Volume Control

Fig.22.1.4: Removing USB Storage

Fig.22.1.6: USB Storage Icon

Fig.22.1.8: Windows Updates Icon

Fig.22.1.7: Charging the System

22.1.5 Add or Remove Desktop Icons 
To add an Icon:

• Step 1: Click on the Start button.

• Step 2: Put your mouse over All Programs. A menu will appeat with all of your programs.

• Step 3: Go to the program that you want to create a shortcut for and Right-click on it. A menu will appear.
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To remove an icon:

• Left click on the icon.

• Hit the Delete button on your keyboard.

• When your computer asks if you are sure you would like 
to delete this program, click on the Delete Shortcut but-
ton. The window that popped up is called a Dialog Box.

Dialogue box: A dialog box is window that appears once your 

pc encompasses a question for you. Generally a dialog box appears just to tell you something. You must click 
on the OK button to acknowledge that you simply have scan the message before you’ll be able to continue. For 
example:

• Step 1: Double click on the My Documents folder on the desktop.

• Step 2: Locate the folder titled Travel Class, and right click on it.

• Step 3: Left click on Rename.

• Step 4: Type eBay and press the enter key on the keyboard.

• Step 5: A dialog box will appear to inform you that you cannot rename the folder 
to “eBay” because an item by that name already exists.

Fig.22.1.9: Deleting a Desktop Shortcut

Fig.22.1.10: Renaming a Folder

• Step 4: Point to Send To.

• Step 5: Left click on Desktop (create shortcut).

22.1.6 Create a Folder 
Some individuals wish to keep folders on their desktop to keeping vital 
files in. (You might also use the My Documents folder for this purpose.)

• Step 1: Find an empty area on your desktop with no icons or windows 
in the way.

• Step 2: Right click on the empty space.

• Step 3: Point to New. (You do not need to click.)

• Step 4: In the menu that pops out, left click on Folder.

• Step 5: Your new folder has been created and is waiting for a name. 
Don’t click! Just start typing to give the folder a name.

• Step 6: When finished, hit the enter key on the keyboard or click 
beside the folder. Your new folder is ready to receive files.

Fig.22.1.11: Making a New Folder
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22.1.7 The Keyboard
A computer keyboard is very much like a typewriter keyboard, but it has some extra keys.

The ESC key in the upper left corner will close any menus you have opened but do not 
want to select an item from. (Try opening the Start menu and then click on the Esc 
key.)

The Function keys along the top of the keyboard each have special uses, often in conjunction with the ALT or 
CTRL keys, depending on the program you are using. F1 usually open the program’s Help options. It is different 
for every program.

Fig.22.1.12: A SimpleComputer Keyboard

Fig.22.1.13: Esc Key

Fig.22.1.14: The Function keys

In the bottom left corner are three keys unique to the keyboard – CTRL, Windows, and ALT:

The CTRL key is used in conjunction with other keys to perform various functions. (CTRL +P will open the print 
window when in Microsoft Word.)

The Windows key works like pressing the Start button on the screen.

The ALT key is another helper key used in conjunction with other keys.

The Caps Lock key is used in typing. Pressing this key once will make all letters you type CAPITALIZED. Press the 
Caps Lock key again to turn off this feature.

The Shift key is used in typing to make one capital letter. To capitalize a letter, press the Shift key and hold it 
down, then press the letter you want capitalized. Release the Shift key and continue to type.

Page Up and Page Down move the cursor through a document page by page, either up or down. 

The Arrow keys help you move the cursor around the screen (when using a program like Microsoft Word) or 
across a line of text when typing in a text box.

The Insert key is used when typing to type over words you have already typed.

The Delete key is used to remove text you have typed that is to the right of the cursor or to send selected items 
to the Recycle Bin.
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Pressing the Home key sends your cursor to the beginning of a line of text. Pressing the End key sends the cursor 
to the end of a line. 

To the right of the spacebar you see another Alt key, Windows key, and Ctrl key. Notice the new Application key. 
Pressing this key is the same as pressing the right mouse button (right clicking).

The Backspace key is used to remove text you have typed that is to the left of the cursor.

The Enter key gives a new line (like a carriage return) when you are typing. At other times the Enter key works 
like a left mouse click.

22.1.8 Common Windows Commands
One feature of Windows is that there are usually many ways to perform an action. This table shows the Windows 
Command, with the Menu, Keyboard and Toolbar ways to tell the computer to perform that action. 

Key Description
Alt + F File menu options in current program
Alt + E Edit options in current program
Alt + Tab Switch between open programs
F1 Universal Help in almost every Windows program
F2 Rename a selected file
F5 Refresh the current program window
Ctrl + N Create a new, blank document in some software programs
Ctrl + O Open a file in current software program
Ctrl + A Select all text
Ctrl + B Change selected text to be Bold
Ctrl + I Change selected text to be in Italics
Ctrl + U Change selected text to be Underlined
Ctrl + F Open find window for current document or window
Ctrl + S Save current document file
Ctrl + X Cut selected item
Shift + Del Cut selected item
Ctrl + C Copy selected item
Ctrl + Ins Copy selected item
Ctrl + V Paste
Shift + Ins Paste
Ctrl + K Insert hyperlink for selected text
Ctrl + P Print the current page or document
Home Goes to beginning of current line
Ctrl + Home Goes to beginning of document
End Goes to end of current line
Ctrl + End Goes to end of document
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Shift + Home Highlights from current position to beginning of line
Shift + End Highlights from current position to end of line
Ctrl + Left arrow Moves one word to the left at a time
Ctrl + Right arrow Moves one word to the right at a time
Ctrl + Esc Opens the START menu
Ctrl + Shift + Esc Opens Windows Task Manager
Alt + F4 Close the currently active program
Alt + Enter Open the Properties for the selected item (file, folder, shortcut, etc.)

             Fig.22.1.15: Common Window Commands

Notes 
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22.2.1 Concepts of word processing - MS Word

At the end of the unit, you will be able to:
• Learn the basic concept and practice MS-Word.

22.2.2 Creating a Word Document 

UNIT 22.2: MS Word

Most people who use a computer daily use word processing skills. word processing skills 
enable us to prepare text documents like letters, memos, and different correspondence. 
most up-to-date word processing software package permits us to create text documents 
that embody photos and drawings.

Once the document that has opened, type a short paragraph of why you are taking this mini- session. for ex-
ample, are you new to Microsoft Word 2007 or are you up your software your skills? keep in mind to purposely 
misspell some words. Later in the session you’ll use this paragraph to learn the way to spell check and use basic 
Word 2007 functions.

Fig.22.2.1: MS Word Icon

Fig.22.2.2: MS Word Window

Unit Objectives 



285284

Participant Handbook

22.2.3 Saving a Document 

22.2.4 Change Font Type and Size 

The above image shows components of the 
Word window, that also contains a document in 
the window. This view displays rulers at the top 
and along the left aspect that indicate the size 
of the page.

A Command is used for a first-time save or if you have created revi-
sions to a document and want to replace the previous version with 
the new revised document. Use the ‘Save as’ command to save a 
revised document to a new name, so keeping the original as it was 
before revisions or to save a copy of a document in a different folder.

• Step 1: Save your document in the “My Documents” folder.

• Step 2: In the ‘File Name’ box enter the document name.

• Step 3: Check to make sure in the ‘Save As Type’ box the word 
document is (*.docx.)*.

As shown within the image below, the document that you have just created, you are currently going to format 
the font size and type different fonts and sizes can offer character to words in your document i.e. once you are 
creating your resume, you use bold as an ‘eye-catcher’ also, font size affects word characteristics.

1. Step 1: Highlight the text you wish to change the font 
and size for; in this practice highlight your name.

2. Step 2: Click on the font menu, select Theme font for e.g. 
Arial Black and then select the size of the font (let’s say 
16) as shown in the image below.

Fig.22.2.3: Writing Text in MS Word Window

22.2.4: Saving the Document

Fig.22.2.5: Change Font Type and Size
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3. Now click on SAVE in the Quick Access Toolbar to save your document (Refer to the second picture below, for 
saving your document).

22.2.5 Lists

22.2.5.1 Bulleted and Numbered Lists 

Lists enable you to format and organize text with numbers, bullets, or in an outline. instead of using numbers for 
steps, an outline list is used to show an example of a type of number lists.

22.2.5.2 Formatting Lists 

Bulleted lists have bullet points, numbered lists have numbers, and outline lists combine numbers and letters 
depending on the organization of the list.

How to add list to the existing text? 

1. Step 1: Select the text you wish to make a list.

2. Step 2: Click a bulleted or numbered lists button from the paragraph tab on the home tab.

Now, to create a new list in your document, place your cursor where you want the list to begin. Click a bulleted 
or numbered lists button and start typing. 

1. Step 1: The bullet image and numbering format can be 
changed by using the bullets or numbering dialog box.

2. Step 2: Select the entire list to change all the bullets or 
numbers, or place the cursor on one line within the list to 
change a single bullet.

3. Step 3: Right click once.

4. Step 4: Click the arrow next to the bulleted or numbered 
list.

5. Step 5: Now, select a bullet or numbering style.

Fig.22.2.6: Bulleted and Numbered Lists

Fig.22.2.7: Formatting Lists
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22.2.6 Spelling and Grammar
There are many features to help you proof-read your document these features include: 

• Spelling and Grammar

• Thesaurus

• AutoCorrect

• Default Dictionary

• Word Count

The most common feature used is the spelling and grammar checker tool. To check the spelling and grammar of 
your document:

1. Step 1: Place the cursor at the beginning of the document or the beginning of the section that you want to 
check.

2. Step 2: Click the ‘Review’ Tab on the Ribbon.

3. Step 3: Click ‘Spelling & Grammar’ on the Proofing Group. 

Note: Any errors will display a dialog box that permits you to choose a additional appropriate spelling or phras-
ing. Go through the spelling and grammar checker to correct any spelling errors you may have created in your 
document. Once the spelling and grammar checker has completed, you will see a dialog box that notifies you ‘The 
spelling and grammar check is completed’.

To count words in one selection, you can select the words you want to count. The status bar displays the number 
of words in the section for e.g. 50/1,200 means that the section accounts for 50 words out of the total number 
of 1200 in the document. 

Note: To select the sections of text that are not next to each other, select the first section and press hold down 
CRTL (from the keyboard) and select the additional section.

Fig.22.2.8: Spelling and Grammar

Fig.22.2.9: Spelling and Grammar Dialog Box
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22.2.7 Inserting an Image and Table 
1. Step 1: Place the insertion point at the location where the image 

has to be placed In the document.

2. Step 2: Select Insert tab>> illustrations gallery.

3. Step 3: Now select Insert picture.

4. Step 4: Navigate to the appropriate location where the image 
is stored.

5. Step 5: Now select the appropriate image which you want to 
insert in the document by doing a double click on the image.

Similarly, now let’s see how to insert a table in a word docu-
ment

The table feature can be used to organize data into rows and 
columns without having to set tabs. Tables can even be used 
to produce forms and side by side paragraphs. A table consists 
of vertical columns and horizontal rows, the inter-section of 
these rows and columns produce cells. A cell is every individual 
square in which you’ll be able to enter text.  The tab key ad-
vances the pointer to next cell (Shift + tab) it moves the pointer 
backward within a table.

Steps below would make it much easier for you to understand how to create a 
table:

1. Step 1: Place the insertion point at the desired location on your word 
document.

2. Step 2: From the bar select Insert tab>>tables gallery.

3. Step 3: Now select insert table.

4. Step 4: Enter desired no. of columns and rows at insert table dialog box.

5. Step 5: Now select AutoFit behavior.

6. Step 6: Click OK.

Fig.22.2.10: Inserting an Image

Fig.22.2.11(a): Inserting a Table

Fig.22.2.11(b): Inserting a Table
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22.2.9 Closing and Exiting Microsoft Word 

22.2.8 Printing the Word Document 
1. Step 1: Click the ‘Home’ key, select ‘Print’, and then ‘Print’ again.

2. Step 2: Choose the printer you will be printing from (Black & White, or Color printer).

3. Step 3: Once you have selected the printer of your choice, reassure to check if you have selected the right 
and the complete document for printing.

4. Step 4: Once all above steps are performed, select ‘OK’ to print your work.

5. Step 5: Now that your document is ready and has been printed as well, let’s see how can we close and exit 
this word document completely. 

It’s always good to reassure that your word file has been saved before closing or exiting the word. 

Note: Closing word would only close the current document however the word would remain open. 

Exiting word would exit the program completely. (You may not have to follow this, it basically depends on what 
MS word you are having in the system).

Fig.22.2.12: Printing Options Fig.22.2.13: Printing Dialog Box

Fig.22.2.14: Closing MS Word
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22.3.1 Introduction

22.3.2 Exploring the Excel Environment

UNIT 22.3: MS Excel

MS Excel stands for - Microsoft Excel is one of the most popular electronic spreadsheet applications supported by 
both Mac and PC platforms. As with a paper spreadsheet, you can use Excel to organize your data into rows and 
columns and to perform mathematical calculations. 

MS Excel helps in:

• Managing data online

• Creating visually persuasive charts, and thought-provoking graphs.

• Creating and expense reports.

• Building formulas and editing them.

• Balancing a checkbook.

This tutorial helps you how to create an Excel spreadsheet.

Before you begin creating spreadsheets in Excel, you may want to set up your Excel environment and become 
familiar with a few key tasks and features such as how to minimize and maximize the Ribbon, configure the Quick 
Access toolbar, switch page views, and access your Excel options.

The tabbed Ribbon menu system is however you navigate through excel and access the assorted excel com-
mands. If you have used previous versions of excel, the Ribbon system replaces the traditional menus. on top of 
the Ribbon in the upper-left corner is the Microsoft office Button. From here, you’ll access important options like 
New, Save, Save As, and Print. By default, the short Access Toolbar is pinned next to the Microsoft office Button 
and includes commands like Undo and Redo.

At the bottom-left space of the spreadsheet, you will notice worksheet tabs. By default, 3 worksheet tabs appear 
each time you create a new book. On the bottom-right space of the spreadsheet you will find page view com-
mands, the zoom tool and the horizontal scrolling bar.

At the end of the unit, you will be able to:
• Practice and work on MS-Excel.

Fig.22.3.1: MS Excel Icon

Unit Objectives 



291290

Participant Handbook

22.3.4 Insert Text 

22.3.3 Create a New Blank Workbook 
• Step 1: Left-click the Microsoft Office Button.

• Step 2: Select New. The New Workbook dialog box opens, and Blank 
Workbook is highlighted by default.

• Step 3: Click Create. A new, blank workbook appears in the window.

• Step 1: Left-click a cell to select it. Each rectangle in the worksheet is called a cell. As you select a cell, the cell 
address appears in the Name Box.

• Step 2: Enter text into the cell using your keyboard. The text appears in the cell and in the formula bar.

Fig.22.3.2: MS Excel Window

Fig.22.3.3: Creating New Workbook
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22.3.5 Cell Addresses
Each cell contains a name, or a cell address, based on the column and row it is in. for 
example, this cell is C3 since it is wherever column C and row 3 intersect.

You can also select multiple cells at the same time. a group of cells is known as a cell 
range. instead of a single cell address, you will refer to a cell range using the cell ad-
dresses of the first and last cells in the cell range, separated by a colon. as an exam-
ple, a cell range that included cells A1, A2, A3, A4, and A5 would be written as A1:A5.

Edit or Delete Text 

• Step 1: Select the cell.

• Step 2: Press the Backspace key on your keyboard to delete text and make a correction.

• Step 3: Press the Delete key to delete the entire contents of a cell.

You can also make changes to and delete text from the formula bar. Just select the cell and place your insertion 
point in the formula bar.

To Modify the Row Height: 

• Step 1: Position the cursor over the row line you want to modify, 
and a double arrow will appear.

• Step 2: Left-click the mouse and drag the cursor upward to 
decrease the row height or downward to increase the row 
height.

• Step 3: Release the mouse button. 

Fig.22.3.4: About Cell Address and Name

Fig.22.3.5: Writing Text in Spreadsheet

Fig.22.3.6: Cell Addresses

Fig.22.3.7: Row Height
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To Insert Rows: 

• Step 1: Select the row below where you want the new row to 
appear.

• Step 2: Click the Insert command in the Cells group on the Home 
tab. The row will appear.

• Step 3: The new row always appears above the selected row.

Make sure that you select the entire row below where you want the 
new row to appear and not just the cell. If you select just the cell and 
then click Insert, only a new cell will appear.

To Insert Columns: 

• Step 1: Select the column to the right of where you want the 
column to appear.

• Step 2: Click the Insert command in the Cells group on the Home 
tab. The column will appear.

The new column continually appears to the left of the selected col-
umn. for example, if you wish to insert a column between septem-
ber and october, choose the october column and click on the Insert 
command.

Make sure that you select the complete column to the right of where 
you want the new column to appear and not just the cell. If you 
choose simply the cell and then click Insert, only a new cell can appear.

To Delete Rows and Columns: 

• Select the row or column you’d like to delete.

• Click the Delete command in the Cells group on the Home tab.

22.3.6 Formatting
Once you have entered information into a spreadsheet, you will need to be able to format it.

To Format Text in Bold or Italics: 

• Step 1: Left-click a cell to select it or drag your cursor over the text 
in the formula bar to select it.

• Step 2: Click the Bold or Italics command.

You can select entire columns and rows, or specific cells. to select the 
entire column, simply left-click the column heading, and the entire col-
umn can appear as selected. to select specific cells, simply left-click a 
cell and drag your mouse to select the opposite cells. Then, release the 
mouse button.

Fig.22.3.8: Inserting Row

Figure: 7.3.Fig.22.3.

Fig.22.3.10: Formatting Text
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To Format Text as Underlined: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Click the drop-down arrow next to the Underline 
command. 

• Step 3: Select the Single Underline or Double Underline 
option.

To Change the Font Style: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Left-click the drop-down arrow next to the Font Style 
box on the Home tab.

• Step 3: Select a font style from the list.

To Change the Font Size: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Left-click the drop-down arrow next to the Font Size 
box on the Home tab.

• Step 3: Select a font size from the list.

To Change the Text Color: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Left-click the drop-down arrow next to the Text 
Color command. A color palette will appear.

• Step 3: Select a color from the palette.

OR

• Step 1: Select More Colors. A dialog box will appear.

• Step 2: Select a color.

• Step 3: Click OK.

Fig.22.3.11: Underlining Text

Fig.22.3.12: Changing Font Style

Fig.22.3.13: Changing Font Size

Fig.22.3.14: Changing Font Colour
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To Add a Border: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Click the drop-down arrow next to the Borders 
command on the Home tab. A menu will appear with 
border options.

• Step 3: Left-click an option from the list to select it.

You can change the line style and color of the border.

To add a Fill Color: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Click the Fill command. A color palette will 
appear.

• Step 3: Select a color.

OR

• Step 1: Select More Colors. A dialog box will appear.

• Step 2: Select a color.

• Step 3: Click OK.

You can use the fill color feature to format columns and rows, 
and format a worksheet so that it is easier to read.

22.3.7 Calculations and Analysis

To Format Numbers and Dates: 

• Step 1: Select the cell or cells you want to format.

• Step 2: Left-click the drop-down arrow next to the Number Format box.

• Step 3: Select one of the options for formatting numbers.

By default, the numbers appear in the General category, which means there is no 
special formatting.

Excel could be used to calculate and analyze numerical data; however, you need to know how to write formulas 
to maximize Excel's streangth. A formula is an equation perform a calculation using cell values in the worksheet.

Fig.22.3.15: Adding Border to Cells

Fig.22.3.16: Filling Colour to Cells

Fig.22.3.17: Text Formats
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To Create a Simple Formula that Adds Two Numbers: 

• Step 1: Click the cell where the formula will be defined (C5, 
for example).

• Step 2: Type the equals sign (=) to let Excel know a formula 
is being defined.

• Step 3: Type the first number to be added (e.g., 1500).

• Step 4: Type the addition sign (+) to let Excel know that an 
add operation is to be performed.

• Step 5: Type the second number to be added (e.g., 200).

• Press Enter or click the Enter button on the Formula bar to complete the formula.

To Create a Simple Formula that Adds the Contents of Two Cells: 

• Step 1: Click the cell where the answer will appear (C5, for example).

• Step 2: Type the equals sign (=) to let Excel know a formula is being defined.

• Step 3: Type the cell number that contains the first number to be added (C3, for example).

• Step 4: Type the addition sign (+) to let Excel know that an add operation is to be performed.

• Step 5: Type the cell address that contains the second number to be added (C4, for example).

• Step 6: Press Enter or click the Enter button on the Formula bar to complete the formula.

To Copy and Paste Cell Contents: 

• Step 1: Select the cell or cells you wish to copy.

• Step 2: Click the Copy command in the Clipboard group on the Home tab. The border of the selected cells 
will change appearance.

• Step 3: Select the cell or cells where you want to paste the information.

• Step 4: Click the Paste command. The copied information will now appear in the new cells.

To select more than one adjoining cell, left-click one of the cells, drag the cursor until all the cells are selected, 
and release the mouse button.

Fig.22.3.18: Creating Formulas

Fig.22.3.19: Summation of Two Cells Fig.22.3.20: Difference of Two Cells
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The copied cell will stay selected until you perform your next task, or you can double-click the cell to deselect it.

To Cut and Paste Cell Contents: 

• Step 1: Select the cell or cells you wish to cut.

• Step 2: Click the Cut command in the Clipboard group on the Home tab. The border of the selected cells will 
change appearance.

• Step 3: Select the cell or cells where you want to paste the information.

• Step 4: Click the Paste command. The cut information will be removed from the original cells and now 
appear in the new cells.

To View the Spreadsheet in Print Preview: 

• Step 1: Left-click the Microsoft Office Button.

• Step 2: Select Print.

• Step 3: Select Print Preview. The spreadsheet will appear in Print 
Preview view.

Click the Close Print Preview button to return to the Normal View.

Exploring Print Preview:

Once you are in Print Preview, you can access many of the same features that you can from the Ribbon; however, 
in Print Preview you can see how the spreadsheet will appear in printed format.

To Modify Margins, Column Width, or Row Height While in Print Preview: 

• Step 1: Click the Print Preview command on the Quick Access 
toolbar, or select Print Preview from the Microsoft Office Button 
menu. The spreadsheet opens in print preview mode.

• Step 2: Move your cursor over one of the black margin markers 
until a double arrow appears.

• Step 3: Left-click and drag the marker to the desired location. The 
change will be reflected in the spreadsheet.

Fig.22.3.21: Cut and Paste Cell Contents

Fig.22.3.22: Print View of Spreadsheet

Fig.22.3.23: Print Preview
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22.3.8 Change Page Orientation 

To Modify Margins: 

• Step 1: Select the Page Layout tab.

• Step 2: Left-click the Margins command.

• Step 3: Choose one of the predefined settings or enter custom 
margins.

• Step 1: Select the Page Layout tab.

• Step 2: Left-click the Orientation command.

• Step 3: Select either Portrait or Landscape.

Portrait orients the page vertically, while Landscape orients the page 
horizontally.

To Change the Paper Size: 

• Step 1: Select the Page Layout tab.

• Step 2: Click the Size command.

• Step 3: Select a size option from the list.

To Print from the Microsoft Office Button: 

• Step 1: Left-click the Microsoft Office Button.

• Step 2: Select Print. The Print dialog box appears.

• Step 3: Select a printer if you wish to use a printer other than 
the default setting.

• Step 4: Click Properties to change any necessary settings.

• Step 5: Choose whether you want to print specific pages, all of 
the worksheet, a selected area, the active sheet or the entire 
workbook.

• Step 6: Select the number of copies you'd like to print.

• Step 7: Click OK.

Fig.22.3.24: Modifying Margins

Fig.22.3.25: Page Orientation

Fig.22.3.26: Printing the Sheet
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22.3.9 Excel's Different Functions
There are many different functions in Excel 2007. Some of the more common functions include:

Statistical Functions:

• SUM - adds a range of cells together.

• AVERAGE - calculates the average of a range of cells.

• COUNT - counts the number of chosen data in a range of cells.

• MAX - identifies the largest number in a range of cells.

• MIN - identifies the smallest number in a range of cells.

Financial Functions:

• Interest Rates

• Loan Payments

• Depreciation Amounts

Date and Time functions:

• DATE - Converts a serial number to a day of the month.

• Day of Week.

• DAYS360.

• TIME - Returns the serial number of a particular time.

• HOUR - Converts a serial number to an hour.

• MINUTE - Converts a serial number to a minute.

• TODAY - Returns the serial number of today's date.

• MONTH - Converts a serial number to a month.

• YEAR - Converts a serial number to a year.

You don't have to memorize the functions but should have an idea of what each can do for you.

To Calculate the Sum of a Range of Data Using AutoSum: 
• Step 1: Select the Formulas tab.

• Step 2: Locate the Function Library group. From here, you can 
access all the available functions.

• Step 3: Select the cell where you want the function to appear. In 
this example, select G42.

• Step 4: Select the drop-down arrow next to the AutoSum 
command.

• Step 4: Select Sum. A formula will appear in the selected cell, G42.

• Step 5: This formula, =SUM(G2:G41), is called a function. AutoSum 
Fig.22.3.27: Using AutoSum Function

command automatically selects the range of cells from G2 to G41, based on where you inserted the function. 

• Step 6: Press the Enter key or Enter button on the formula bar. The total will appear.
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Unit Objectives 
At the end of the unit, you will be able to:
• Understand the internet concepts.

UNIT 22.4: Internet Concepts

22.4.1 How to create your E-mail account (Outlook) 
You can create a new or additional Outlook account by following the same account creation wizard. You can 
follow the steps listed below to configure your Microsoft Outlook Express email client to work with your email 
account:

• Step 1: Open Outlook Express and select Tools E-mail Accounts from the main menu. The E-mail Accounts 
wizard will appear.

• Step 2: Click Add a new e-mail account. Click Next.

• Step 3: Select the server type. Most ISPs and webmail services use POP3 servers. Click Next.

• Step 4: Enter your Name.

• Step 5: Enter your E-mail Address. 

Fig.22.4.1: Seeting up Outlook Account

• Step 6: Enter the incoming mail server and outgoing mail server information you obtained from your ISP or 
webmail service.

• Step 7: Enter your user name if it is different from the user name that automatically appears in the wizard 
form.



301300

Participant Handbook

• Step 8: Enter your password.

• Step 9: Click Test Account Settings to test the information you entered in the wizard and confirm that it is 
valid.

• Step 10: Click Next.

• Step 11: Click Finish.

Note: If you do not have an Outlook email account, you can select Microsoft Office Outlook from your computer's 
Start menu. The wizard will open, and you can follow the steps above to create an Outlook account.

Congratulations you have successfully configured your e-mail account!!
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23. Soft Skills And 
Communication Skills

Unit 23.1 - Soft Skills And Communication Skills

HSS/N/9607
HSS/N/5107, HSS/N/9603,
HSS/N/9604, HSS/N/9605
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At the end of the unit, you will be able to:

• Understand Art of Effective Communication.

• Able to handle effective Communication with Patients and their Family.

• Able to handle effective Communication with Peers/ colleagues using medical terminology in communication.

• Learn basic reading and writing skills.

Key Learning Outcomes 
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23.1.1 Overview
It is important to know the need of correct and effective communication. As a General Duty Assistant, you need 
to be aware of the varied styles in which people often communicate. You would also need to know how well you 
interact with your patients and the people around you will entirely depend on how well you communicate.

UNIT 23.1: Soft Skills And Communication Skills

At the end of the unit, you will be able to:

• Communicate appropriately with co-workers 

• Gain knowledge about the language skills 

• Respond to patient’s call

23.1.2 Definition of communication
The transmitting or exchanging the information by talking, composing, or utilizing some other medium. It likewise 
implies sending or receiving information via phone lines or PCs. Communication is a two-way mechanism for 
exchanging ideas and information that brings changes in human behaviour. Communication is an interactive 
system — a series of ever changing, ongoing transactions between individuals in the environment.

Verbal Communication

We use words when we speak or write. This is verbal communication.

Spoken verbal communication includes:

• Face to face communication 

• Speech 

• Conversation on the phone 

• Voice chat over internet 

Written verbal communication includes:

• Writings found in newspapers, 

• E-mails, 

• Memos, 

• Bulletins, 

• Handouts Fig.23.1.1: communication

Unit Objectives 
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Non-verbal Communication

Non-verbal communication means communicating without the use of 
speech or the written word. This form of communication includes the 
use of body language of a person.

Example of non-verbal communication are:

• Body postures 

• Tone of voice 

• Gestures and touch 

• Facial expressions 

• It can also be in the form of pictorial representations, signboards, or 
even photographs, sketches and paintings. 

23.1.3 Communication Process
Communication which is the basis of human interaction is a complex process. It has the following main 

Fig.23.1.5: Communication Process

Formal Communication

• • Formal communication is concise and straight, official, 
always precise and has a stringent and rigid tone to it.

• • It follows the lines of authority.

Informal Communication

Informal communication is also known as grape-vine communication. 
It does not have any fixed rules and standards. Informal conversations 
need not have limitations of time, place or even subjects. Examples of 
informal communication are gossip circles, family, friends etc.

components:

• Sender 

• Messages 

• Receiver 

• Feedback 

• Context

Fig.23.1.2: Non-verbal Communication Signs

Fig.23.1.3: Formal Communication

Fig.23.1.4: Informal Communication
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23.1.4 Effective Communication

Fig.23.1.6: Barriers to Communication

Fig.23.1.7: Effective Communication

Some Factors Influencing Communication

Some factors that influence communication are:

• Attitude 

• Socio-cultural or ethnic background 

• Past experiences 

• Knowledge of subject matter 

• Ability to relate to other’s interpersonal perception 

• Environmental factors 

• Emotional status 

Effective communication  means  how effectively 
you  pass   a message so  that  it  is  received  and  
understood  by a person exactly the way you wanted it 
to. You often would need to send, receive, and process 
a huge number of messages every day. 

Barriers to Communication

Communication may often fail due to the following reasons:

• Physiological barriers: Difficulties in hearing, expression. 

• Psychological barriers: Perception, distrust, emotion, 
preconception, past experience. 

• Semantic barriers: Jargon, language. 

• Environmental barriers: Noise, distance, congestion. 

• Socio-cultural background: Age, gender, interest, 
knowledge. 

• Organisational barriers: Unclear planning, structure, 
information overload, timing, technology, status difference. 

Effective communication can improve relationships with co- workers and patients at the hospital. Communicating 
effectively with co-workers is important to ensure continued and reasonable quality of patient care.
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23.1.4.1 Seven C’s of Effective Communication
The 7 C’s of communication are important as they give a checklist for making sure that your communication with 
the co-workers is so effective that your co-workers get your message. According to the 7 C’s, communication 
needs to be:

1. Clear 

2. Concise 

3. Concrete 

4. Correct 

5. Coherent 

6. Complete 

7. Courteous 

Clear

When talking to someone, be clear and concise about the message you want to convey. For e.g. instead of saying

“The patient’s condition is not well, maybe there is some problem with breathing or some problem with pulse 
rate, or any other reason.”, you can say “The patient condition is not well due to increase breathing rate.”

Concise

Always keep your communication short and sweet. Stick to your point and keep it brief. For e.g. instead of saying 
“We are thinking to provide medical care for the patient in ward 101. He has some problem with the bed settings. 
We need to rectify it. He needs more elevated settings at the head side.” One can say that, “Patient in ward 101 
needs elevated head side settings in his bed.”

Concrete

Be specific, so that the receiver understands your message clearly. Your message should be definite and sensible. 
For e.g. “Report for duty in ward no. 16 at 6.00 am sharp.”

Correct

When you communicate be true to the facts. Always use appropriate words that a person can understand easily. 
Avoid using slang or too many technical words. For e.g.: “The IV fluid is inserted in the body of the patient”. Here 
the IV fluid is not generally used in the day-to-day life, more commonly used word is drip.

Coherent

What you communicate with your words should be meaningful. Make sure you don’t speak too fast or repetitive. 
Let your communication be logical.

Complete

Make sure that your entire communication as a whole is complete. The person who receives the message should 
know exactly what to do. Make sure that you have included all the relevant information in the message.

Example, when telling a colleague about transferring a patient from one place to another you need to give 
complete information regarding the same. By complete information here it would mean the number of the ward, 
the bed on which the patient has to be transferred, whether the patient has to be taken on a wheel chair or a 
bed etc.
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23.1.5 Language Skills
Language skills comprises of Listening, Speaking, Reading and Writing Skills. For a General Duty Assistant working 
in a hospital, it is important that he/she is well versed with the LSRW skills. So let’s know about it one by one and 
its importance for the given job role.

23.1.6 Listening Skills
Listening is the ability to correctly receive and understand messages during the process of communication. 
Listening is critical for effective communication. Without effective listening skills, messages can easily be 
misunderstood. This results in a communication breakdown and can lead to the sender of the message and the 
receiver becoming frustrated or irritated. Remember that listening is not the same thing as hearing. Hearing just 
refers to sounds that you hear. Listening is a whole lot more than that. To listen, one requires focus. It means not 
only paying attention to the story, but also focusing on how the story is relayed, the way language and voice is 
used, and even how the speaker uses their body language. The ability to listen depends on how effectively one 
can perceive and understand both, verbal and non-verbal cues. How attentively you listen has a key impact on 
your job efficiency and on the quality of your realtions with the customers.

How well you listen has a major impact on your job effectiveness and on the quality of your relationships with 
the customers.

We listen:

• To obtain information 

• To understand 

• To learn 

Importance of listening for your job role

A general duty assistant is the person who is the closest to the patient. The patients may have some thought or 
problem regarding their health condition or any other personal concern. The job of the general duty assistant is 
to listen to the concerns of a patient. And it’s not only about hearing, it’s about listening effectively.

Guidelines for effective listening

If you try and follow these guidelines while listening, you will become a better listener.

• Do not talk:  We all have two ears yet just a single mouth. Try not to talk, in spite of the fact that you may 
need to clarify. Do as such just when the other individual has finished speaking

• Listen carefully: Keep all the other things out of mind and just Pay attention towards the speaker 

• Put the speaker at ease: Comfort the speaker to feel free to speak, especially in your case it would be the 
patient. It may also be your colleague or superior.  Keep in mind their necessities and concerns. Gesture or 
use different signals or words to urge them to proceed.

• Remove distractions: Focus on what is being said: don’t do other activities such as scribbling on paper, 

Courteous

Always be respectful to others while communicating. Do not use rude and impolite language in your speech. Use 
a friendly approach while conveying a message. Be Courteous friendly, open, and honest.
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shuffling papers, arranging your desk, looking out of the window, etc. Avoid unnecessary interruptions.

• Empathize: Try to understand the other person’s perspective. Look at issues from their perspective. Let go 
off fixed ideas or views.

• Be patient: A pause, even a long pause, does not necessarily mean that the speaker has finished. Never finish 
a sentence for someone.

• Avoid bias: Try to be neutral. Do not get irritated or get biased due to the person’s behavior or mannerisms.

• Listen to the tone: Volume and tone of voice, both add to what someone is saying.

• Listen for ideas: Not just words: You need to understand the whole topic, not just remote phrases and ideas.

Watch and Observe non-verbal communication:

• nd gestures, expressions, and eye movements can all be important. This will be useful while interacting 
directly with your friends, colleagues and superiors.

23.1.7 Speaking skills
Speaking is the most important skill required in the professional environment.  How successfully a message gets 
conveyed depends entirely on how effectively you are able to get it through. An effective speaker is one who 
enunciates properly, pronounces words correctly, chooses the right words and speaks at a pace that is easily 
understandable.

Importance of speaking for your job role

As a General Duty Assistant, it is very important to be effective at speaking. So, how you speak to the patients 
creates an image in the mind of the patient. You have to speak politely with the patient so that they do not 
get hurt. But if you want to give some instructions to the patients without hurting them, you have to speak 
effectively. Practice is the key for effective speaking.

Components of Speaking Skills

The important components of speaking skills are:

• Tone 

• Comprehension 

• Grammar 

• Vocabulary 

• Pronunciation 

• Fluency 

• Body language 

• Rate of Speech 

Tone: Tone includes the volume you use while speaking, the level and the type of feeling or emotion that you 
convey and the emphasis that you put on the words that you select. If you speak with lack of energy and in a 
monotonous tone, then certainly the patient will get bored.

Awareness: For the verbal communication, it surely needs a subject to respond, to speak and to commence it.

Grammar: It is required that you speak a correct sentence in the conversation. The usage of grammar is mandatory  
to learn in the correct way to gain expertise in the language in both  verbal and written form.
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Vocabulary: One can't convey adequately or express their thoughts both oral and written form if they don't have 
adequate vocabulary. Without an adequate vocabulary nothing can be passed on.

Pronunciation:  Pronunciation is the best approach to speak clearer language when you talk. It manages the 
phonological procedure that refers to the part of a grammar made up of the components and rule that decide 
how change and pattern in a language sounds. Pronunciation is the knowledge of learning about how the words 
in a specific language are produced clearly when individuals speaks. 

Fluency: It is the one’s ability to speak fluently and accurately. Fluency means speaking at a normal speed without 
hesitation, repetition and self-correction. To be fluent it’s important, that you don’t use fillers like “you know”, “I 
mean”, “ums”, “ers”, “aaahhhh”, etc.

Body language: Body language means communicating through body posture, gestures, facial expressions and 
tone of voice. Body language must be in sync with your words; otherwise it is likely to confuse the customers. 
Positive body language is important in supporting your words and ensuring that your message is understood 
correctly.

Rate of speech: A slow rate of speech makes the conversation disinteresting. Speak at a moderate pace and with 
appropriate volume. A general duty assistant should match his rate of speech with that of the patient.

As a General Duty Assistant, in order to demonstrate effective oral communication (listening and speaking skills) 
you should:

• Listen patiently and give answer to the questions that patient have.

• Convey the observations to the nurse. When you see any abnormality or unusualness in the patient’s 
condition, inform directly to the concerned person.

• Discuss the process with the patient and to make him/ her feel comfortable while performing daily activities 
like grooming, bathing, elimination, transporting etc.

23.1.8 Reading Skills
Reading requires the skills of decoding and understanding the written 
message. Decoding and understanding the written language are the 
required skills for an effective reading.

Therefore reading is a complicated skill. 

Importance of reading skills

Good reading skills help you to comprehend ideas, follow arguments, 
and detect implications. You can make out your exact task if you can 
read the documents detailing your roles and responsibilities. As a 
general duty assistant, you need to:

• Read thoroughly and follow the instructions specified in the 
patient file.

• Read the instructions given by a doctor/nurse and interpret it 
accurately and then cross check with the ward nurse/supervisor 
for correct understanding. For e.g. If a patient is asked to move 
from one place to another, you have to make sure that the patient 
is transferred to the right place.

Fig.23.1.8: Reading
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23.1.10 Responding to a Patient’s Call
The main aim of responding to call bell is to ensure that if the patient needs something, then his need is fulfilled 
immediately. Immediate responding to call bell is crucial for the patient’s wellbeing and overall satisfaction.

“If we can anticipate patients’ needs before they use their call bells, then we’ll have fewer interruptions on our 
rounds, and patient satisfaction will increase.”

Common reasons for call bell frequency

The top 3 reasons patients use call bell are to:

1. Request daily living needs, such as bathroom assistance, drinking water or turning off the light or an extra 
blanket.

2. Report pain or request pain medication.

3. Report unusual monitor noises.

The following points must be considered by a GDA while responding to a call bell:

• Immediately communicate with the nurse if the call is for a medical need. Take appropriate actions if the call 
is non medical, to make the patient comfortable.

• In any case the GDA should courteously and politely meet the patient demands.

A viable approach to decrease call bell frequency is to eliminate the reason behind call bell in the first go. 

•  Hourly nursing rounds to discover and address patients' issues are a proof based strategy that can reduce the 
dependency on call bells. The rounder which can be a nurse, a nursing assistance, a nurse’s  aide or a nursing 
technician, has to take some specific actions  After entering the patient's room, the rounder must distinguish 
him or herself by name, tell the patient that he or she is there to do rounds, and to: Ensure that the call bell 
is within the reach of the patient. 

• Place the telephone within the s reach of the patient.

• Place the TV remote control and bed light switch within the reach of the patient.

• Place the bedside table next to the patient’s bed.

• Assess the pain level of the patient. (if the patient is experiencing pain, the RN is contacted immediately).

• Offer toileting help.

• Assess the patient’s position and comfort and ask if the patient is comfortable or needs to be repositioned.

• Put the tissue box and drinking water within the patient’s reach.

23.1.9 Writing Skills
Written communication is the form of communication which is transmitted through words. Effective writing skills 
are required to write documents such as reports, letters, memos and emails. Written communication is more 
important than oral communication because it creates a permanent record of one’s work, and it can be referred 
to at any point of time. Only practice can perfect the writing skill.

Importance of writing skills

As a general duty assistant you will be using your writing skills in assisting nurses in recording the observation. At 
suitable times you will be needed to mark the template as per the observation.
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• Put the trash can next to the bed.

• Prior to leaving the room, ask, “Is there anything I can do for you before I leave? I have time while I am here 
in the room.”

• Tell the patient that a member of the nursing staff will be back in the room in an hour to make round again.

Skills Practical: Communication Skills 
1. You have to tell your colleagues that a certain patient has to be shifted from the general ward to a private 

ward. Use the 7 Cs of communication to pass on this information.

Tips
Healthcare professional should use clear model of communication:

• C-Connect: 

 » Acknowledge immediately 

 » Use patient’s name

 » Establish eye contact and smile 

• L-Listen: 

 » Maintain eye contact 

 » Use listening techniques

 » Don’t interrupt 

 » Repeat information for accuracy

• E-Expain: 

 » Describe what is going to happen

 » Answer questions with patience

 » Speak slowly: repeat as necessary

• A-Ask: 

 » Is anything else I can do 
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Exercise 
1. Define Communication.

............................................................................................................................................................................

............................................................................................................................................................................

2.  Draw a diagram to explain the Communication Process.

............................................................................................................................................................................

............................................................................................................................................................................

3. Why are speaking skills important for a GDA?

............................................................................................................................................................................

............................................................................................................................................................................

Notes 
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
___________________________________________________________________________________
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24. Employability & 
Entrepreneurship Skills

Unit 24.1 – Personal Strengths & Value Systems 

Unit 24.2 – Digital Literacy: A Recap

Unit 24.3 – Money Matters

Unit 24.4 – Preparing for Employment & Self Employment 

Unit 24.5 – Understanding Entrepreneurship

Unit 24.6 – Preparing to be an Entrepreneur
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At the end of the unit, you will be able to:

1. Explain the meaning of health

2. List common health issues

3. Discuss tips to prevent common health issues

4. Explain the meaning of hygiene

5. Understand the purpose of Swacch Bharat Abhiyan

6. Explain the meaning of habit

7. Discuss ways to set up a safe work environment

8. Discuss critical safety habits to be followed by employees

9. Explain the importance of self-analysis

10. Understand motivation with the help of Maslow’s Hierarchy of Needs

11. Discuss the meaning of achievement motivation

12. List the characteristics of entrepreneurs with achievement motivation

13. List the different factors that motivate you

14. Discuss how to maintain a positive attitude

15. Discuss the role of attitude in self-analysis

16. List your strengths and weaknesses

17. Discuss the qualities of honest people

18. Describe the importance of honesty in entrepreneurs

19. Discuss the elements of a strong work ethic

20. Discuss how to foster a good work ethic

21. List the characteristics of highly creative people

22. List the characteristics of highly innovative people

23. Discuss the benefits of time management

24. List the traits of effective time managers

25. Describe effective time management technique

26. Discuss the importance of anger management

27. Describe anger management strategies

28. Discuss tips for anger management

29. Discuss the causes of stress

30. Discuss the symptoms of stress

31. Discuss tips for stress management

32. Identify the basic parts of a computer

33. Identify the basic parts of a keyboard

Key Learning Outcomes 
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34. Recall basic computer terminology

35. Recall basic computer terminology

36. Recall the functions of basic computer keys

37. Discuss the main applications of MS Office

38. Discuss the benefits of Microsoft Outlook

39. Discuss the different types of e-commerce

40. List the benefits of e-commerce for retailers and customers

41. Discuss how the Digital India campaign will help boost e-commerce in India

42. Explain how you will sell a product or service on an e-commerce platform

43. Discuss the importance of saving money

44. Discuss the benefits of saving money

45. Discuss the main types of bank accounts

46. Describe the process of opening a bank account

47. Differentiate between fixed and variable costs

48. Describe the main types of investment options

49. Describe the different types of insurance products

50. Describe the different types of taxes

51. Discuss the uses of online banking

52. Discuss the main types of electronic funds transfers

53. Discuss the steps to prepare for an interview

54. Discuss the steps to create an effective Resume

55. Discuss the most frequently asked interview questions

56. Discuss how to answer the most frequently asked interview questions

57. Discuss basic workplace terminology

58. Discuss the concept of entrepreneurship

59. Discuss the importance of entrepreneurship

60. Describe the characteristics of an entrepreneur

61. Describe the different types of enterprises

62. List the qualities of an effective leader

63. Discuss the benefits of effective leadership

64. List the traits of an effective team

65. Discuss the importance of listening effectively

66. Discuss how to listen effectively

67. Discuss the importance of speaking effectively

68. Discuss how to speak effectively

69. Discuss how to solve problems
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70. List important problem solving traits

71. Discuss ways to assess problem solving skills

72. Discuss the importance of negotiation

73. Discuss how to negotiate

74. Discuss how to identify new business opportunities

75. Discuss how to identify business opportunities within your business

76. Understand the meaning of entrepreneur

77. Describe the different types of entrepreneurs

78. List the characteristics of entrepreneurs

79. Recall entrepreneur success stories

80. Discuss the entrepreneurial process

81. Describe the entrepreneurship ecosystem

82. Discuss the government’s role in the entrepreneurship ecosystem

83. Discuss the current entrepreneurship ecosystem in India

84. Understand the purpose of the Make in India campaign

85. Discuss the relationship between entrepreneurship and risk appetite

86. Discuss the relationship between entrepreneurship and resilience

87. Describe the characteristics of a resilient entrepreneur

88. Discuss how to deal with failure

89. Discuss how market research is carried out

90. Describe the 4 Ps of marketing

91. Discuss the importance of idea generation

92. Recall basic business terminology

93. Discuss the need for CRM

94. Discuss the benefits of CRM

95. Discuss the need for networking

96. Discuss the benefits of networking

97. Understand the importance of setting goals

98. Differentiate between short-term, medium-term and long-term goals

99. Discuss how to write a business plan

100. Explain the financial planning process

101. Discuss ways to manage your risk

102. Describe the procedure and formalities for applying for bank finance

103. Discuss how to manage your own enterprise

104. List important questions that every entrepreneur should ask before starting an enterprise
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UNIT 24.1: Personal Strengths & Value Systems

At the end of the unit, you will be able to:

1. Explain the meaning of health

2. List common health issues

3. Discuss tips to prevent common health issues

4. Explain the meaning of hygiene

5. Understand the purpose of Swacch Bharat Abhiyan

6. Explain the meaning of habit

7. Discuss ways to set up a safe work environment

8. Discuss critical safety habits to be followed by employees

9. Explain the importance of self-analysis

10. Understand motivation with the help of Maslow’s Hierarchy of Needs

11. Discuss the meaning of achievement motivation

12. List the characteristics of entrepreneurs with achievement motivation

13. List the different factors that motivate you

14. Discuss how to maintain a positive attitude

15. Discuss the role of attitude in self-analysis

16. List your strengths and weaknesses

17. Discuss the qualities of honest people

18. Describe the importance of honesty in entrepreneurs

19. Discuss the elements of a strong work ethic

20. Discuss how to foster a good work ethic

21. List the characteristics of highly creative people

22. List the characteristics of highly innovative people

23. Discuss the benefits of time management

24. List the traits of effective time managers

25. Describe effective time management technique

26. Discuss the importance of anger management

27. Describe anger management strategies

28. Discuss tips for anger management

29. Discuss the causes of stress

30. Discuss the symptoms of stress

31. Discuss tips for stress management

Unit Objectives 
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24.1.1 Health, Habits, Hygiene: What is Health
As per the World Health Organization (WHO), health is a “State of complete physical, mental, and social well-be-
ing, and not merely the absence of disease or infirmity.” This means being healthy does not simply mean not 
being unhealthy – it also means you need to be at peace emotionally, and feel fit physically. For example, you 
cannot say you are healthy simply because you do not have any physical ailments like a cold or cough. You also 
need to think about whether you are feeling calm, relaxed and happy.

Common Health Issues

Some common health issues are:

• Allergies

• Asthma

• Skin Disorders

• Depression and Anxiety

• Diabetes

• Cough, Cold, Sore Throat

• Difficulty Sleeping

• Obesity

24.1.1.1 Tips to Prevent Health Issues 
Taking measures to prevent ill health is always better than curing a disease or sickness. You can stay healthy by:

• Eating healthy foods like fruits, vegetables and nuts

• Cutting back on unhealthy and sugary foods

• Drinking enough water everyday

• Not smoking or drinking alcohol

• Exercising for at least 30 minutes a day, 4-5 times a week

• Taking vaccinations when required

• Practicing yoga exercises and meditation

How many of these health standards do you follow? Tick the ones that apply to you.

1. Get minimum 7-8 hours of sleep every night.

2. Avoid checking email first thing in the morning and right before you go to bed at night.

3. Don’t skip meals – eat regular meals at correct meal times.

4. Read a little bit every single day.

5. Eat more home cooked food than junk food

6. Stand more than you sit.

7. Drink a glass of water first thing in the morning and have at least 8 glasses of water through the day.
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24.1.1.2 What is Hygiene?

8. Go to the doctor and dentist for regular checkups.

9. Exercise for 30 minutes at least 5 days a week.

10. Avoid consuming lots of aerated beverages.

As per the World Health Organization (WHO), “Hygiene refers to conditions and practices that help to maintain 
health and prevent the spread of diseases.” In other words, hygiene means ensuring that you do whatever is re-
quired to keep your surroundings clean, so that you reduce the chances of spreading germs and diseases.

For instance, think about the kitchen in your home. Good hygiene means ensuring that the kitchen is always spick 
and span, the food is put away, dishes are washed and dustbins are not overflowing with garbage. Doing all this 
will reduce the chances of attracting pests like rats or cockroaches, and prevent the growth of fungus and other 
bacteria, which could spread disease.

How many of these health standards do you follow? Tick the ones that apply to you.

1. Have a bath or shower every day with soap – and wash your hair with shampoo 2-3 times a week.

2. Wear a fresh pair of clean undergarments every day.

3. Brush your teeth in the morning and before going to bed.

4. Cut your fingernails and toenails regularly.

5. Wash your hands with soap after going to the toilet.

6. Use an anti-perspirant deodorant on your underarms if you sweat a lot.

7. Wash your hands with soap before cooking or eating.

8. Stay home when you are sick, so other people don’t catch what you have.

9. Wash dirty clothes with laundry soap before wearing them again.

10. Cover your nose with a tissue/your hand when coughing or sneezing.

See how healthy and hygienic you are, by giving yourself 1 point for every ticked statement! Then take a look at 
what your score means.

Your Score

• 0-7/20: You need to work a lot harder to stay fit and fine! Make it a point to practice good habits daily and 
see how much better you feel!

• 7-14/20: Not bad, but there is scope for improvement! Try and add a few more good habits to your daily 
routine.

• 14-20/20: Great job! Keep up the good work! Your body and mind thank you!
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24.1.1.3 Swachh Bharat Abhiyan

24.1.1.4 What are Habits?

We have already discussed the importance of following good hygiene and health practices for ourselves. But, it 
is not enough for us to be healthy and hygienic. We must also extend this standard to our homes, our immediate 
surroundings and to our country as a whole.

The ‘Swachh Bharat Abhiyan’ (Clean India Mission) launched by Prime Minister Shri Narendra Modi on 2nd Octo-
ber 2014, believes in doing exactly this. The aim of this mission is to clean the streets and roads of India and raise 
the overall level of cleanliness. Currently this mission covers 4,041 cities and towns across the country. Millions 
of our people have taken the pledge for a clean India. You should take the pledge too, and do everything possible 
to keep our country clean!

A habit is a behaviour that is repeated frequently. All of us have good habits and bad habits. Keep in mind the 
phrase by John Dryden: “We first make our habits, and then our habits make us.” This is why it is so important 
that you make good habits a way of life, and consciously avoid practicing bad habits.

Some good habits that you should make part of your daily routine are:

• Always having a positive attitude

• Making exercise a part of your daily routine

• Reading motivational and inspirational stories

• Smiling! Make it a habit to smile as often as possible

• Making time for family and friends

• Going to bed early and waking up early

Some bad habits that you should quit immediately are:

• Skipping breakfast

• Snacking frequently even when you are not hungry

• Eating too much fattening and sugary food

• Smoking, drinking alcohol and doing drugs

• Spending more money than you can afford

• Worrying about unimportant issues

• Staying up late and waking up late

24.1.1.5 Tips 
• Following healthy and hygienic practices every day will make you feel good mentally and physically.

• Hygiene is two-thirds of health – so good hygiene will help you stay strong and healthy!
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24.1.2 Safety: Tips to Design a Safe Workplace

24.1.2.1 Negotiable Employee Safety Habits

24.1.3 Self Analysis – Attitude, Achievement Motivation

24.1.2.2 Tips 

Every employer is obligated to ensure that his workplace follows the highest possible safety protocol. When set-
ting up a business, owners must make it a point to:

• Use ergonomically designed furniture and equipment to avoid stooping and twisting

• Provide mechanical aids to avoid lifting or carrying heavy objects

• Have protective equipment on hand for hazardous jobs

• Designate emergency exits and ensure they are easily accessible

• Set down health codes and ensure they are implemented

• Follow the practice of regular safety inspections in and around the workplace

• Ensure regular building inspections are conducted

• Get expert advice on workplace safety and follow it

Every employer is obligated to ensure that his workplace follows the highest possible safety protocol. When set-
ting up a business, owners must make it a point to:

• Immediately report unsafe conditions to a supervisor

• Recognize and report safety hazards that could lead to slips, trips and falls

• Report all injuries and accidents to a supervisor

• Wear the correct protective equipment when required

• Learn how to correctly use equipment provided for safety purposes

• Be aware of and avoid actions that could endanger other people

• Take rest breaks during the day and some time off from work during the week

• Be aware of what emergency number to call at the time of a workplace emergency

• Practice evacuation drills regularly to avoid chaotic evacuations

To truly achieve your full potential, you need to take a deep look inside yourself and find out what kind of person 
you really are. This attempt to understand your personality is known as self-analysis. Assessing yourself in this 
manner will help you grow, and will also help you to identify areas within yourself that need to be further devel-
oped, changed or eliminated. You can better understand yourself by taking a deep look at what motivates you, 
what your attitude is like, and what your strengths and weaknesses are.
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24.1.3.1 What is Motivation?

24.1.3.2 Maslow’s Hierarchy of Needs

Very simply put, motivation is your reason for acting or behaving in a certain manner. It is important to under-
stand that not everyone is motivated by the same desires – people are motivated by many, many different things. 
We can understand this better by looking at Maslow’s Hierarchy of Needs.

Famous American psychologist Abraham Maslow wanted to understand what motivates people. He believed that 
people have five types of needs, ranging from very basic needs (called physiological needs) to more important 
needs that are required for self-growth (called self- actualization needs). Between the physiological and self-ac-
tualization needs are three other needs – safety needs, belongingness and love needs, and esteem needs. These 
needs are usually shown as a pyramid with five levels and are known as Maslow’s Hierarchy of Needs.

As you can see from the pyramid, the lowest level depicts the most basic needs. Maslow believed that our be-
haviour is motivated by our basic needs, until those needs are met. Once they are fulfilled, we move to the next 
level and are motived by the next level of needs. Let’s understand this better with an example.

Fig.24.1.1: Maslow’s Hierarchy of Needs
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24.1.3.3 Understanding Achievement Motivation

Rupa comes from a very poor family. She never has enough food, water, warmth or rest. According to Maslow, 
until Rupa is sure that she will get these basic needs, she will not even think about the next level of needs – her 
safety needs. But, once Rupa is confident that her basic needs will be met, she will move to the next level, and her 
behaviour will then be motivated by her need for security and safety. Once these new needs are met, Rupa will 
once again move to the next level, and be motivated by her need for relationships and friends. Once this need is 
satisfied, Rupa will then focus on the fourth level of needs – her esteem needs, after which she will move up to 
the fifth and last level of needs – the desire to achieve her full potential.

We now know that people are motivated by basic, psychological and self-fulfillment needs. However, certain peo-
ple are also motivated by the achievement of highly challenging accomplishments. This is known as Achievement 
Motivation, or ‘need for achievement’.

The level of motivation achievement in a person differs from individual to individual. It is important that entre-
preneurs have a high level of achievement motivation – a deep desire to accomplish something important and 
unique. It is equally important that they hire people who are also highly motivated by challenges and success.

What Motivates You?

What are the things that really motivate you? List down five things that really motivate you. Remember to answer 
honestly!

I am motivated by:

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

...................................................................................................................................................................................

..................................................................................................................................................................................
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Characteristics of Entrepreneurs with Achievement Motivation

• Entrepreneurs with achievement motivation can be described as follows:

• Unafraid to take risks for personal accomplishment

• Love being challenged Future-oriented Flexible and adaptive

• Value negative feedback more than positive feedback

• Very persistent when it comes to achieving goals

• Extremely courageous

• Highly creative and innovative

• Restless - constantly looking to achieve more

• Feel personally responsible for solving problems

Think about it:

• How many of these traits do you have?

• Can you think of entrepreneurs who display these traits?

24.1.3.4 How to Cultivate a Positive Attitude

24.1.3.5 What is Attitude?

The good news is attitude is a choice. So it is possible to improve, control and change our attitude, if we decide 
we want to! The following tips help foster a positive mindset:

• Remember that you control your attitude, not the other way around

• Devote at least 15 minutes a day towards reading, watching or listening to something positive

• Avoid negative people who only complain and stop complaining yourself

• Expand your vocabulary with positive words and delete negative phrases from your mind

• Be appreciative and focus on what’s good in yourself, in your life, and in others

• Stop thinking of yourself as a victim and start being proactive

• Imagine yourself succeeding and achieving your goals

Now that we understand why motivation is so important for self-analysis, let’s look at the  role our attitude plays 
in better understanding ourselves. Attitude can be described as your tendency (positive or negative), to think and 
feel about someone or something. Attitude is the foundation for success in every aspect of life. Our attitude can 
be our best friend or our worst enemy. In other words:

“The only disability in life is a bad attitude.”

When you start a business, you are sure to encounter a wide variety of emotions, from difficult times and failures 
to good times and successes. Your attitude is what will see  you through  the tough times and guide you towards 
success. Attitude is also infectious. It affects everyone around you, from your customers to your employees to 
your investors. A positive attitude helps build confidence in the workplace while a negative attitude is likely to 
result in the demotivation of your people.
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24.1.4 Honesty & Work Ethics: What is Honesty?

24.1.3.6 What Are Your Strengths and Weaknesses
Another way to analyze yourself is by honestly identifying your strengths and weaknesses. This will help you use 
your strengths to your best advantage and reduce your weaknesses.

Note down all your strengths and weaknesses in the two columns below. Remember to be honest with yourself!

Strengths Weaknesses

24.1.3.7 Tips 
• Achievement motivation can be learned.

• Don’t be afraid to make mistakes.

• Train yourself to finish what you start.

• Dream big.

Honesty is the quality of being fair and truthful. It means speaking and acting in a manner that inspires trust. A 
person who is described as honest is seen as truthful and sincere, and as someone who isn’t deceitful or devious 
and doesn’t steal or cheat. There are two dimensions of honesty – one is honesty in communication and the 
other is honesty in conduct.

Honesty is an extremely important trait because it results in peace of mind and builds relationships that are 
based on trust. Being dishonest, on the other hand, results in anxiety and leads to relationships full of distrust 
and conflict.
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24.1.4.1 Qualities of Honest People

24.1.4.2 Importance of Honesty in Entrepreneurs

24.1.4.3 What are Work Ethics?

Honest individuals have certain distinct characteristics. Some common qualities among honest people are:

• They don’t worry about what others think of them. They believe in being themselves – they don’t bother 
about whether they are liked or disliked for their personalities.

• They stand up for their beliefs. They won’t think twice about giving their honest opinion, even if they are 
aware that their point of view lies with the minority.

• They are think skinned. This means they are not affected by others judging them harshly for their honest 
opinions.

• They forge trusting, meaningful and healthy friendships. Honest people usually surround themselves with 
honest friends. They have faith that their friends will be truthful and upfront with them at all times.

They are trusted by their peers. They are seen as people who can be counted on for truthful and objective feed-
back and advice.

• Honesty and employees: When entrepreneurs build honest relationships with their employees, it leads to 
more transparency in the workplace, which results in higher work performance and better results.

• Honesty and investors: For entrepreneurs, being honest with investors means not only sharing strengths but 
also candidly disclosing current and potential weaknesses, problem areas and solution strategies. Keep in 
mind that investors have a lot of experience with startups and are aware that all new companies have prob-
lems. Claiming that everything is perfectly fine and running smoothly is a red flag for most investors.

• Honesty with oneself: The consequences of being dishonest with oneself can lead to dire results, especially 
in the case of entrepreneurs. For entrepreneurs to succeed, it is critical that they remain realistic about their 
situation at all times, and accurately judge every aspect of their enterprise for what it truly is.

One of the most important characteristics of entrepreneurs is honesty. When entrepreneurs are honest with 
their customers, employees and investors, it shows that they respect those that they work with. It is also im-
portant that entrepreneurs remain honest with themselves. Let’s look at how being honest would lead to great 
benefits for entrepreneurs.

• Honesty and customers: When entrepreneurs are honest with their customers it leads to stronger relation-
ships, which in turn results in business growth and a stronger customer network.

Being ethical in the workplace means displaying values like honesty, integrity and respect in  all your decisions 
and communications. It means not displaying negative qualities like lying, cheating and stealing.

Workplace ethics play a big role in the profitability of a company. It is as crucial to an enterprise as high morale 
and teamwork. This is why most companies lay down specific workplace ethic guidelines that must compulsorily 
be followed by their employees. These guidelines are typically outlined in a company’s employee handbook.
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24.1.4.4 Elements of a Strong Work Ethic

24.1.4.5 How to Foster a Good Work Ethic

An entrepreneur must display strong work ethics, as well as hire only those individuals who believe in and display 
the same level of ethical behavior in the workplace. Some elements of  a strong work ethic are:

• Professionalism: This involves everything from how you present yourself in a corporate setting to the manner 
in which you treat others in the workplace.

• Respectfulness: This means remaining poised and diplomatic regardless of how stressful or volatile a situa-
tion is.

• Dependability: This means always keeping your word, whether it’s arriving on time for a meeting or deliver-
ing work on time.

• Dedication: This means refusing to quit until the designated work is done, and completing the work at the 
highest possible level of excellence.

• Determination: This means embracing obstacles as challenges rather than letting them stop you, and push-
ing ahead with purpose and resilience to get the desired results.

• Accountability: This means taking responsibility for your actions and the consequences of your actions, and 
not making excuses for your mistakes.

• Humility: This means acknowledging everyone’s efforts and had work, and sharing the credit for accomplish-
ments.

As an entrepreneur, it is important that you clearly define the kind of behaviour that you expect from each and 
every team member in the workplace. You should make it clear that you expect employees to display positive 
work ethics like:

• Honesty: All work assigned to a person should be done with complete honesty, without any deceit or lies.

• Good attitude: All team members should be optimistic, energetic, and positive.

• Reliability: Employees should show up where they are supposed to be, when they are supposed to be there.

• Good work habits: Employees should always be well groomed, never use inappropriate language, conduct 
themselves professionally at all times, etc.

• Initiative: Doing the bare minimum is not enough. Every team member needs to be proactive and show 
initiative.

• Trustworthiness: Trust is non-negotiable. If an employee cannot be trusted, it’s time to let that employee go.

• Respect: Employees need to respect the company, the law, their work, their colleagues and themselves.

• Integrity: Each and every team member should be completely ethical and must display above board be-
haviour at all times.

• Efficiency: Efficient employees help a company grow while inefficient employees result in a waste of time 
and resources.
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24.1.4.6 Tips 

24.1.5.1 Tips 

• Don’t get angry when someone tells you the truth and you don’t like what you hear.

• Always be willing to accept responsibility for your mistakes.

24.1.5 Creativity & Innovation
What is Creativity

Creativity means thinking outside the box. It means viewing things in new ways or from different perspectives, 
and then converting these ideas into reality. Creativity involves two parts: thinking and producing. Simply having 
an idea makes you imaginative, not creative. However, having an idea and acting on it makes you creative.

Characteristics of Highly Creative People

Some characteristics of creative people are:

• They are imaginative and playful 

• They see issues from different angles 

• They notice small details

• They have very little tolerance for boredom

• They detest rules and routine

• They love to daydream

• They are very curious

What is Innovation?

There are many different definitions of innovation. In simple terms, innovation means turning an idea into a 
solution that adds value. It can also mean adding value by implementing a new product, service or process, or 
significantly improving on an existing product, service or process.

Characteristics of Highly Innovative People

Some characteristics of highly innovative people are:

• They embrace doing things differently

• They don’t believe in taking shortcuts

• They are not afraid to be unconventional

• They are highly proactive and persistent

• They are organized, cautious and risk-averse

• Take regular breaks from your creative work to recharge yourself and gain fresh perspective.

• Build prototypes frequently, test them out, get feedback, and make the required changes.
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24.1.6 Time Management

24.1.6.1 Traits of Effective Time Managers

Time management is the process organizing your time, and deciding how to allocate your time between different 
activities. Good time management is the difference between working smart (getting more done in less time) and 
working hard (working for more time to get more done).

Effective time management leads to an efficient work output, even when you are faced with tight deadlines and 
high pressure situations. On the other hand, not managing your time effectively results in inefficient output and 
increases stress and anxiety.

Benefits of Time Management

Time management can lead to huge benefits like:

• Greater productivity 

• Higher efficiency

• Better professional reputation 

• Reduced stress

• Higher chances for career advancement 

• Greater opportunities to achieve goals

Not managing time effectively can result in undesirable consequences like:

• Missing deadlines 

• Inefficient work output

• Substandard work quality 

• Poor professional reputation

• Stalled career 

• Increase in stress and anxiety

Some traits of effective time managers are:

• They begin projects early They set daily objectives

• They modify plans if required, to achieve better results

• They are flexible and open-minded

• They inform people in advance if their help will be required

• They know how to say no

• They break tasks into steps with specific deadlines

• They continually review long term goals

• They think of alternate solutions if and when required

• They ask for help when required They create backup plans
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24.1.6.2 Effective Time Management Techniques

24.1.7 Anger Management

You can manage your time better by putting into practice certain time management techniques. Some helpful 
tips are:

• Plan out your day as well as plan for interruptions. Give yourself at least 30 minutes to figure out your time 
plan. In your plan, schedule some time for interruptions.

• Put up a “Do Not Disturb” sign when you absolutely have to complete a certain amount of work.

• Close your mind to all distractions. Train yourself to ignore ringing phones, don’t reply to chat messages and 
disconnect from social media sites.

• Delegate your work. This will not only help your work get done faster, but will also show you the unique skills 
and abilities of those around you.

• Stop procrastinating. Remind yourself that procrastination typically arises due to the fear of failure or the 
belief that you cannot do things as perfectly as you wish to do them.

• Prioritize. List each task to be completed in order of its urgency or importance level. Then focus on complet-
ing each task, one by one.

• Maintain a log of your work activities. Analyze the log to help you understand how efficient you are, and how 
much time is wasted every day.

• Create time management goals to reduce time wastage.

24.1.6.3 Tips 
• Always complete the most important tasks first.

• Get at least 7 – 8 hours of sleep every day.

• Start your day early.

• Don’t waste too much time on small, unimportant details.

• Set a time limit for every task that you will undertake.

• Give yourself some time to unwind between tasks.

Anger management is the process of:

1. Learning to recognize the signs that you, or someone else, is becoming angry

2. Taking the best course of action to calm down the situation in a positive way Anger management does not 
mean suppressing anger.

Importance of Anger Management

Anger is a perfectly normal human emotion. In fact, when managed the right way, anger can be considered a 
healthy emotion. However, if it is not kept in check, anger can make us act inappropriately and can lead to us 
saying or doing things that we will likely later regret.
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24.1.7.1 Anger Management Strategies

Extreme anger can:

• Hurt you physically: It leads to heart disease, diabetes, a weakened immune system, insomnia, and high 
blood pressure.

• Hurt you mentally: It can cloud your thinking and lead to stress, depression and mental health issues.

• Hurt your career: It can result in alienating your colleagues, bosses, clients and lead to the loss of respect.

• Hurt your relationships: It makes it hard for your family and friends to trust you, be honest with you and feel 
comfortable around you.

This is why anger management, or managing anger appropriately, is so important.

Here are some strategies that can help you control your anger:

Strategy 1: Relaxation

Something as simple as breathing deeply and looking at relaxing images works wonders in calming down angry 
feelings. Try this simple breathing exercise:

• Take a deep breath from your diaphragm (don’t breathe from your chest)

• Visualize your breath coming up from your stomach

• Keep repeating a calming word like ‘relax’ or ‘take it easy’ (remember to keep breathing deeply while repeat-
ing the word)

• Picture a relaxing moment (this can be from your memory or your imagination)

Follow this relaxation technique daily, especially when you realize that you’re starting to feel angry.

Strategy 2: Cognitive Restructuring

Cognitive restructuring means changing the manner in which you think. Anger can make you curse, swear, exag-
gerate and act very dramatically. When this happens, force yourself to replace your angry thoughts with more 
logical ones. For instance, instead of thinking ‘Everything is ruined’ change your mindset and tell yourself ‘It’s not 
the end of the world and getting angry won’t solve this’.

Strategy 3: Problem Solving

Getting angry about a problem that you cannot control is a perfectly natural response. Sometimes, try as you 
may, there may not be a solution to the difficulty you are faced with. In such cases, stop focusing on solving the 
problem, and instead focus on handling and facing the problem. Remind yourself that you will do your best to 
deal with the situation, but that you will not blame yourself if you don’t get the solution you desire.

Strategy 4: Better Communication

When you’re angry, it is very easy to jump to inaccurate conclusions. In this case, you need to force yourself to 
stop reacting, and think carefully about what you want to say, before saying it. Avoid saying the first thing that 
enters your head. Force yourself to listen carefully to what the other person is saying. Then think about the con-
versation before responding.

Strategy 5: Changing Your Environment

If you find that your environment is the cause of your anger, try and give yourself a break from your surroundings. 
Make an active decision to schedule some personal time for yourself, especially on days that are very hectic and 
stressful. Having even a brief amount of quiet or alone time is sure to help calm you down.



333332

Participant Handbook

24.1.7.2 Tips for Anger Management 
• The following tips will help you keep your anger in check:

• Take some time to collect your thoughts before you speak out in anger.

• Express the reason for your anger in an assertive, but non-confrontational manner once you have calmed 
down.

• Do some form of physical exercise like running or walking briskly when you feel yourself getting angry.

• Make short breaks part of your daily routine, especially during days that are stressful. Focus on how to solve 
a problem that’s making you angry, rather than focusing on the fact that the problem is making you angry.

24.1.8 Stress Management

24.1.8.1 Symptoms of Stress

We say we are ‘stressed’ when we feel overloaded and unsure of our ability to deal with the pressures placed on 
us. Anything that challenges or threatens our well-being can be defined as a stress. It is important to note that 
stress can be good and bad. While good stress keeps us going, negative stress undermines our mental and phys-
ical health. This is why it is so important to manage negative stress effectively.

Causes of Stress

Stress can be caused by internal and external factors.

Internal causes of stress:

• Constant worry

• Rigid thinking

• Unrealistic expectations

• Pessimism

• Negative self-talk

• All in or all out attitude

External causes of stress:

• Major life changes

• Difficulties with relationships

• Having too much to do

• Difficulties at work or in school

• Financial difficulties

• Worrying about one’s children and/or family

Stress can manifest itself in numerous ways. Take a look at the cognitive, emotional, physical and behavioral 
symptoms of stress.
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24.1.8.2 Tips Manage Stress 

Cognitive Symptoms Emotional Symptoms
• Memory problems

• Concentration issues

• Lack of judgement

• Pessimism

• Anxiety

• Constant worrying

• Depression

• Agitation

• Irritability

• Loneliness

• Anxiety

• Anger

Physical Symptoms Behavioral Symptoms
• Aches and pain

• Diarrhea or constipation

• Nausea

• Dizziness

• Chest pain and/or rapid heartbeat

• Frequent cold or flu like feelings

• Increase or decrease in appetite

• Over sleeping or not sleeping enough

• Withdrawing socially

• Ignoring responsibilities

• Consumption of alcohol or cigarettes

• Nervous habits like nail biting, pacing etc.

The following tips can help you manage your stress better:

• Note down the different ways in which you can handle the various sources of your stress.

• Remember that you cannot control everything, but you can control how you respond.

• Discuss your feelings, opinions and beliefs rather than reacting angrily, defensively or passively.

• Practice relaxation techniques like meditation, yoga or tai chi when you start feeling stressed.

• Devote a part of your day towards exercise.

• Eat healthy foods like fruits and vegetables. Avoid unhealthy foods especially those containing large amounts 
of sugar.

• Plan your day so that you can manage your time better, with less stress.

• Say no to people and things when required.

• Schedule time to pursue your hobbies and interests.

• Ensure you get at least 7-8 hours of sleep.

• Reduce your caffeine intake.

• Increase the time spent with family and friends.
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UNIT 24.2: Digital Literacy: A Recap

At the end of the unit, you will be able to:

1. Identify the basic parts of a computer

2. Identify the basic parts of a keyboard

3. Recall basic computer terminology

4. Recall basic computer terminology

5. Recall the functions of basic computer keys

6. Discuss the main applications of MS Office

7. Discuss the benefits of Microsoft Outlook

8. Discuss the different types of e-commerce

9. List the benefits of e-commerce for retailers and customers

10. Discuss how the Digital India campaign will help boost e-commerce in India

11. Describe how you will sell a product or service on an e-commerce platform

Unit Objectives 

24.2.1 Computer and Internet Basics

Fig.24.2.1: Parts of a computer

Fig.24.2.2: Parts of a Keyboard
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24.2.1.1 Basic Parts of a Computer

24.2.1.2 Basic Internet Terms

24.2.1.3 Basic Computer Keys

1. Central Processing Unit (CPU): The brain of the computer. It interprets and carries out program instructions.

2. Hard Drive:  A device that stores large amounts of data.

3. Monitor: The device that contains the computer screen where the information is visually displayed.

4. Desktop: The first screen displayed after the operating system loads.

5. Background: The image that fills the background of the desktop.

6. Mouse: A hand-held device used to point to items on the monitor.

7. Speakers: Devices that enable you to hear sound from the computer.

8. Printer: A device that converts output from a computer into printed paper documents.

9. Icon: A small picture or image that visually represents something on your computer.

10. Cursor: An arrow which indicates where you are positioned on the screen.

11. Program Menu: A list of programs on your computer that can be accessed from the Start menu.

12. Taskbar: The horizontal bar at the bottom of the computer screen that lists applications that are currently in 
use.

13. Recycle Bin: A temporary storage for deleted files.

• The Internet: Avast, international collection of computer networks that transfers information.

• The World Wide Web: A system that lets you access information on the Internet.

• Website: A location on the World Wide Web (and Internet) that contains information about a specific topic.

• Homepage: Provides information about a website and directs you to other pages on that website.

• Link/Hyperlink: A highlighted or underlined icon, graphic, or text that takes you to another file or object.

• Web Address/URL: The address for a website.

• Address Box: A box in the browser window where you can type in a web address.

• Arrow Keys: Press these keys to move your cursor.

• Space bar: Adds a space.

• Enter/Return: Moves your cursor to a new line.

• Shift: Press this key if you want to type a capital letter or the upper symbol of a key.

• Caps Lock: Press this key if you want all the letters you type to be capital letters. Press it again to revert back 
to typing lowercase letters.

• Backspace: Deletes everything to the left of your cursor.
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24.2.1.4 Tips 

24.2.2.1 Tips 

• When visiting a .com address, there no need to type http:// or even www. Just type the name of the website 
and then press Ctrl + Enter. (Example: Type ‘apple’ and press Ctrl + Enter to go to www.apple.com)

• Press the Ctrl key and press the + or - to increase and decrease the size of text.

• Press F5 or Ctrl + R to refresh or reload a web page.

24.2.2 MS Office and Email
About MS Office

MS Office or Microsoft Office is a suite of computer programs developed by Microsoft. Although meant for all us-
ers, it offers different versions that cater specifically to students, home users and business users. All the programs 
are compatible with both, Windows and Macintosh.

Most Popular Office Products

Some of the most popular and universally used MS Office applications are:

1. Microsoft Word: Allows users to type text and add images to a document.

2. Microsoft Excel: Allows users to enter data into a spreadsheet and create calculations and graphs.

3. Microsoft PowerPoint: Allows users to add text, pictures and media and create slideshows and presenta-
tions.

4. Microsoft Outlook: Allows users to send and receive email.

5. Microsoft OneNote: Allows users to make drawings and notes with the feel of a pen on paper.

6. Microsoft Access: Allows users to store data over many tables.

Why Choose Microsoft Outlook

A popular email management choice especially in the workplace, Microsoft Outlook also includes an address 
book, notebook, web browser and calendar. Some major benefits of this program are:

• Integrated search function: You can use keywords to search for data across all Outlook programs.

• Enhanced security: Your email is safe from hackers, junk mail and phishing website email.

• Email syncing: Sync your mail with your calendar, contact list, notes in One Note and…your phone!

• Offline access to email: No Internet? No problem! Write emails offline and send them when you’re connect-
ed again.

• Press Ctrl+R as a shortcut method to reply to email.

• Set your desktop notifications only for very important emails.

• Flag messages quickly by selecting messages and hitting the Insert key.

• Save frequently sent emails as a template to reuse again and again.

• Conveniently save important emails as files.
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24.2.3  E-Commerce

24.2.3.1 Benefits of E-Commerce

What is E-Commerce

E-commerce is the buying or selling of goods and services, or the transmitting of money or data, electronically on 
the internet. E-Commerce is the short form for “electronic commerce.”

Examples of E-Commerce:

• Online shopping Online auctions

• Online ticketing

• Electronic payments

• Internet banking

Types of E-Commerce

E-commerce can be classified based on the types of participants in the transaction. The main types of e-com-
merce are:

• Business to Business (B2B): Both the transacting parties are businesses.

• Business to Consumer (B2C): Businesses sell electronically to end-consumers.

• Consumer to Consumer (C2C): Consumers come together to buy, sell or trade items to other consumers.

• Consumer-to-Business (C2B): Consumers make products or services available for purchase to companies 
looking for exactly those services or products.

• Business-to-Administration (B2A): Online transactions conducted between companies and public adminis-
tration.

• Consumer-to-Administration (C2A): Online transactions conducted between individuals and public admin-
istration.

The e-commerce business provides some benefits for retailers and customers.

Benefits for retailers:

• Establishes an online presence

• Reduces operational costs by removing overhead costs

• Increases brand awareness through the use of good keywords

• Increases sales by removing geographical and time constraints

Benefits for customers:

• Offers a wider range of choice than any physical store

• Enables goods and services to be purchased from remote locations

• Enables consumers to perform price comparisons
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24.2.3.2 Digital India Campaign
Prime Minister Narendra Modi launched the Digital India campaign in 2015, with the objective of offering every 
citizen of India access to digital services, knowledge and information. The campaign aims to improve the coun-
try’s online infrastructure and increase internet connectivity, thus boosting the e-commerce industry.

Currently, the majority of online transactions come from tier 2 and tier 3 cities. Once the Digital India campaign 
is in place, the government will deliver services through mobile connectivity, which will help deliver internet to 
remote corners of the country. This will help the e-commerce market to enter India’s tier 4 towns and rural areas.

E-Commerce Activity

Choose a product or service that you want to sell online. Write a brief note explaining how you will use existing 
e-commerce platforms, or create a new e-commerce platform, to sell your product or service.

24.2.3.3 Tips 
• Before launching your e-commerce platform, test everything.

• Pay close and personal attention to your social media.
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UNIT 24.3: Money Matters

At the end of the unit, you will be able to:

1. Discuss the importance of saving money

2. Discuss the benefits of saving money

3. Discuss the main types of bank accounts

4. Describe the process of opening a bank account

5. Differentiate between fixed and variable costs

6. Describe the main types of investment options

7. Describe the different types of insurance products

8. Describe the different types of taxes

9. Discuss the uses of online banking

10. Discuss the main types of electronic funds transfers

Unit Objectives 

24.3.1 Personal Finance – Why to Save
Importance of Saving

We all know that the future is unpredictable. You never know what will happen tomorrow, next week or next 
year. That’s why saving money steadily through the years is so important. Saving money will help improve your fi-
nancial situation over time. But more importantly, knowing that you have money stashed away for an emergency 
will give you peace of mind. Saving money also opens the door to many more options and possibilities.

Benefits of Saving

Inculcating the habit of saving leads to a vast number of benefits. Saving helps you:

• Become financially independent: When you have enough money saved up to feel secure you can start mak-
ing your choices, from taking a vacation whenever you want, to switching careers or starting your own busi-
ness.

• Invest in yourself through education: Through saving, you can earn enough to pay up for courses that will 
add to your professional experience and ultimately result in higher paying jobs.

• Get out of debt: Once you have saved enough as a reserve fund, you can use your savings to pay off debts 
like loans or bills that have accumulated over time.

• Be prepared for surprise expenses: Having money saved enables you to pay for unforeseen expenses like 
sudden car or house repairs, without feeling financially stressed.

• Pay for emergencies: Saving helps you deal with emergencies like sudden health issues or emergency trips 
without feeling financially burdened.

• Afford large purchases and achieve major goals: Saving diligently makes it possible to place down payments 
towards major purchases and goals, like buying a home or a car.
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• Retire: The money you have saved over the years will keep you comfortable when you no longer have the 
income you would get from your job.

24.3.1.1 Tips 
• Break your spending habit. Try not spending on one expensive item per week, and put the money that you 

would have spent into your savings.

• Decide that you will not buy anything on certain days or weeks and stick to your word.

24.3.2 Types of Bank Accounts
In India, banks offer four main types of bank accounts. These are:

1. Current Accounts

2. Savings Accounts

3. Recurring Deposit Accounts

4. Fixed Deposit Accounts

Current Accounts

Current accounts offer the most liquid deposits and thus, are best suited for businessmen and companies. As 
these accounts are not meant for investments and savings, there is no imposed limit on the number or amount 
of transactions that can be made on any given day. Current account holders are not paid any interest on the 
amounts held in their accounts. They are charged for certain services offered on such accounts.

Savings Accounts

Savings accounts are meant to promote savings, and are therefore the number one choice   for salaried individ-
uals, pensioners and students. While there is no restriction on the number and amount of deposits made, there 
are usually restrictions on the number and amount of withdrawals. Savings account holders are paid interest on 
their savings.

Recurring Deposit Accounts

Recurring Deposit accounts, also called RD accounts, are the accounts of choice for those who want to save an 
amount every month, but are unable to invest a large sum at one time. Such account holders deposit a small, 
fixed amount every month for a pre-determined period (minimum 6 months). Defaulting on a monthly payment 
results in the account holder being charged a penalty amount. The total amount is repaid with interest at the end 
of the specified period.

Fixed Deposit Accounts

Fixed Deposit accounts, also called FD accounts, are ideal for those who wish to deposit their savings for a long 
term in return for a high rate of interest. The rate of interest offered depends on the amount deposited and the 
time period, and also differs from bank to bank. In the case of an FD, a certain amount of money is deposited by 
the account holder for a fixed period of time. The money can be withdrawn when the period expires. If necessary, 
the depositor can break the fixed deposit prematurely. However, this usually attracts a penalty amount which 
also differs from bank to bank.
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24.3.2.2 Tips 

24.3.2.1 Opening a Bank Account
Opening a bank account is quite a simple process. Take a look at the steps to open an account of your own:

Step 1: Fill in the Account Opening Form
This form requires you to provide the following information:

• Personal details (name, address, phone number, date of birth, gender, occupation, address)

• Method of receiving your account statement (hard copy/email)

• Details of your initial deposit (cash/cheque)

• Manner of operating your account (online/mobile banking/traditional via cheque, slip books) Ensure that 
you sign wherever required on the form.

Step 2: Affix your Photograph
Stick a recent photograph of yourself in the allotted space on the form.

Step 3: Provide your Know Your Customer (KYC) Details
KYC is a process that helps banks verify the identity and address of their customers. To open an account, every 
individual needs to submit certain approved documents with respect to photo identity (ID) and address proof. 
Some Officially Valid Documents (OVDs) are:

• Passport

• Driving License

• Voters’ Identity Card

• PAN Card

• UIDAI (Aadhaar) Card

Step 4: Submit All your Documents
Submit the completed Account Opening Form and KYC documents. Then wait until the forms are processed and 
your account has been opened!

• Select the right type of account.

• Fill in complete nomination details.

• Ask about fees.

• Understand the rules.

• Check for online banking – it’s convenient!

• Keep an eye on your bank balance.
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24.3.3 Costs: Fixed vs Variable

24.3.4 Investment, Insurance and Taxes

What are Fixed and Variable Costs

• Fixed costs and variable costs together make up a company’s total cost. These are the two types of costs that 
companies have to bear when producing goods and services.

• A fixed cost does not change with the volume of goods or services a company produces. It always remains 
the same.

• A variable cost, on the other hand, increases and decreases depending on the volume of goods and services 
produced. In other words, it varies with the amount produced.

Differences Between Fixed and Variable Costs

Let’s take a look at some of the main differences between fixed and variable costs:

Criteria Fixed Costs Variable Costs
Meaning A cost that stays the same, regard-

less of the output produced.
A cost that changes when the

Nature Time related. Volume related.
Incurred Incurred irrespective of units being 

produced.
Incurredonlywhenunitsareproduced.

Unit cost Inversely proportional to the num-
ber of units produced.

Remains the same, per unit.

Examples Depreciation, rent, salary, insur-
ance, tax etc.

Materialconsumed, wages, commission on sales, packing 
expenses, etc.

24.3.3.1 Tips 
• When trying to determine whether a cost is fixed or variable, simply ask the following question: Will the par-

ticular cost change if the company stopped its production activities? If the answer is no, then it is a fixed cost. 
If the answer is yes, then it is probably a variable cost.

Investment

Investment means that money is spent today with the aim of reaping financial gains at a future time. The main 
types of investment options are as follows:

• Bonds: Bonds are instruments used by public and private companies to raise large sums of money – too large 
to be borrowed from a bank. These bonds are then issued in the public market and are bought by lenders.

• Stocks: Stocks or equity are shares that are issued by companies and are bought by the general public.

• Small Savings Schemes: Small Savings Schemes are tools meant to save money in small amounts. Some pop-
ular schemes are the Employees Provident Fund, Sukanya Samriddhi Scheme and National Pension Scheme.

• Mutual Funds: Mutual Funds are professionally managed financial instruments that invest money in different 
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securities on behalf of investors.

• Fixed Deposits: A fixed amount of money is kept aside with a financial institution for a fixed amount of time 
in return for interest on the money.

• Real Estate: Loans are taken from banks to purchase real estate, which is then leased or sold with the aim of 
making a profit on the appreciated property price.

• Hedge Funds: Hedge funds invest in both financial derivatives and/or publicly traded securities.

• Private Equity: Private Equity is trading in the shares of an operating company that is not publicly listed and 
whose shares are not available on the stock market.

• Venture Capital: Venture Capital involves investing substantial capital in a budding company in return for 
stocks in that company.

Insurance

There are two types of insurance:

1. Life Insurance 

2. Non-Life or General Insurance.

Life Insurance Products

The main life insurance products are:

1. Term Insurance: This is the simplest and cheapest form of insurance. It offers financial protection for a spec-
ified tenure, say 15 to 20 years. In the case of your death, your family is paid the sum assured. In the case of 
your surviving the term, the insurer pays nothing.

2. Endowment Policy: This offers the dual benefit of insurance and investment. Part of the premium is allocated 
towards the sum assured, while the remaining premium gets invested in equity and debt. It pays a lump sum 
amount after the specified duration or on the death of the policyholder, whichever is earlier.

3. Unit-Linked Insurance Plan (ULIP): Here part of the premium is spent on the life cover, while the remaining 
amount is invested in equity and debt. It helps develop a regular saving habit.

4. Money Back Life Insurance: While the policyholder is alive, periodic payments of the partial survival benefits 
are made during the policy tenure. On the death of the insured, the insurance company pays the full sum 
assured along with survival benefits.

5. Whole Life Insurance: It offers the dual benefit of insurance and investment. It offers insurance cover for the 
whole life of the person or up to 100 years whichever is earlier.

General Insurance

General Insurance deals with all insurance covering assets like animals, agricultural crops, goods, factories, cars 
and so on.

General Insurance Products:

1. Motor Insurance: This can be divided into Four Wheeler Insurance and Two Wheeler Insurance.

2. Health Insurance: The main types of health insurance are individual health insurance, family floater health 
insurance, comprehensive health insurance and critical illness insurance.

3. Travel Insurance: This can be categorised into Individual Travel Policy, Family Travel Policy, Student Travel 
Insurance and Senior Citizen Health Insurance.

4. Home Insurance: This protects the house and its contents from risk.
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5. Marine Insurance: This insurance covers goods, freight, cargo etc. against loss or damage during transit by 
rail, road, sea and/or air.

Taxes

There are two types of taxes: 

1. Direct Taxes 

2. Indirect Taxes.

Direct Tax

Direct taxes are levied directly on an entity or a person and are non-transferrable. Some examples of Direct Taxes 
are:

• Income Tax: This tax is levied on your earning in a financial year. It is applicable to both, individuals and com-
panies.

• Capital Gains Tax: This tax is payable whenever you receive a sizable amount of money.  It is usually of two 
types – short term capital gains from investments held for less than 36 months and long term capital gains 
from investments held for longer than 36 months.

• Securities Transaction Tax: This tax is added to the price of a share. It is levied every time you buy or sell 
shares.

• Perquisite Tax: This tax is levied is on perks that have been acquired by a company or used by an employee.

• Corporate Tax: Corporate tax is paid by companies from the revenue they earn.

Indirect Tax

Indirect taxes are levied on goods or services. Some examples of Indirect Taxes are:

• Sales Tax: Sales Tax is levied on the sale of a product.

• Service Tax: Service Tax is added to services provided in India.

• Value Added Tax: Value Added Tax is levied at the discretion of the state government. The tax is levied on 
goods sold in the state. The tax amount is decided by the state.

• Customs Duty & Octroi: Customs Duty is a charge that is applied on purchases that are imported from anoth-
er country. Octroi is levied on goods that cross state borders within India.

• Excise Duty: Excise Duty is levied on all goods manufactured or produced in India.

24.3.4.1 Tips 
• Think about how quickly you need your money back and pick an investment option accordingly.

• Ensure that you are buying the right type of insurance policy for yourself.

• Remember, not paying taxes can result in penalties ranging from fines to imprisonment.
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24.3.5 Online Banking, NEFT, RTGS etc
What is Online Banking

Internet or online banking allows account holders to access their account from a laptop at any location. In this 
way, instructions can be issued. To access an account, account holders simply need to use their unique customer 
ID number and password.

Internet banking can be used to:

• Find out an account balance

• Transfer amounts from one account to another

• Arrange for the issuance of cheques

• Instruct payments to be made

• Request for a cheque book

• Request for a statement of accounts

• Make a fixed deposit

Electronic Funds Transfers

Electronic funds transfer is a convenient way of transferring money from the comfort of one’s own home, using 
integrated banking tools like internet and mobile banking.

Transferring funds via an electronic gateway is extremely convenient. With the help of online banking, you can 
choose to:

• Transfer funds into your own accounts of the same bank.

• Transfer funds into different accounts of the same bank.

• Transfer funds into accounts in different banks, using NEFT.

• Transfer funds into other bank accounts using RTGS.

• Transfer funds into various accounts using IMPS.

NEFT

NEFT stands for National Electronic Funds Transfer. This money transfer system allows you to electronically trans-
fer funds from your respective bank accounts to any other account, either in the same bank or belonging to 
any other bank. NEFT can be used by individuals, firms and corporate organizations to transfer funds between 
accounts.

In order to transfer funds via NEFT, two things are required:

• A transferring bank

• A destination bank

Before you can transfer funds through NEFT, you will need to register the beneficiary who will be receiving the 
funds. In order to complete this registration, you will require the following

• Recipient’s name

• Recipient’s account number

• Recipient’s bank’s name

• Recipient’s bank’s IFSC code
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RTGS

RTGS stands for Real Time Gross Settlement. This is a real time funds transfer system which enables you to 
transfer funds from one bank to another, in real time or on a gross basis. The transferred amount is immediately 
deducted from the account of one bank, and instantly credited to the other bank’s account. The RTGS payment 
gateway is maintained by the Reserve Bank of India. The transactions between banks are made electronically.

RTGS can be used by individuals, companies and firms to transfer large sums of money. Before remitting funds 
through RTGS, you will need to add the beneficiary and his bank account details via your online banking account. 
In order to complete this registration, you will require the following information:

• Name of the beneficiary 

• Beneficiary’s account number

• Beneficiary’s bank address 

• Bank’s IFSC code

IMPS

IMPS stands for Immediate Payment Service. This is a real-time, inter-bank, electronic funds transfer system used 
to transfer money instantly within banks across India. IMPS enables users to make instant electronic transfer 
payments using mobile phones through both, Mobile Banking and SMS. It can also be used through ATMs    and 
online banking. IMPS is available 24 hours a day and 7 days a week. The system features a secure transfer gateway 
and immediately confirms orders that have been fulfilled.

To transfer money through IMPS, the you need to:

• Register for IMPS with your bank

• Receive a Mobile Money Identifier (MMID) from the bank

• Receive a MPIN from the bank

Once you have both these, you can login or make a request through SMS to transfer a particular amount to a 
beneficiary.

For the beneficiary to receive the transferred money, he must:

• Link his mobile number with his respective account

• Receive the MMID from the bank

In order to initiate a money transfer through IMPS, you will need to enter the following information:

• The beneficiary’s mobile number 

• The beneficiary’s MMID

• The transfer amount 

• Your MPIN

As soon as money has been deducted from your account and credited into the beneficiary’s account, you will be 
sent a confirmation SMS with a transaction reference number, for future reference.
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24.3.5.1 Differences Between NEFT, RTGS & IMPS

24.3.5.2 Tips 
• Never click on any links in any e-mail message to access your online banking website.

• You will never be asked for your credit or debit card details while using online banking.

• Change your online banking password regularly.

Fig.24.3.1: Differences Between NEFT, RTGS & IMPS
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UNIT 24.4: Preparing for Employment & Self Employment

At the end of the unit, you will be able to:

1. Discuss the steps to prepare for an interview

2. Discuss the steps to create an effective Resume

3. Discuss the most frequently asked interview questions

4. Discuss how to answer the most frequently asked interview questions

5. Discuss basic workplace terminology

Unit Objectives 

24.4.1 Interview Preparation: How to Prepare for an Interview
The success of your getting the job that you want depends largely on how well your interview for that job goes. 
Therefore, before you go in for your interview, it is important that you prepare for it with a fair amount of re-
search and planning. Take a look at the steps to follow in order to be well prepared for an interview:

1. Research the organization that you are having the interview with.

• Studying the company beforehand will help you be more prepared at the time of the interview. Your knowl-
edge of the organization will help you answer questions at the time of the interview, and will leave you 
looking and feeling more confident. This is sure to make you stand out from other, not as well informed, 
candidates.

• Look for background information on the company. Ty and find an overview of the company and its industry 
profile.

• Visit the company website to get a good idea of what the company does. A company website offers a wealth 
of important information. Read and understand the company’s mission statement. Pay attention to the com-
pany’s products/services and client list. Read through any press releases to get an idea of the company’s 
projected growth and stability.

• Note down any questions that you have after your research has been completed.

2. Think about whether your skills and qualifications match the job requirements.

• Carefully read through and analyze the job description.

• Make a note of the knowledge, skills and abilities required to fulfill the job requirements.

• Take a look at the organization hierarchy. Figure out where the position you are applying for fits into this 
hierarchy.

3. Go through the most typical interview questions asked, and prepare your responses.

• Remember, in most interviews a mix of resume-based, behavioral and case study questions are asked.

• Think about the kind of answers you would like to provide to typical questions asked in these three areas.

• Practice these answers until you can express them confidently and clearly.

4. Plan your attire for the interview.
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• It is always safest to opt for formal business attire, unless expressly informed to dress in business casual (in 
which case you should use your best judgement).

• Ensure that your clothes are clean and well-ironed. Pick neutral colours – nothing too bright or flashy.

• The shoes you wear should match your clothes, and should be clean and suitable for an interview.

• Remember, your aim is to leave everyone you meet with the impression that you are a professional and 
highly efficient person.

5. Ensure that you have packed everything that you may require during the interview.

• Carry a few copies of your resume. Use a good quality paper for your resume print outs.

• Always take along a notepad and a pen.

• Take along any information you may need to refer to, in order to fill out an application form.

• Carry a few samples of your work, if relevant.

6. Remember the importance of non-verbal communication.

• Practice projecting confidence. Remind yourself to smile and make eye contact. Practice giving a firm hand-
shake.

• Keep in mind the importance of posture. Practice sitting up straight. Train yourself to stop nervous gestures 
like fidgeting and foot-tapping.

• Practice keeping your reactions in check. Remember, your facial expressions provide a good insight into your 
true feelings. Practice projecting a positive image.

7. Make a list of questions to end the interview with.

• Most interviews will end with the interviewer(s) asking if you have any questions. This is your chance to show 
that you have done your research and are interested in learning more about the company.

• If the interviewer does not ask you this question, you can inform him/her that you have some queries that 
you would like to discuss. This is the time for you to refer to the notes you made while studying the company.

• Some good questions to ask at this point are:

 » What do you consider the most important criteria for success in this job?

 » How will my performance be evaluated?

 » What are the opportunities for advancement?

 » What are the next steps in the hiring process?

• Remember, never ask for information that is easily available on the company website.

24.4.1.1 Tips 
• Ask insightful and probing questions.

• When communicating, use effective forms of body language like smiling, making eye contact, and actively 
listening and nodding. Don’t slouch, play with nearby items, fidget, chew gum, or mumble.
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24.4.2 Preparing an Effective Resume
A resume is a formal document that lists a candidate’s work experience, education and skills. A good resume 
gives a potential employer enough information to believe the applicant is worth interviewing. That’s why it is so 
important to create a résumé that is effective. Take a look at the steps to create an effective resume:

Step 1: Write the Address Section

The Address section occupies the top of your resume. It includes information like your name, address, phone 
number and e-mail address. Insert a bold line under the section to separate it from rest of your resume.

Example:

Step 2: Add the Profile Summary Section

This part of your resume should list your overall experiences, achievements, awards, certifications and strengths. 
You can make your summary as short as 2-3 bullet points or as long as 8-10 bullet points.

Example:

Step 3: Include Your Educational Qualifications

When listing your academic records, first list your highest degree. Then add the second highest qualification 
under the highest one and so on. To provide a clear and accurate picture of your educational background, it is 
critical that include information on your position, rank, percentage or CPI for every degree or certification that 
you have listed.

If you have done any certifications and trainings, you can add a Trainings & Certifications section under your 
Educational Qualifications section.

Example:
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Step 4: List Your Technical Skills

When listing your technical skills, start with the skills that you are most confident about. Then add the skills that 
you do not have as good a command over. It is perfectly acceptable to include just one skill, if you feel that par-
ticular skill adds tremendous value to your résumé. If you do not have any technical skills, you can omit this step.

Example:

Step 5: Insert Your Academic Project Experience

List down all the important projects that you have worked on. Include the following information in this section:

Example:

Step 6: List Your Strengths

This is where you list all your major strengths. This section should be in the form of a bulleted list.

Example:

Step 7: List Your Extracurricular Activities

It is very important to show that you have diverse interests and that your life consists of more than academics. 
Including your extracurricular activities can give you an added edge over other candidates who have similar aca-
demic scores and project experiences. This section should be in the form of a bulleted list.

Example:
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Step 8: Write Your Personal Details

The last section of your résumé must include the following personal information:

• Date of birth 

• Gender & marital status

• Nationality 

• Languages known

Example:

24.4.1.2 Tips 
• Keep your resume file name short, simple and informational.

• Make sure the resume is neat and free from typing errors.

• Always create your resume on plain white paper.

24.4.3 Interview FAQs
Take a look at some of the most frequently asked interview questions, and some helpful tips on how to answer 
them.

1. Can you tell me a little about yourself?

Tips to answer:

• Don’t provide your full employment or personal history.

• Offer 2-3 specific experiences that you feel are most valuable and relevant.

• Conclude with how those experiences have made you perfect for this specific role.
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2. How did you hear about the position?

Tips to answer:

• Tell the interviewer how you heard about the job – whether it was through a friend (name the friend), event 
or article (name them) or a job portal (say which one).

• Explain what excites you about the position and what in particular caught your eye about this role.

3. What do you know about the company?

Tips to answer:

• Don’t recite the company’s About Us page.

• Show that you understand and care about the company’s goals.

• Explain why you believe in the company’s mission and values.

4. Why do you want this job?

Tips to answer:

Show that you are passionate about the job.

Identify why the role is a great fit for you.

Explain why you love the company.

5. Why should we hire you?

• Tips to answer:

• Prove through your words that you can not only do the work, but can definitely deliver excellent results.

• Explain why you would be a great fit with the team and work culture.

• Explain why you should be chosen over any other candidate.

6. What are your greatest professional strengths?

Tips to answer:

• Be honest – share some of your real strengths, rather than give answers that you think sound good.

• Offer examples of specific strengths that are relevant to the position you are applying for.

• Provide examples of how you’ve demonstrated these strengths.

7. What do you consider to be your weaknesses?

Tips to answer:

• The purpose of this question is to gauge your self-awareness and honesty.

• Give an example of a trait that you struggle with, but that you’re working on to improve.

8. What are your salary requirements?

Tips to answer:

• Do your research beforehand and find out the typical salary range for the job you are applying for.

• Figure out where you lie on the pay scale based on your experience, education, and skills.

• Be flexible. Tell the interviewer that you know your skills are valuable, but that you want the job and are 
willing to negotiate.
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24.4.3.1 Tips 
• Be honest and confident while answering.

• Use examples of your past experiences wherever possible to make your answers more impactful.

24.4.5 Work Readiness – Terms & Terminologies
Every employee should be well versed in the following terms:

• Annual leave: Paid vacation leave given by employers to employees.

• Background Check: A method used by employers to verify the accuracy of the information provided by po-
tential candidates.

• Benefits: A part of an employee’s compensation package.

• Breaks: Short periods of rest taken by employees during working hours.

• Compensation Package: The combination of salary and benefits that an employer provides to his/her em-
ployees.

• Compensatory Time (Comp Time): Time off in lieu of pay.

9. What do you like to do outside of work?

Tips to answer:

• The purpose of this question is to see if you will fit in with the company culture.

• Be honest – open up and share activities and hobbies that interest and excite you.

10. If you were an animal, which one would you want to be?

Tips to answer:

• The purpose of this question is to see if you are able to think on your feet.

• There’s no wrong answer – but to make a great impression try to bring out your strengths or personality traits 
through your answer.

11. What do you think we could do better or differently?

Tips to answer:

• The purpose of this question is to see if you have done your research on the company, and to test whether 
you can think critically and come up with new ideas.

• Suggest new ideas. Show how your interests and expertise would help you execute these ideas.

12. Do you have any questions for us?

Tips to answer:

• Do not ask questions to which the answers can be easily found on the company website or through a quick 
online search.

• Ask intelligent questions that show your ability to think critically.
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• Contract Employee: An employee who works for one organization that sells said employee’s services to an-
other company, either on a project or time basis.

• Contract of Employment: When an employee is offered work in exchange for wages or salary, and accepts 
the offer made by the employer, a contract of employment exists.

• Corporate Culture: The beliefs and values shared by all the members of a company, and imparted from one 
generation of employees to another.

• Counter Offer/Counter Proposal: A negotiation technique used by potential candidates to increase the 
amount of salary offered by a company.

• Cover Letter: A letter that accompanies a candidate’s resume. It emphasizes the important points in the 
candidate’s resume and provides real examples that prove the candidate’s ability to perform the expected 
job role.

• Curriculum Vitae (CV)/Resume: A summary of a candidate’s achievements, educational background, work 
experience, skills and strengths.

• Declining Letter: A letter sent by an employee to an employer, turning down the job offer made by the em-
ployer to the employee.

• Deductions: Amounts subtracted from an employee’s pay and listed on the employee’s  pay slip.

• Discrimination: The act of treating one person not as favourably as another person.

• Employee: A person who works for another person in exchange for payment.

• Employee Training: A workshop or in-house training that an employee is asked to attend by his or her supe-
rior, for the benefit of the employer.

• Employment Gaps: Periods of unemployed time between jobs.

• Fixed-Term Contract: A contract of employment which gets terminated on an agreed-upon date.

• Follow-Up: The act of contacting a potential employer after a candidate has submitted his or her resume.

• Freelancer/Consultant/Independent Contractor: A person who works for him or herself and pitches for tem-
porary jobs and projects with different employers.

• Holiday: Paid time-off from work.

• Hourly Rate: The amount of salary or wages paid for 60 minutes of work.

• Internship: A job opportunity offered by an employer to a potential employee, called an intern, to work at 
the employer’s company for a fixed, limited time period.

• Interview: A conversation between a potential employee and a representative of an employer, in order to 
determine if the potential employee should be hired.

• Job Application: A form which asks for a candidate’s information like the candidate’s name, address, contact 
details and work experience. The purpose of a candidate submitting a job application, is to show that candi-
date’s interest in working for a particular company.

• Job Offer: An offer of employment made by an employer to a potential employee.

• Job Search Agent: A program that enables candidates to search for employment opportunities by selecting 
criteria listed in the program, for job vacancies.

• Lay Off: A lay off occurs when an employee is temporarily let go from his or her job, due to the employer not 
having any work for that employee.

• Leave: Formal permission given to an employee, by his or her employer, to take a leave of absence from work.



357356

Participant Handbook

• Letter of Acceptance: A letter given by an employer to an employee, confirming the offer of employment 
made by the employer, as well as the conditions of the offer.

• Letter of Agreement: A letter that outlines the terms of employment.

• Letter of Recommendation: A letter written for the purpose of validating the work skills of a person.

• Maternity Leave: Leave taken from work by women who are pregnant, or who have just given birth.

• Mentor: A person who is employed at a higher level than you, who offers you advice and guides you in your 
career.

• Minimum wage: The minimum wage amount paid on an hourly basis.

• Notice: An announcement made by an employee or an employer, stating that the employment contract will 
end on a particular date.

• Offer of Employment: An offer made by an employer to a prospective employee that contains important 
information pertaining to the job being offered, like the starting date, salary, working conditions etc.

• Open-Ended Contract: A contract of employment that continues till the employer or employee terminates it.

• Overqualified: A person who is not suited for a particular job because he or she has too many years of work 
experience, or a level of education that is much higher than required for the job, or is currently or was pre-
viously too highly paid.

• Part-Time Worker: An employee who works for fewer hours than the standard number of hours normally 
worked.

• Paternity Leave: Leave granted to a man who has recently become a father.

• Recruiters/Headhunters/Executive Search Firms: Professionals who are paid by employers to search for 
people to fill particular positions.

• Resigning/Resignations: When an employee formally informs his or her employer that he or she is quitting 
his or her job.

• Self-Employed: A person who has his or her own business and does not work in the capacity of an employee.

• Time Sheet: A form that is submitted to an employer, by an employee, that contains the number of hours 
worked every day by the employee.
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UNIT 24.5: Understanding Entrepreneurship

At the end of the unit, you will be able to:

1. Discuss the concept of entrepreneurship

2. Discuss the importance of entrepreneurship

3. Describe the characteristics of an entrepreneur

4. Describe the different types of enterprises

5. List the qualities of an effective leader

6. Discuss the benefits of effective leadership

7. List the traits of an effective team

8. Discuss the importance of listening effectively

9. Discuss how to listen effectively

10. Discuss the importance of speaking effectively

11. Discuss how to speak effectively

12. Discuss how to solve problems

13. List important problem solving traits

14. Discuss ways to assess problem solving skills

15. Discuss the importance of negotiation

16. Discuss how to negotiate

17. Discuss how to identify new business opportunities

18. Discuss how to identify business opportunities within your business

19. Understand the meaning of entrepreneur

20. Describe the different types of entrepreneurs

21. List the characteristics of entrepreneurs

22. Recall entrepreneur success stories

23. Discuss the entrepreneurial process

24. Describe the entrepreneurship ecosystem

25. Discuss the government’s role in the entrepreneurship ecosystem

26. Discuss the current entrepreneurship ecosystem in India

27. Understand the purpose of the Make in India campaign

28. Discuss the relationship between entrepreneurship and risk appetite

29. Discuss the relationship between entrepreneurship and resilience

30. Describe the characteristics of a resilient entrepreneur

31. Discuss how to deal with failure

Unit Objectives 
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24.5.1 Concept Introduction 
Anyone who is determined to start a business, no matter what the risk, is an entrepreneur. Entrepreneurs run 
their own start-up, take responsibility for the financial risks and use creativity, innovation and vast reserves of 
self-motivation to achieve success. They dream big and are determined to do whatever it takes to turn their idea 
into a viable offering. The aim of an entrepreneur is to create an enterprise. The process of creating this enter-
prise is known as entrepreneurship.

24.5.1.1 Importance of Entrepreneurship
Entrepreneurship is very important for the following reasons:

1. It results in the creation of new organizations

2. It brings creativity into the marketplace

3. It leads to improved standards of living

4. It helps develop the economy of a country

24.5.1.2 Characteristics of Entrepreneurs
All successful entrepreneurs have certain characteristics in common.

They are all:

• Extremely passionate about their work

• Confident in themselves

• Disciplined and dedicated

• Motivated and driven

• Highly creative

• Visionaries

• Open-minded

• Decisive

Entrepreneurs also have a tendency to:

• Have a high risk tolerance

• Thoroughly plan everything

• Manage their money wisely

• Make their customers their priority

• Understand their offering and their market in detail

• Ask for advice from experts when required

• Know when to cut their losses
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24.5.1.3 Examples of Famous Entrepreneurs
Some famous entrepreneurs are:

• Bill Gates (Founder of Microsoft)

• Steve Jobs (Co-founder of Apple)

• Mark Zuckerberg (Founder of Facebook)

• Pierre Omidyar (Founder of eBay)

24.5.1.4 Types of Enterprises
As an entrepreneur in India, you can own and run any of the following types of enterprises: 

Sole Proprietorship

In a sole proprietorship, a single individual owns, manages and controls the enterprise. This type of business is 
the easiest to form with respect to legal formalities. The business and the owner have no separate legal exis-
tence. All profit belongs to the proprietor, as do all the losses- the liability of the entrepreneur is unlimited.

Partnership

A partnership firm is formed by two or more people. The owners of the enterprise are called partners. A partner-
ship deed must be signed by all the partners. The firm and its partners have no separate legal existence. The prof-
its are shared by the partners. With respect to losses, the liability of the partners is unlimited. A firm has a limited 
life span and must be dissolved when any one of the partners dies, retires, claims bankruptcy or goes insane.

Limited Liability Partnership (LLP)

In a Limited Liability Partnership or LLP, the partners of the firm enjoy perpetual existence as well as the advan-
tage of limited liability. Each partner’s liability is limited to their agreed contribution to the LLP. The partnership 
and its partners have a separate legal existence.

24.5.1.5 Tips 
• Learn from others’ failures.

• Be certain that this is what you want.

• Search for a problem to solve, rather than look for a problem to attach to your idea.

24.5.2 Leadership & Teamwork: Leadership and Leaders
Leadership means setting an example for others to follow. Setting a good example means t asking someone to do 
something that you wouldn’t willingly want to do yourself. Leadership is about figuring out what to do in order to 
win as a team, and as a company.

Leaders believe in doing the right things. They also believe in helping others to do the right things. An effective 
leader is someone who:

• Creates an inspiring vision of the future.

• Motivates and inspires his team to pursue that vision.
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24.5.2.1 Leadership Qualities That All Entrepreneurs Need
Building a successful enterprise is only possible if the entrepreneur in charge possesses excellent leadership qual-
ities. Some critical leadership skills that every entrepreneur must have are:

1. Pragmatism: This means having the ability to highlight all obstacles and challenges, in order to resolve issues 
and reduce risks.

2. Humility: This means admitting to mistakes often and early, and being quick to take responsibility for your 
actions. Mistakes should be viewed as challenges to overcome, not opportunities to point blame.

3. Flexibility: It is critical for a good leader to be very flexible and quickly adapt to change. It is equally critical to 
know when to adapt and when not to.

4. Authenticity: This means showing both, your strengths and your weaknesses. It means being human and 
showing others that you are human.

5. Reinvention: This means refreshing or changing your leadership style when necessary. To do this, it’s import-
ant to learn where your leadership gaps lie and find out what resources are required to close them.

6. Awareness: This means taking the time to recognize how others view you. It means understanding how your 
presence affects those around you.

24.5.2.2 Benefits of Effective Leadership
Effective leadership results in numerous benefits. Great leadership leads to the leader successfully:

• Gaining the loyalty and commitment of the team members

• Motivating the team to work towards achieving the company’s goals and objectives

• Building morale and instilling confidence in the team members

• Fostering mutual understanding and team-spirit among team members

• Convincing team members about the need to change when a situation requires adaptability

24.5.2.3 Teamwork and Teams
Teamwork occurs when the people in a workplace combine their individual skills to pursue a common goal. Effec-
tive teams are made up of individuals who work together to achieve this common goal. A great team is one who 
holds themselves accountable for the end result.

24.5.2.4 Importance of Teamwork in Entrepreneurial Success
For an entrepreneurial leader, building an effective team is critical to the success of a venture. An entrepreneur 
must ensure that the team he builds possesses certain crucial qualities, traits and characteristics. An effective 
team is one which has:

1. Unity of purpose: All the team members should clearly understand and be equally committed to the pur-
pose, vision and goals of the team.

2. Great communication skills: Team members should have the ability to express their concerns, ask questions 
and use diagrams, and charts to convey complex information.
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24.5.2.4.1 Tips 
• Don’t get too attached to your original idea. Allow it to evolve and change.

• Be aware of your weaknesses and build a team that will complement your shortfalls.

• Hiring the right people is not enough. You need to promote or incentivize your most talented people to keep 
them motivated.

• Earn your team’s respect

3. The ability to collaborate: Every member should feel entitled to provide regular feedback on new ideas.

4. Initiative: The team should consist of proactive individuals. The members should have the enthusiasm to 
come up with new ideas, improve existing ideas, and conduct their own research.

5. Visionary members: The team should have the ability to anticipate problems and act on these potential 
problem before they turn into real problems.

6. Great adaptability skills: The team must believe that change is a positive force. Change should be seen as the 
chance to improve and try new things.

7. Excellent organizational skills: The team should have the ability to develop standard work processes, balance 
responsibilities, properly plan projects, and set in place methods to measure progress and ROI.

24.5.3 Communication Skills 
Listening is the ability to correctly receive and understand messages during the process of communication. Lis-
tening is critical for effective communication. Without effective listening skills, messages can easily be misunder-
stood. This results in a communication breakdown and can lead to the sender and the receiver of the message 
becoming frustrated or irritated.

It’s very important to note that listening is not the same as hearing. Hearing just refers to sounds that you hear. 
Listening is a whole lot more than that. To listen, one requires focus. It means not only paying attention to the 
story, but also focusing on how the story is relayed, the way language and voice is used, and even how the speak-
er uses their body language. The ability to listen depends on how effectively one can perceive and understand 
both, verbal and non-verbal cues.

24.5.3.1 How to Listen Effectively 
To listen effectively you should:

• Stop talking

• Stop interrupting

• Focus completely on what is being said

• Nod and use encouraging words and gestures

• Be open-minded

• Think about the speaker’s perspective
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24.5.3.2 How to Listen Effectively 
How successfully a message gets conveyed depends entirely on how effectively you are able to get it through. 
An effective speaker is one who enunciates properly, pronounces words correctly, chooses the right words and 
speaks at a pace that is easily understandable. Besides this, the words spoken out loud need to match the ges-
tures, tone and body language used.

What you say, and the tone in which you say it, results in numerous perceptions being formed. A person who 
speaks hesitantly may be perceived as having low self-esteem or lacking in knowledge of the discussed topic. 
Those with a quiet voice may very well be labelled as shy. And those who speak in commanding tones with high 
levels of clarity, are usually considered to be extremely confident. This makes speaking a very critical communi-
cation skill.

24.5.3.3 How to Speak Effectively 
To speak effectively you should:

• Incorporate body language in your speech like eye contact, smiling, nodding, gesturing etc.

• Build a draft of your speech before actually making your speech.

• Ensure that all your emotions and feelings are under control.

• Pronounce your words distinctly with the correct pitch and intensity. Your speech should be crystal clear at 
all times.

• Use a pleasant and natural tone when speaking. Your audience should not feel like you are putting on an 
accent or being unnatural in any way.

• Use precise and specific words to drive your message home. Ambiguity should be avoided at all costs.

• Ensure that your speech has a logical flow.

• Be brief. Don’t add any unnecessary information.

• Make a conscious effort to avoid irritating mannerisms like fidgeting, twitching etc.

• Choose your words carefully and use simple words that the majority of the audience will have no difficulty 
understanding.

• Use visual aids like slides or a whiteboard.

• Speak slowly so that your audience can easily understand what you’re saying. However, be careful not to 
speak too slowly because this can come across as stiff, unprepared or even condescending.

• Remember to pause at the right moments.

• Be very, very patient

• Pay attention to the tone that is being used

• Pay attention to the speaker’s gestures, facial expressions and eye movements

• Not try and rush the person

• Not let the speaker’s mannerisms or habits irritate or distract you
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24.5.3.4 Tips 
• If you’re finding it difficult to focus on what someone is saying, try repeating their words in your head.

• Always maintain eye contact with the person that you are communicating with, when speaking as well as 
listening. This conveys and also encourages interest in the conversation.

24.5.4 Problem Solving & Negotiation skills 
As per The Concise Oxford Dictionary (1995), a problem is, “A doubtful or difficult matter requiring a solution”

All problems contain two elements:

1. Goals 

2. Obstacles

The aim of problem solving is to recognize the obstacles and remove them in order to achieve the goals.

24.5.4.1 How to Solve Problems

24.5.4.2 Important Traits for Problem Solving

Solving a problem requires a level of rational thinking. Here are some logical steps to follow when faced with an 
issue:

• Step 1: Identify the problem 

• Step 2: Study the problem in detail

• Step 3: List all possible solutions 

• Step 4: Select the best solution

• Step 5: Implement the chosen solution  

• Step 6: Check that the problem has really been solved

Highly developed problem solving skills are critical for both, business owners and their employees. The following 
personality traits play a big role in how effectively problems are solved:

• Being open minded 

• Asking the right questions

• Being proactive 

• Not panicking

• Having a positive attitude 

• Focusing on the right problem
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24.5.4.2 Important Traits for Problem Solving

24.5.4.3 What is Negotiation?

As an entrepreneur, it would be a good idea to assess the level of problem solving skills of potential candidates 
before hiring them. Some ways to assess this skill are through:

• Application forms: Ask for proof of the candidate’s problem solving skills in the application form.

• Psychometric tests: Give potential candidates logical reasoning and critical thinking tests and see how they 
fare.

• Interviews: Create hypothetical problematic situations or raise ethical questions and see how the candidates 
respond.

• Technical questions: Give candidates examples of real life problems and evaluate their thought process.

Negotiation is a method used to settle differences. The aim of negotiation is to resolve differences through a com-
promise or agreement while avoiding disputes. Without negotiation, conflicts are likely to lead to resentment 
between people. Good negotiation skills help satisfy both parties and go a long way towards developing strong 
relationships.

Why Negotiate

Starting a business requires many, many negotiations. Some negotiations are small while others are critical 
enough to make or break a startup. Negotiation also plays a big role inside the workplace. As an entrepreneur, 
you need to know not only know how to negotiate yourself, but also how to train employees in the art of nego-
tiation.

How to Negotiate

Take a look at some steps to help you negotiate:

Step 1: Pre-Negotiation Preparation: Agree on where to meet to discuss the problem, decide who all will be 
present and set a time limit for the discussion.

Step 2: Discuss the Problem: This involves asking questions, listening to the other side, putting your views for-
ward and clarifying doubts.

Step 3: Clarify the Objective: Ensure that both parties want to solve the same problem and reach the same goal.

Step 4: Aim for a Win-Win Outcome: Try your best to be open minded when negotiating. Compromise and offer 
alternate solutions to reach an outcome where both parties win.

Step 5: Clearly Define the Agreement: When an agreement has been reached, the details of the agreement 
should be crystal clear to both sides, with no scope for misunderstandings.

Step 6: Implement the Agreed Upon Solution: Agree on a course of action to set the solution in motion.

24.5.4.4 Tips 
• Know exactly what you want before you work towards getting it

• Give more importance to listening and thinking, than speaking

• Focus on building a relationship rather than winning
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24.5.5 Business Opportunities Identification

• Remember that your people skills will affect the outcome

• Know when to walk away – sometimes reaching an agreement may not be possible

“The entrepreneur always searches for change, responds to it and exploits it as an opportunity.” 

Peter Drucker

The ability to identify business opportunities is an essential characteristic of an entrepreneur.

What is an Opportunity?

The word opportunity suggests a good chance or a favourable situation to do something offered by circumstanc-
es.

A business opportunity means a good or favourable change available to run a specific business in a given envi-
ronment, at a given point of time.

Common Questions Faced by Entrepreneurs

A critical question that all entrepreneurs face is how to go about finding the business opportunity that is right for 
them.

Some common questions that entrepreneurs constantly think about are:

• Should the new enterprise introduce a new product or service based on an unmet need?

• Should the new enterprise select an existing product or service from one market and offer it in another 
where it may not be available?

• Should the enterprise be based on a tried and tested formula that has worked elsewhere?

It is therefore extremely important that entrepreneurs must learn how to identify new and existing business op-
portunities and evaluate their chances of success.

When is an Idea an Opportunity?

An idea is an opportunity when:

• It creates or adds value to a customer

• It solves a significant problem, removes a pain point or meets a demand

• Has a robust market and profit margin

• Is a good fit with the founder and management team at the right time and place

Factors to Consider When Looking for Opportunities

• Consider the following when looking for business opportunities:

• Economic trends Changes in funding

• Changing relationships between vendors, partners and suppliers

• Market trends

• Changes in political support
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• Shift in target audience

Ways to Identify New Business Opportunities

• Identify Market Inefficiencies: When looking at a market, consider what inefficiencies are present in the 
market. Think about ways to correct these inefficiencies.

• Remove Key Hassles: Rather than create a new product or service, you can innovatively improve a product, 
service or process.

• Create Something New: Think about how you can create a new experience for customers, based on existing 
business models.

• Pick a Growing Sector/Industry: Research and find out which sectors or industries are growing and think 
about what opportunities you can tap in the same.

• Think About Product Differentiation: If you already have a product in mind, think about ways to set it apart 
from the existing ones.

Ways to Identify Business Opportunities Within Your Business

SWOT Analysis: An excellent way to identify opportunities inside your business is by creating a SWOT analysis. 

The acronym SWOT stands for strengths, weaknesses, opportunities, and threats. SWOT analysis framework:

Consider the following when looking for business opportunities:

By looking at yourself and your competitors using the SWOT framework, you can uncover opportunities that you 
can exploit, as well as manage and eliminate threats that could derail your success.

Establishing Your USP

Establish your USP and position yourself as different from your competitors. Identify why customers should buy 
from you and promote that reason.

Fig.24.5.1: SWOT Analysis
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Opportunity Analysis

Once you have identified an opportunity, you need to analyze it. To analyze an opportunity, you must:

• Focus on the idea

• Focus on the market of the idea

• Talk to industry leaders in the same space as the idea

• Talk to players in the same space as the idea

24.5.5.1 Tips 
• Remember, opportunities are situational.

• Look for a proven track record.

• Avoid the latest craze.

• Love your idea.

24.5.6 Entrepreneurship Support Eco-System
An entrepreneur is a person who:

• Does not work for an employee

• Runs a small enterprise

• Assumes all the risks and rewards of the enterprise, idea, good or service

Types of Entrepreneurs

There are four main types of entrepreneurs:

1. The Traditional Entrepreneur: This type of entrepreneur usually has some kind of skill – they can be a car-
penter, mechanic, cook etc. They have businesses that have been around for numerous years like restaurants, 
shops and carpenters. Typically, they gain plenty of experience in a particular industry before they begin their 
own business in a similar field.

2. The Growth Potential Entrepreneur: The desire of this type of entrepreneur is to start an enterprise that will 
grow, win many customers and make lots of money. Their ultimate aim is to eventually sell their enterprise 
for a nice profit. Such entrepreneurs usually have a science or technical background.

3. The Project-Oriented Entrepreneur: This type of entrepreneur generally has a background in the Arts or psy-
chology. Their enterprises tend to be focus on something that they are very passionate about.

4. The Lifestyle Entrepreneur: This type of entrepreneur has usually worked as a teacher or a secretary. They 
are more interested in selling something that people will enjoy, rather than making lots of money.

Characteristics of an Entrepreneur

Successful entrepreneurs have the following characteristics:

• They are highly motivated
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• They are creative and persuasive

• They are mentally prepared to handle each and every task

• They have excellent business skills – they know how to evaluate their cash flow, sales and revenue

• They are willing to take great risks

• They are very proactive – this means they are willing to do the work themselves, rather than wait for some-
one else to do it

• They have a vision – they are able to see the big picture

• They are flexible and open-minded

• They are good at making decisions

24.5.6.1 Entrepreneur Success Stories

24.5.6.2 The Entrepreneurial Process

Dhiru Bhai Ambani

Dhirubhai Ambani began his entrepreneurial career by selling “bhajias” to pilgrims in Mount Girnar on weekends. 
At 16, he moved to Yemen where he worked as a gas-station attendant, and as a clerk in an oil company. He re-
turned to India with Rs. 50,000 and started a textile trading company. Reliance went on to become the first Indian 
company to raise money in global markets and the first Indian company to feature in Forbes 500 list.

Dr. Karsanbhai Patel

Karsanbhai Patel made detergent powder in the backyard of his house. He sold his product door-to-door and 
offered a money back guarantee with every pack that was sold. He charged Rs. 3 per kg when the cheapest de-
tergent at that time was Rs.13 per kg. Dr. Patel eventually started Nirma which became a whole new segment in 
the Indian domestic detergent market.

Let’s take a look at the stages of the entrepreneurial process.

• Stage 1: Idea Generation. The entrepreneurial process begins with an idea that has been thought of by the 
entrepreneur. The idea is a problem that has the potential to be solved.

• Stage 2: Germination or Recognition. In this stage a possible solution to the identified problem is thought of.

• Stage 3: Preparation or Rationalization. The problem is studied further and research is done to find out how 
others have tried to solve the same problem.

• Stage 4: Incubation or Fantasizing. This stage involves creative thinking for the purpose of coming up with 
more ideas. Less thought is given to the problem areas.

• Stage 5: Feasibility Study: The next step is the creation of a feasibility study to determine if the idea will make 
a profit and if it should be seen through.

• Stage 6: Illumination or Realization. This is when all uncertain areas suddenly become clear. The entrepre-
neur feels confident that his idea has merit.

• Stage 7: Verification or Validation. In this final stage, the idea is verified to see if it works and if it is useful.

Take a look at the diagram below to get a better idea of this process.
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24.5.6.3 What is an Entrepreneur?
The entrepreneurship support ecosystem signifies the collective and complete nature of entrepreneurship. New 
companies emerge and flourish not only because of the courageous, visionary entrepreneurs who launch them, 
but they thrive as they are set in an environment or ‘ecosystem’ made of private and public participants. These 
players nurture and sustain the new ventures, facilitating the entrepreneurs’ efforts.

An entrepreneurship ecosystem comprises of the following six domains:

1. Favourable Culture: This includes elements such as tolerance of risk and errors, valuable networking and 
positive social standing of the entrepreneur.

2. Facilitating Policies & Leadership: This includes regulatory framework incentives and existence of public 
research institutes.

3. Financing Options: Angel financing, venture capitalists and micro loans would be good examples of this.

4. Human Capital: This refers to trained and untrained labour, entrepreneurs and entrepreneurship training 
programmes, etc.

5. Conducive Markets for Products & Services: This refers to an existence or scope of existence of a market for 
the product/service.

6. Institutional & Infrastructural Support: This includes legal and financing advisers, telecommunications, digi-
tal and transportation infrastructure, and entrepreneurship networking programmes.

These domains indicate whether there is a strong entrepreneurship support ecosystem and what actions should 
the government put in place to further encourage this ecosystem. The six domains and their various elements 
have been graphically depicted.

Fig.24.5.2: Stages of the entrepreneurial process
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Fig.24.5.4: Entrepreneurship support ecosystem
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Every entrepreneurship support ecosystem is unique and all the elements of the ecosystem are interdependent. 
Although every region’s entrepreneurship ecosystem can be broadly described by the above features, each eco-
system is the result of the hundred elements interacting in highly complex and particular ways.

Entrepreneurship ecosystems eventually become (largely) self-sustaining. When the six domains are resilient 
enough, they are mutually beneficial. At this point, government involvement can and should be significantly 
minimized. Public leaders do not need to invest a lot to sustain the ecosystem. It is imperative that the entre-
preneurship ecosystem incentives are formulated to be self-liquidating, hence focusing on sustainability of the 
environment.

24.5.6.4 Government’s Role in the Entrepreneurship Ecosystem

24.5.6.5 Snapshot of the Entrepreneurship Ecosystem in India

Encouraging new ventures is a major focus for policymakers. Governments across the world are recognizing that 
new businesses flourish in distinctive types of supportive environments. Policymakers should study the scenario 
and take into account the following points whilst they formulate policies and regulations that enable successful 
entrepreneurship support ecosystems.

• Policymakers should avoid regulations that discourage new entrants and work towards building efficient 
methods for business startups. Policies and regulations that favour existing, dominant firms over entrepre-
neurial ventures, restrict competition and obstruct entry for new companies.

• Instead of developing policies conceptually intended to correct market failures, policymakers should interact 
with entrepreneurs and understand the challenges faced   by them. The feedback should be used to develop 
policies that incite idea exploration, product development and increased rates of deal flow.

• Entrepreneurial supporters should create a database that enables identifying who the participants in the 
ecosystem are and how they are connected. These ecosystem maps are useful tools in developing engage-
ment strategies.

• Disruptions are unavoidable in economic and social life. However, it’s important to note that economic dis-
ruption gives rise to entrepreneurial opportunities. Architects of the entrepreneurship ecosystems (entrepre-
neurs, mentors, policymakers and consumers,) should anticipate these dips, thus capitalizing on the oppor-
tunities they create.

The need for effective strategies to enable local entrepreneurship support ecosystems is a practical one. Better 
understanding of the actual ecosystems provides a framework within which policy makers can ask relevant ques-
tions, envisage more efficient approaches, and assess ensuing outcomes.

Entrepreneurship has earned a newfound respect in India. Many Indians, with exposure to the world of business, 
who traditionally would have opted for a job, are setting up their own ventures. Many elements of the entrepre-
neurship ecosystem are beginning to come together. For example, increase in venture capitalists, government 
schemes and incubators, academia industry linkages, and emerging clusters and support to rural economy. All 
these initiatives are effective but there is a need to scale up and enrich the ecosystem further in the following 
ways:

1. We need to review our attitude towards failures and accept them as learning experiences.

2. We must encourage the educated to become entrepreneurs and provide students in schools and colleges 
with entrepreneurship skills.
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3. Universities, research labs and the government need to play the role of enablers in the entrepreneurship 
support ecosystem.

4. Policymakers need to focus on reducing the obstacles such as corruption, red tape and bureaucracy.

5. We need to improve our legal systems and court international venture capital firms and bring them to India.

6. We must devise policies and methods to reach the secondary and tertiary towns in India, where people do 
not have access to the same resources available in the cities.

Today, there is a huge opportunity in this country to introduce innovative solutions that are capable of scaling up, 
and collaborating within the ecosystem as well as enriching it.

24.5.6.6 Make in India Campaign
Every entrepreneur has certain needs. Some of their important needs are:

• To easily get loans

• To easily find investors

• To get tax exemptions

• To easily access resources and good infrastructure

• To enjoy a procedure that is free of hassles and is quick

• To be able to easily partner with other firms

The Make in India campaign, launched by Prime Minister Modi aims to satisfy all these needs of young, aspiring 
entrepreneurs. Its objective is to:

• Make investment easy

• Support new ideas

• Enhance skill development

• Safeguard the ideas of entrepreneurs

• Create state-of-the-art facilities for manufacturing goods

24.5.6.6 Tips 
• Research the existing market, network with other entrepreneurs, venture capitalists, angel investors, and 

thoroughly review the policies in place to enable your entrepreneurship.

• Failure is a stepping stone and not the end of the road. Review yours and your peers’ errors and correct them 
in your future venture.

• Be proactive in your ecosystem. Identify the key features of your ecosystem and enrich them to ensure 
self-sustainability of your entrepreneurship support ecosystem.
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24.5.7 Risk Appetite & Resilience
Entrepreneurship and Risk

Entrepreneurs are inherently risk takers. They are path-makers not path-takers. Unlike a normal, cautious person, 
an entrepreneur would not think twice about quitting his job (his sole income) and taking a risk on himself and 
his idea.

An entrepreneur is aware that while pursuing his dreams, assumptions can be proven wrong and unforeseen 
events may arise. He knows that after dealing with numerous problems, success is still not guaranteed. Entrepre-
neurship is synonymous with the ability to take risks. This ability, called risk-appetite, is an entrepreneurial trait 
that is partly genetic and partly acquired.

What is Risk Appetite?

Risk appetite is defined as the extent to which a company is equipped to take risk, in order   to achieve its objec-
tives. Essentially, it refers to the balance, struck by the company, between possible profits and the hazards caused 
by changes in the environment (economic ecosystem, policies, etc.). Taking on more risk may lead to higher re-
wards but have a high probability of losses as well. However, being too conservative may go against the company 
as it can miss out on good opportunities to grow and reach their objectives.

The levels of risk appetite can be broadly categorized as “low”, “medium” and “high.” The company’s entrepre-
neur(s) have to evaluate all potential alternatives and select the option most likely to succeed. Companies have 
varying levels of risk appetites for different objectives. The levels depend on:

• The type of industry

• Market pressures

• Company objectives

For example, a startup with a revolutionary concept will have a very high risk appetite. The startup can afford 
short term failures before it achieves longer term success. This type of appetite will not remain constant and will 
be adjusted to account for the present circumstances of the company.

Risk Appetite Statement

Companies have to define and articulate their risk appetite in sync with decisions made about their objectives 
and opportunities. The point of having a risk appetite statement is to have a framework that clearly states the 
acceptance and management of risk in business. It sets risk taking limits within the company. The risk appetite 
statement should convey the following:

• The nature of risks the business faces.

• Which risks the company is comfortable taking on and which risks are unacceptable.

• How much risk to accept in all the risk categories.

• The desired tradeoff between risk and reward.

• Measures of risk and methods of examining and regulating risk exposures.

Entrepreneurship and Resilience

Entrepreneurs are characterized by a set of qualities known as resilience. These qualities play an especially large 
role in the early stages of developing an enterprise. Risk resilience is an extremely valuable characteristic as it 
is believed to protect entrepreneurs against the threat of challenges and changes in the business environment.

What is Entrepreneurial Resilience?

Resilience is used to describe individuals who have the ability to overcome setbacks related to their life and ca-
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reer aspirations. A resilient person is someone who is capable  of easily  and quickly recovering from setbacks. For 
the entrepreneur, resilience is a critical trait. Entrepreneurial resilience can be enhanced in the following ways:

• By developing a professional network of coaches and mentors

• By accepting that change is a part of life

• By viewing obstacles as something that can be overcome

Characteristics of a Resilient Entrepreneur

The characteristics required to make an entrepreneur resilient enough to go the whole way in their business 
enterprise are:

• A strong internal sense of control

• Strong social connections

• Skill to learn from setbacks

• Ability to look at the bigger picture

• Ability to diversify and expand

• Survivor attitude

• Cash-flow conscious habits

• Attention to detail

24.5.7.1 Tips 
• Cultivate a great network of clients, suppliers, peers, friends and family. This will not only help you promote 

your business, but will also help you learn, identify new opportunities and stay tuned to changes in the mar-
ket.

• Don’t dwell on setbacks. Focus on what the you need to do next to get moving again.

• While you should try and curtail expenses, ensure that it is not at the cost of your growth.

24.5.8 Success & Failures
Understanding Successes and Failures in Entrepreneurship

Shyam is a famous entrepreneur, known for his success story. But what most people don’t know, is that Shyam 
failed numerous times before his enterprise became a success. Read his interview to get an idea of what entre-
preneurship is really about, straight from an entrepreneur who has both, failed and succeeded.

Interviewer: Shyam, I have heard that entrepreneurs are great risk-takers who are never afraid of failing. Is this 
true?

Shyam: Ha ha, no  of course it’s not  true! Most people believe that entrepreneurs need to   be fearlessly enthu-
siastic. But the truth is, fear is a very normal and valid human reaction, especially when you are planning to start 
your own business! In fact, my biggest fear was the fear of failing. The reality is, entrepreneurs fail as much as 
they succeed. The trick is to not allow the fear of failing to stop you from going ahead with your plans. Remember, 
failures are lessons for future success!
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24.5.8.1 Tips 

Interviewer: What, according to you, is the reason that entrepreneurs fail?

Shyam: Well, there is no one single reason why entrepreneurs fail. An entrepreneur can fail due to numerous 
reasons. You could fail because you have allowed your fear of failure to defeat you. You could fail because you are 
unwilling to delegate (distribute) work. As the saying goes, “You can do anything, but not everything!” You could 
fail because you gave up too easily – maybe you were not persistent enough. You could fail because you were 
focusing your energy on small, insignificant tasks and ignoring the tasks that were most important. Other reasons 
for failing are partnering with the wrong people, not being able to sell your product to the right customers at the 
right time at the right price… and many more reasons!

Interviewer: As an entrepreneur, how do you feel failure should be looked at?

Shyam: I believe we should all look at failure as an asset, rather than as something negative. The way I see it, if 
you have an idea, you should try to make it work, even if there is a chance that you will fail. That’s because not 
trying is failure right there, anyway! And failure is not the worst thing that can happen. I think having regrets be-
cause of not trying, and wondering ‘what if’ is far worse than trying and actually failing.

Interviewer: How did you feel when you failed for the first time?

Shyam: I was completely heartbroken! It was a very painful experience. But the good news is, you do recover 
from the failure. And with every subsequent failure, the recovery process gets a lot easier. That’s because you 
start to see each failure more as a lesson that will eventually help you succeed, rather than as an obstacle that 
you cannot overcome. You will start to realize that failure has many benefits.

Interviewer: Can you tell us about some of the benefits of failing?

Shyam: One of the benefits that I have experienced personally from failing is that the failure made me see things 
in a new light. It gave me answers that I didn’t have before. Failure can make you a lot stronger. It also helps keep 
your ego in control.

Interviewer: What advice would you give entrepreneurs who are about to start their own enterprises?

Shyam: I would tell them to do their research and ensure that their product is something that is actually wanted 
by customers. I’d tell them to pick their partners and employees very wisely and cautiously. I’d tell them that it’s 
very important to be aggressive – push and market your product as aggressively as possible. I would warn them 
that starting an enterprise is very expensive and that they should be prepared for a situation where they run out 
of money.

I would tell them to create long term goals and put a plan in action to achieve that goal. I would tell them to build 
a product that is truly unique. Be very careful and ensure that you are not copying another startup. Lastly, I’d tell 
them that it’s very important that they find the right investors.

Interviewer: That’s some really helpful advice, Shyam! I’m sure this will help all entrepreneurs to be more pre-
pared before they begin their journey! Thank you for all your insight!

• Remember that nothing is impossible.

• Identify your mission and your purpose before you start.

• Plan your next steps – don’t make decisions hastily.
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UNIT 24.6: Preparing to be an Entrepreneur

At the end of the unit, you will be able to:

1. Discuss how market research is carried out

2. Describe the 4 Ps of marketing

3. Discuss the importance of idea generation

4. Recall basic business terminology

5. Discuss the need for CRM

6. Discuss the benefits of CRM

7. Discuss the need for networking

8. Discuss the benefits of networking

9. Understand the importance of setting goals

10. Differentiate between short-term, medium-term and long-term goals

11. Discuss how to write a business plan

12. Explain the financial planning process

13. Discuss ways to manage your risk

14. Describe the procedure and formalities for applying for bank finance

15. Discuss how to manage your own enterprise

16. List important questions that every entrepreneur should ask before starting an enterprise

Unit Objectives 

24.6.1 Market Study / The 4 Ps of Marketing / Importance of an IDEA
Understanding Market Research

Market research is the process of gathering, analyzing and interpreting market information on a product or ser-
vice that is being sold in that market. It also includes information on:

• Past, present and prospective customers

• Customer characteristics and spending habits

• The location and needs of the target market

• The overall industry

• Relevant competitors

Market research involves two types of data:

• Primary information. This is research collected by yourself or by someone hired by you.

• Secondary information. This is research that already exists and is out there for you to find and use.
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Primary research

Primary research can be of two types:

• Exploratory: This is open-ended and usually involves detailed, unstructured interviews.

• Specific: This is precise and involves structured, formal interviews. Conducting specific research is the more 
expensive than conducting exploratory research.

Secondary research

Secondary research uses outside information. Some common secondary sources are:

• Public sources: These are usually free and have a lot of good information. Examples are government depart-
ments, business departments of public libraries etc.

• Commercial sources: These offer valuable information but usually require a fee to be paid. Examples are 
research and trade associations, banks and other financial institutions etc.

• Educational institutions: These offer a wealth of information. Examples are colleges, universities, technical 
institutes etc.

24.6.1.1 The 4 Ps of Marketing
The 4 Ps of marketing are:

1. Product, 

2. Price, 

3. Promotion and 

4. Place. 

Let’s look at each of these 4 Ps in detail.

Product

A product can be:

• A tangible good

• An intangible service

Whatever your product is, it is critical that you have a clear understanding of what you are offering, and what its 
unique characteristics are, before you begin with the marketing process.

Some questions to ask yourself are:

• What does the customer want from the product/service?

• What needs does it satisfy?

• Are there any more features that can be added?

• Does it have any expensive and unnecessary features?

• How will customers use it?

• What should it be called?

• How is it different from similar products?
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• How much will it cost to produce?

• Can it be sold at a profit?

Price

Once all the elements of Product have been established, the Price factor needs to be considered. The Price of a 
Product will depend on several factors such as profit margins, supply, demand and the marketing strategy.

Some questions to ask yourself are:

• What is the value of the product/service to customers?

• Do local products/services have established price points?

• Is the customer price sensitive?

• Should discounts be offered?

• How is your price compared to that of your competitors?

Promotion

Once you are certain about your Product and your Price, the next step is to look at ways to promote it. Some key 
elements of promotion are advertising, public relations, social media marketing, email marketing, search engine 
marketing, video marketing and more.

Some questions to ask yourself are:

• Where should you promote your product or service?

• What is the best medium to use to reach your target audience?

• When would be the best time to promote your product?

• How are your competitors promoting their products?

Place

According to most marketers, the basis of marketing is about offering the right product, at  the right price, at the 
right place, at the right time. For this reason, selecting the best possible location is critical for converting prospec-
tive clients into actual clients.

Some questions to ask yourself are:

• Will your product or service be looked for in a physical store, online or both?

• What should you do to access the most appropriate distribution channels?

• Will you require a sales force?

• Where are your competitors offering their products or services?

• Should you follow in your competitors’ footsteps?

• Should you do something different from your competitors?

Importance of an IDEA

Ideas are the foundation of progress. An idea can be small or ground-breaking, easy to accomplish or extremely 
complicated to implement. Whatever the case, the fact that it is an idea gives it merit. Without ideas, nothing is 
possible. Most people are afraid to speak out their ideas, out for fear of being ridiculed. However, if are an entre-
preneur and want to remain competitive and innovative, you need to bring your ideas out into the light.
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Some ways to do this are by:

• Establishing a culture of brainstorming where you invite all interested parties to contribute

• Discussing ideas out loud so that people can add their ideas, views, opinions to them

• Being open minded and not limiting your ideas, even if the idea who have seems ridiculous

• Not discarding ideas that you don’t work on immediately, but instead making a note of them and shelving 
them so they can be revisited at a later date.

24.6.1.2 Tips 
• Keep in mind that good ideas do not always have to be unique.

• Remember that timing plays a huge role in determining the success of your idea.

• Situations and circumstances will always change, so be flexible and adapt your idea accordingly.

24.6.2 Business Entity Concepts: Basic Business Terminology
If your aim is to start and run a business, it is crucial that you have a good understanding of basic business terms. 
Every entrepreneur should be well versed in the following terms:

• Accounting: A systematic method of recording and reporting financial transactions.

• Accounts payable: Money owed by a company to its creditors.

• Accounts Receivable: The amount a company is owed by its clients.

• Assets: The value of everything a company owns and uses to conduct its business.

• Balance Sheet: A snapshot of a company’s assets, liabilities and owner’s equity at a given moment.

• Bottom Line: The total amount a business has earned or lost at the end of a month.

• Business: An organization that operates with the aim of making a profit.

• Business to Business (B2B): A business that sells goods or services to another business.

• Business to Consumer (B2C): A business that sells goods or services directly to the end user.

• Capital: The money a business has in its accounts, assets and investments. The two main types of capital are 
debt and equity.

• Cash Flow: The overall movement of funds through a business each month, including income and expenses.

• Cash Flow Statement: A statement showing the money that entered and exited a business during a specific 
period of time.

• Contract: A formal agreement to do work for pay.

• Depreciation: The degrading value of an asset over time.

• Expense: The costs that a business incurs through its operations.

• Finance: The management and allocation of money and other assets.
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24.6.3 CRM & Networking

• Financial Report: A comprehensive account of a business’ transactions and expenses.

• Fixed Cost: A one-time expense.

• Income Statement (Profit and Loss Statement): Shows the profitability of a business during a period of time.

• Liabilities: The value of what a business owes to someone else.

• Marketing: The process of promoting, selling and distributing a product or service.

• Net Income/Profit: Revenues minus expenses.

• Net Worth: The total value of a business.

• Payback Period: The amount of time it takes to recover the initial investment of a business.

• Profit Margin: The ratio of profit, divided by revenue, displayed as a percentage.

• Return on Investment (ROI): The amount of money a business gets as return from an investment.

• Revenue: The total amount of income before expenses are subtracted.

• Sales Prospect: A potential customer.

• Supplier: A provider of supplies to a business.

• Target Market: A specific group of customers at which a company’s products and services are aimed.

• Valuation: An estimate of the overall worth of the business.

• Variable Cost: Expenses that change in proportion to the activity of a business.

• Working Capital: Calculated as current assets minus current liabilities.

What is CRM?

CRM stands for Customer Relationship Management. Originally the expression Customer Relationship Manage-
ment meant managing one’s relationship with customers. However, today it refers to IT systems and software 
designed to help companies manage their relationships.

The Need for CRM

The better a company can manage its relationships with its customers, the higher the chances of the company’s 
success. For any entrepreneur, the ability to successfully retain existing customers and expand the enterprise is 
paramount. This is why IT systems that focus on addressing the problems of dealing with customers on a daily 
basis are becoming more and more in demand.

Customer needs change over time, and technology can make it easier to understand what customers really want. 
This insight helps companies to be more responsive to the needs        of their customers. It enables them to modify 
their business operations when required, so that their customers are always served in the best manner possible. 
Simply put, CRM helps companies recognize the value of their clients and enables them to capitalize on improved 
customer relations.

Benefits of CRM

CRM has a number of important benefits:

• It helps improve relations with existing customers which can lead to:
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 » Increased sales

 » Identification of customer needs

 » Cross-selling of products

• It results in better marketing of one’s products or services

• It enhances customer satisfaction and retention

• It improves profitability by identifying and focusing on the most profitable customers

6.3.3.1 What is Networking?
In business, networking means leveraging your business  and personal connections in order  to bring in a regular 
supply of new business. This marketing method is effective as well as low cost. It is a great way to develop sales 
opportunities and contacts. Networking can be based on referrals and introductions, or can take place via phone, 
email, and social and business networking websites.

The Need for Networking

Networking is an essential personal skill for business people, but it is even more important for entrepreneurs. The 
process of networking has its roots in relationship building. Networking results in greater communication and a 
stronger presence in the entrepreneurial ecosystem. This helps build strong relationships with other entrepre-
neurs.

Business networking events held across the globe play a huge role in connecting like-minded entrepreneurs who 
share the same fundamental beliefs in communication, exchanging ideas and converting ideas into realities. Such 
networking events also play a crucial role in connecting entrepreneurs with potential investors. Entrepreneurs 
may have vastly different experiences and backgrounds but they all have a common goal in mind – they all seek 
connection, inspiration, advice, opportunities and mentors. Networking offers them a platform to do just that. 
Benefits of Networking

Networking offers numerous benefits for entrepreneurs. Some of the major benefits are:

• Getting high quality leads

• Increased business opportunities

• Good source of relevant connections

• Advice from like-minded entrepreneurs

• Gaining visibility and raising your profile

• Meeting positive and enthusiastic people

• Increased self-confidence

• Satisfaction from helping others

• Building strong and lasting friendships

24.6.3.2 Tips 
• Use social media interactions to identify needs and gather feedback.

• When networking, ask open-ended questions rather than yes/no type questions.
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24.6.4 Business Plan: Why Set Goals

24.6.4.1 Elements of a Business Plan

Setting goals is important because it gives you long-term vision and short-term motivation. Goals can be short 
term, medium term and long term.

Short-Term Goals

• These are specific goals for the immediate future. Example: Repairing a machine that has failed. Medi-
um-Term Goals

• These goals are built on your short term goals.

• They do not need to be as specific as your short term goals.

Example: Arranging for a service contract to ensure that your machines don’t fail again.

Long-Term Goals

These goals require time and planning. They usually take a year or more to achieve.

Example: Planning your expenses so you can buy new machinery

Why Create a Business Plan

A business plan is a tool for understanding how your business is put together. It can be used to monitor progress, 
foster accountable and control the fate of the business. It usually offers a 3-5 year projection and outlines the 
plan that the company intends to follow to grow its revenues. A business plan is also a very important tool for 
getting the interest of key employees or future investors.

A business plan typically comprises of eight elements.

Executive Summary

The executive summary follows the title page. The summary should clearly state your desires as the business 
owner in a short and businesslike way. It is an overview of your business and your plans. Ideally this should not 
be more than 1-2 pages.

Your Executive Summary should include:

• The Mission Statement: Explain what your business is all about.

Example: Nike’s Mission Statement

Nike’s mission statement is “To bring inspiration and innovation to every athlete in the world.”

• Company Information: Provide information like when your business was formed, the names and roles of 
the founders, the number of employees, your business location(s) etc.

• Growth Highlights: Mention examples of company growth. Use graphs and charts where possible.

• Your Products/Services: Describe the products or services provided.

• Financial Information: Provide details on current bank and investors.

• Summarize future plans: Describe where you see your business in the future.

Business Description

The second section of your business plan needs to provide a detailed review of the different elements of your 
business. This will help potential investors to correctly understand your business goal and the uniqueness of 
your offering.
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Your Business Description should include:

• A description of the nature of your business

• The market needs that you are aiming to satisfy

• The ways in which your products and services meet these needs

• The specific consumers and organizations that you intend to serve

• Your specific competitive advantages

Market Analysis

The market analysis section usually follows the business description. The aim of this section is to showcase your 
industry and market knowledge. This is also the section where you should lay down your research findings and 
conclusions.

Your Market Analysis should include:

• Your industry description and outlook

• Information on your target market

• The needs and demographics of your target audience

• The size of your target market

• The amount of market share you want to capture

• Your pricing structure

• Your competitive analysis

• Any regulatory requirements

Organization & Management

This section should come immediately after the Market Analysis. Your Organization & Management section 
should include:

• Your company’s organizational structure

• Details of your company’s ownership

• Details of your management team

• Qualifications of your board of directors

• Detailed descriptions of each division/department and its function

• The salary and benefits package that you offer your people

• The incentives that you offer

Service or Product Line

The next section is the service or product line section. This is where you describe your service or product, and 
stress on their benefits to potential and current customers. Explain in detail why your product of choice will fulfill 
the needs of your target audience.

Your Service or Product Line section should include:

• A description of your product/service

• A description of your product or service’s life cycle
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• A list of any copyright or patent filings

• A description of any R&D activities that you are involved in or planning

Marketing & Sales

Once the Service or Product Line section of your plan has been completed, you should start on the description of 
the marketing and sales management strategy for your business.

Your Marketing section should include the following strategies:

• Market penetration strategy: This strategy focuses on selling your existing products or services in existing 
markets, in order to increase your market share.

• Growth strategy: This strategy focuses on increasing the amount of market share, even if it reduces earnings 
in the short-term.

• Channels of distribution strategy: These can be wholesalers, retailers, distributers and even the internet.

• Communication strategy: These can be written strategies (e-mail, text, chat), oral strategies (phone calls, 
video chats, face-to-face conversations), non-verbal strategies (body language, facial expressions, tone of 
voice) and visual strategies (signs, webpages, illustrations).

Your Sales section should include the following information:

• A salesforce strategy: This strategy focuses on increasing the revenue of the enterprise.

• A breakdown of your sales activities: This means detailing out how you intend to sell your products or ser-
vices – will you sell it offline or online, how many units do you intend to sell, what price do you plan to sell 
each unit at, etc.

Funding Request

This section is specifically for those who require funding for their venture. The Funding Request section should 
include the following information:

• How much funding you currently require.

• How much funding you will require over the next five years. This will depend on your long- term goals.

• The type of funding you want and how you plan to use it. Do you want funding that can be used only for a 
specific purpose, or funding that can be used for any kind of requirement?

• Strategic plans for the future. This will involve detailing out your long-term plans – what these plans are and 
how much money you will require to put these plans in motions.

• Historical and prospective financial information. This can be done by creating and maintaining all your finan-
cial records, right from the moment your enterprise started, to the present day. Documents required for this 
are your balance sheet which contains details of your company’s assets and liabilities, your income state-
ment which lists your company’s revenues, expenses and net income for the year, your tax returns (usually 
for the last three years) and your cash flow budget which lists the cash that came in, the cash that went out 
and states whether you had a cash deficit (negative balance) or surplus (positive balance) at the end of each 
month.

Financial Planning

Before you begin building your enterprise, you need to plan your finances. Take a look at the steps for financial 
planning:

• Step 1: Create a financial plan. This should include your goals, strategies and timelines for accomplishing 
these goals.
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• Step 2: Organize all your important financial documents. Maintain a file to hold your investment details, 
bank statements, tax papers, credit card bills, insurance papers and any other financial records.

• Step 3: Calculate your net worth. This means figure out what you own (assets like your house, bank ac-
counts, investments etc.), and then subtract what you owe (liabilities like loans, pending credit card amounts 
etc.) the amount you are left with is your net worth.

• Step 4: Make a spending plan. This means write down in detail where your money will come from, and 
where it will go.

• Step 5: Build an emergency fund. A good emergency fund contains enough money to cover at least 6 months’ 
worth of expenses.

• Step 6: Set up your insurance. Insurance provides long term financial security and protects you against risk.

Risk Management

As an entrepreneur, it is critical that you evaluate the risks involved with the type of enterprise that you want to 
start, before you begin setting up your company. Once you have identified potential risks, you can take steps to 
reduce them. Some ways to manage risks are:

• Research similar business and find out about their risks and how they were minimized.

• Evaluate current market trends and find out if similar products or services that launched a while ago are still 
being well received by the public.

• Think about whether you really have the required expertise to launch your product or service.

• Examine your finances and see if you have enough income to start your enterprise.

• Be aware of the current state of the economy, consider how the economy may change over time, and think 
about how your enterprise will be affected by any of those changes.

• Create a detailed business plan.

24.6.4.2 Tips 
• Ensure all the important elements are covered in your plan.

• Scrutinize the numbers thoroughly.

• Be concise and realistic.

• Be conservative in your approach and your projections.

• Use visuals like charts, graphs and images wherever possible.

24.6.5 Procedure and Formalities for Bank Finance
The Need for Bank Finance

For entrepreneurs, one of the most difficult challenges faced involves securing funds for startups. With numerous 
funding options available, entrepreneurs need to take a close look at which funding methodology works best for 
them. In India, banks are one of the largest funders of startups, offering funding to thousands of startups every 
year.
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24.6.5.2 The Lending Criteria of Banks

24.6.5.1 What Information Should Entrepreneurs Offer Banks for Funding
When approaching a bank, entrepreneurs must have a clear idea of the different criteria that banks use to screen, 
rate and process loan applications. Entrepreneurs must also be aware of the importance of providing banks 
with accurate and correct information. It is now easier than ever for financial institutions to track any default 
behaviour of loan applicants. Entrepreneurs looking for funding from banks must provide banks with information 
relating to their general credentials, financial situation and guarantees or collaterals that can be offered.

General Credentials

This is where you, as an entrepreneur, provide the bank with background information on yourself. Such informa-
tion includes:

• • Letter(s) of Introduction: This letter should be written by a respected business person who knows you 
well enough to introduce you. The aim of this letter is set across your achievements and vouch for your char-
acter and integrity.

• • Your Profile: This is basically your resume. You need to give the bank a good idea of your educational 
achievements, professional training, qualifications, employment record and achievements.

• • Business Brochure: A business brochure typically provides information on company products, clients, 
how long the business has been running for etc.

• • Bank and Other References: If you have an account with another bank, providing those bank references 
is a good idea.

• • Proof of Company Ownership or Registration: In some cases, you may need to provide the bank with 
proof of company ownership and registration. A list of assets and liabilities may also be required.

Financial Situation

Banks will expect current financial information on your enterprise. The standard financial reports you should be 
prepared with are:

• Balance Sheet 

• Profit-and-Loss Account

• Cash-Flow Statement 

• Projected Sales and Revenues

• Business Plan 

• Feasibility Study

Guarantees or Collaterals

Usually banks will refuse to grant you a loan without security. You can offer assets which the bank can seize and 
sell off if you do not repay the loan. Fixed assets like machinery, equipment, vehicles etc. are also considered to 
be security for loans.

Your request for funding will have a higher chance of success if you can satisfy the following lending criteria:

• Good cash flow

• Adequate shareholders’ funds

• Adequate security
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• Experience in business

• Good reputation

The Procedure

To apply for funding the following procedure will need to be followed.

• Submit your application form and all other required documents to the bank.

• The bank will carefully assess your credit worthiness and assign ratings by analyzing your business informa-
tion with respect to parameters like management, financial, operational and industry information as well as 
past loan performance.

• The bank will make a decision as to whether or not you should be given funding.

24.6.5.3 Tips 
• Get advice on funding options from experienced bankers.

• Be cautious and avoid borrowing more than you need, for longer than you need, at an interest rate that is 
higher than you are comfortable with.

24.6.6 Enterprise Management - An Overview
To manage your enterprise effectively you need to look at many different aspects, right from managing the 
day-to-day activities to figuring out how to handle a large scale event. Let’s take a look at some simple steps to 
manage your company effectively.

Step 1: Use your leadership skills and ask for advice when required.
Let’s take the example of Ramu, an entrepreneur who has recently started his own enterprise. Ramu has good 
leadership skills – he is honest, communicates well, knows how to delegate work etc. These leadership skills defi-
nitely help Ramu in the management of his enterprise. However, sometimes Ramu comes across situations that 
he is unsure how to handle. What should Ramu do in this case? One solution is for him to find a more experienced 
manager who is willing to mentor him. Another solution is for Ramu to use his networking skills so that he can 
connect with managers from other organizations, who can give him advice on how to handle such situations.

Step 2: Divide your work amongst others – realize that you cannot handle everything yourself.
Even the most skilled manager in the world will not be able to manage every single task that an enterprise will 
demand of him. A smart manager needs to realize that the key to managing his enterprise lies in his dividing all 
his work between those around him. This is known as delegation. However, delegating is not enough. A manager 
must delegate effectively if he wants to see results. This is important because delegating, when done incorrectly, 
can result in you creating even more work for yourself. To delegate effectively, you can start by making two lists. 
One list should contain the things that you know you need to handle yourself. The second list should contain the 
things that you are confident can be given to others to manage and handle. Besides incorrect delegation, another 
issue that may arise is over-delegation. This means giving away too many of your tasks to others. The problem 
with this is, the more tasks you delegate, the more time you will spend tracking and monitoring the work progress 
of those you have handed the tasks to. This will leave you with very little time to finish your own work.

Step 3: Hire the right people for the job.
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24.6.6.1 Tips 

24.6.7 Considering Entrepreneurship

Hiring the right people goes a long way towards effectively managing your enterprise. To hire the best people 
suited for the job, you need to be very careful with your interview process. You should ask potential candidates 
the right questions and evaluate their answers carefully. Carrying out background checks is always a good prac-
tice. Running a credit check is also a good idea, especially if the people you are planning to hire will be handling 
your money. Create a detailed job description for each role that you want filled and ensure that all candidates 
have a clear and correct understanding of the job description. You should also have an employee manual in place, 
where you put down every expectation that you have from your employees. All these actions will help ensure 
that the right people are approached for running your enterprise.

Step 4: Motivate your employees and train them well.
Your enterprise can only be managed effectively if your employees are motivated to work hard for your enter-
prise. Part of being motivated involves your employees believing in the vision and mission of your enterprise and 
genuinely wanting to make efforts towards pursuing the same. You can motivate your employees with recogni-
tion, bonuses and rewards for achievements. You can also motivate them by telling them about how their efforts 
have led to the company’s success. This will help them feel pride and give them a sense of responsibility that will 
increase their motivation.

Besides motivating your people, your employees should be constantly trained in new practices and technologies. 
Remember, training is not a one-time effort. It is a consistent effort that needs to be carried out regularly.

Step 5: Train your people to handle your customers well.
Your employees need to be well-versed in the art of customer management. This means they should be able to 
understand what their customers want, and also know how to satisfy their needs. For them to truly understand 
this, they need to see how you deal effectively with customers. This is called leading by example. Show them how 
you sincerely listen to your clients and the efforts that you put into understand their requirements. Let them lis-
ten to the type of questions that you ask your clients so they understand which questions are appropriate.

Step 6: Market your enterprise effectively.
Use all your skills and the skills of your employees to market your enterprise in an effective manner. You can also 
hire a marketing agency if you feel you need help in this area.

Now that you know what is required to run your enterprise effectively, put these steps into play, and see how 
much easier managing your enterprise becomes!

• Get advice on funding options from experienced bankers.

• Be cautious and avoid borrowing more than you need, for longer than you need, at an interest rate that is 
higher than you are comfortable with.

Questions to Ask Yourself Before Considering Entrepreneurship

• Why am I starting a business?

• What problem am I solving?
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• Have others attempted to solve this problem before? Did they succeed or fail?

• Do I have a mentor1 or industry expert that I can call on?

• Who is my ideal customer2?

• Who are my competitors3?

• What makes my business idea different from other business ideas?

• What are the key features of my product or service?

• Have I done a SWOT4 analysis?

• What is the size of the market that will buy my product or service?

• What would it take to build a minimum viable product5 to test the market?

• How much money do I need to get started?

• Will I need to get a loan?

• How soon will my products or services be available?

• When will I break even6 or make a profit?

• How will those who invest in my idea make a profit?

• How should I set up the legal structure7 of my business?

• What taxes8  will I need to pay?

• What kind of insurance9 will I need?

• Have I reached out to potential customers for feedback

24.6.6.1 Tips 
• It is very important to validate your business ideas before you invest significant time, money and resources 

into it.

• The more questions you ask yourself, the more prepared you will be to handle to highs and lows of starting 
an enterprise.

Footnotes:

1. A mentor is a trusted and experienced person who is willing to coach and guide you.

2. A customer is someone who buys goods and/or services.

3. A competitor is a person or company that sells products and/or services similar to your products and/or 
services.

4. SWOT stands for Strengths, Weaknesses, Opportunities and Threats. To conduct a SWOT analysis of your 
company, you need to list down all the strengths and weaknesses of your company, the opportunities that 
are present for your company and the threats faced by your company.

5. A minimum viable product is a product that has the fewest possible features, that can be sold to customers, 
for the purpose of getting feedback from customers on the product.

6. A company is said to break even when the profits of the company are equal to the costs.
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7. The legal structure could be a sole proprietorship, partnership or limited liability partnership.

8. There are two types of taxes – direct taxes payable by a person or a company, or indirect taxes charged on 
goods and/or services.

9. There are two types of insurance – life insurance and general insurance. Life insurance covers human life 
while general insurance covers assets like animals, goods, cars etc.
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