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Abstract - This research report is focused on scheduling issues that cosmetic clinic CosmeSurge’s scheduling issues. 
The research was designed such that the existence of the scheduling issue could be confirmed, the reasons behind the 
issues could be determined, and the relation between the scheduling issues and customer satisfaction could be 
established. A survey was conducted in which the responses of both appointment-holders and walk-in patients of the 
clinic were given questionnaires, the results of which indicated that the scheduling issue is impacting walk-in 
patients more than it is impacting appointment-holders, but both parties do acknowledge the existence of the issue. 
In addition to this, a group interview was conducted in which the company’s call center employees were 
interviewed; this interview showed that the issue was largely due to the current scheduling system not being able to 
accommodate walk-in patients and also due to frequent malfunctions of the system. The results confirmed the 
research hypothesis, based on which recommendations were given. 
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I. INTRODUCTION 
 
To any company, customer satisfaction is a 
primary aim. This is especially important in the 
service industry as customer satisfaction in this 
industry relies highly upon the entire customer 
experience as opposed to just the product. For a 
cosmetic clinic such as CosmeSurge, this means 
that waiting time should be minimized, the 
atmosphere should be attractive, and the doctors’ 
services should be of the highest standard 
possible. However, CosmeSurge seems to be 
facing issues regarding the first factor; their 
waiting times seem to be too high especially for 
walk-in customers. This research was conducted to 
further investigate this issue and see how it is 
impacting customer satisfaction, as well as how 
this issue can be overcome.  
 
II. PRELIMINARY RESEARCH 
 
Company Information 
CosmeSurge is a cosmetic clinic established in 1998 
with its headquarters in Dubai, UAE. It is part of the 
CosmeSurge and Emirates Hospital Group whose 
current CEO is Khaled Sawaf. The clinic offers 
cosmetic surgery as well as aesthetic medicine, and 
prides itself in its value pricing, highly trained and 
specialized staff, and its state-of-the-art facilities that 
include those of Emirates Hospital. Recently, the 
CosmeSurge and Emirates Hospital Group entered a 
joint venture with Elixir Clinic, a UK based firm that 
specializes in providing vitamin and supplement 
injections to promote wellness and delay aging.  
Total registered patients: 321 

Approximate patients per day in Abu Dhabi branch: 
70 
 
Cosmetics Industry in the UAE 
Regarding the cosmetic industry in the UAE, it can be 
said that the UAE has the highest ratio of plastic 
surgeons per capita in the world, with around 50 
plastic surgeons and doctors for a million individuals. 
The reason that the cosmetic industry in the UAE is 
very prominent and reputed is since there is high 
quality control, luxury-centric market, and cost-
effective follow ups, along with the high level of 
medical infrastructure.  It is considered that in the 
UAE, the standards for plastic surgery is very high 
amongst other countries since there are such high 
levels and strict quality and safety standards when 
being compared with other international cosmetic 
surgery hubs. Liposuction is one of the most popular 
surgical procedures in the UAE that accounts for 45% 
of plastic surgery being done in the UAE, then 31% 
for breast surgery, and 10% for body lift surgery. 
Twenty-five percent of the non-invasive surgeries are 
towards the body contouring and cellulite reduction 
treatments as well as botox, and 13% goes towards 
facial rejuvenation and laser treatments.  
 
III. LITERATURE REVIEW 
 
When it comes to cosmetic surgery or the more 
common term plastic surgery, we can understand that 
it has seen an increasing trend from the early 2000’s 
to 2017, and it does not seem to stop its rapid growth 
of people demanding cosmetic enhancement and the 
supply of cosmetic surgeons to support the growing 
demand (Sadick, 2008). Kathy Douglas stated that for 
every clinic or hospital to offer the best quality and 
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safest patient care is to constantly use the best 
technology for their patients. This also includes 
towards scheduling even though it may not seem 
important, it is crucial that they use the proper 
technology to make sure that the clients or potential 
customers would have the proper care when entering 
the facility (Douglas, 2011). Regarding staffing and 
scheduling, technology would be utilized to help 
manage the complexity of delivering quality patient 
care since these technological systems would help 
ensure the ability of assigning the proper resources to 
the proper situations is done in the best way possible 
(Douglas, 2011). She continued reinforcing her 
support in constantly using new staffing and 
scheduling technology by stating that it would 
significantly improve the effectiveness of the 
scheduling activities, increase participation, allow 
evidence based decision making, optimize 
communication between the departments, standardize 
the method of data collection, and to develop staffing 
practices. Douglas mentioned that it is important to 
be realistic and that technology wouldn’t fix 
everything, but to understand what it can fix and what 
it cannot. (Douglas, 2011). Jon Hainstock had another 
way of advocating the use of technology for 
scheduling employees and revealed that technology 
can be used to motivate the employees by giving 
them a streamlined method of working which eases 
their role (Hainstock, 2016). He regarded the use of 
scheduling technologies with making sure that the 
employees were in line and that by using scheduling 
software; it would allow the employees to know when 
their work is starting and whether there is a shift of 
timings as well as sending them shift reminders so 
that they do not forget (Hainstock, 2016).  
 
Scheduling Challenges 
Appointment scheduling systems are used by the 
most important and specialty health care health 
centers to make it possible and easier to be able to 
access to whom provides the service. It’s not only 
used by the health centers hospitals also use it to 
schedule elective surgeries. We have various factors 
that may affect the performance of the appointment 
systems which includes the time the patient arrives 
and if there will be time left to provide him/her with 
the services needed; sometimes for many different 
reasons the patient is not able to be on time for the 
appointment and has to be 5 or 10 mins late and 
sometimes even more, but when the patient arrives 
he/she are still expecting the service, here we might 
have a problem with the timing for the next patient. 
The second factor is patient and provider preferences, 
sometimes there is a difficulty in the availability of 
the patient choice and it depends on the ability of the 
employee to find the best alternative available. Third 
factor is the information technology and the 
experience level of the scheduling staff, we might 
face a problem with the employees themselves for not 
being able to deal and adjust to the updated and 

improved technological systems or new programs, 
and this may cause a problem with assigning 
appointment for patient on a new system.  The 
challenges depend on the country, and the system 
itself, some clinics do not recruit people who have no 
technology backgrounds. 
 
Cosmetic Surgery 
Regarding cosmetic surgery, that cosmetic 
enhancement is continually becoming more and more 
popular with the emergence of new technologies 
supporting its popularity thus resulting in the growing 
demand and supply of cosmetic surgeons. There are 
many reasons as to why people would undergo 
cosmetic surgeries to enhance or fix their physical 
features. Neil Sadik stated that physicians would 
normally be concerned with reducing the side effects 
and ensuring a positive outcome, but naturally they 
would disregard the psychological impact to the 
patient. He went on to say that there are very little 
research and data to support the psychological effects 
from going under the knife such as their confidence, 
relationships with others, and acceptance by their 
peers. Quality of life is the representation and 
measurement of results in these patients. It should be 
mentioned that even though he stated the neglected 
effects of cosmetic surgery, he also mentioned that 
there are positive impact on the patient quality of life 
which is supported by many studies conducted by 
researchers and physicians (Sadick, 2008). 
 
An article published in the Medical Journal of 
Australia by Castle, Philips, & Honigman showed 
that generally, there are multiple studies that support 
the claim that cosmetic surgery results in satisfied 
patients, but not a lot of rigorous evaluation has been 
made to further support it. Extensive surgery such as 
rhinoplasty that involves changing a feature has more 
of a psychological adjustment than those who 
undergo restorative procedures such as botox or face 
lifts (Castle, Philips, & Honigman, 2002). They claim 
that patients who have unrealistic expectations of the 
outcome are more likely to be unhappy with the 
results and those who are never going to be satisfied 
with their cosmetic intervention even if it was 
successful are diagnosed with a body dysmorphic 
disorder, and that is why cosmetic surgeons should 
recognize it beforehand (Castle, Philips, & 
Honigman, 2002). 
 
Customer Satisfaction 
Customer satisfaction is a huge goal of every 
company because it is basically what keeps the 
companies running. It is claimed to be the key to the 
long-term success of a company and can give any 
company an edge over the company’s competition. If 
the customers are satisfied they will keep coming 
back which will build a loyal customer base to help 
the company survive. Therefore, the marketing 
department of any company will focus most on 
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customer satisfaction so that it can have the 
maximum customer retention (Hennig, Thurau & 
Klee, 1997).There are many factors that affect the 
level of customer satisfaction. There has not been a 
known study done specifically in cosmetic industry 
but there is a study that was done for the determinants 
of customer satisfaction in hospitals. The results of 
this research were that the main factors that can affect 
the level of customer satisfaction for patients are the 
employee communication with patients, skills and 
competence of the staff, the customer service, the 
quality of the hospital’s facilities, and the costs of all 
procedures and consultations (Saad Andaleeb, 1998). 
The last factor would not apply in most hospitals in 
the UAE since most services are covered by 
insurance but this is related to the case of 
CosmeSurge since it is a cosmetic clinic and these 
procedures are almost always not covered by health 
insurance. Therefore, it is good for CosmeSurge to 
reduce its costs as much as it can.  
 
Unfortunately, it is very difficult to measure customer 
satisfaction. This is because of many reasons, but 
mainly because it is not something that can be 
measured with numbers because it is a very personal 
and subjective experience. Also, it is rare that 
customers will say that they will satisfied but they 
will easily give negative remarks, so communication 
problems can be a big factor in making it difficult 
(Simpson, n.d.). Some methods of measuring 
customer satisfaction are surveying the customers 
which is the most common, monitoring 
communication between the staff and customers 
(such as phone calls between them), loyalty 
measurement, having feedback cards for customers to 
fill after they have gotten the service, and getting 
customers to compare the company’s products to its 
competitors’ products (Smith, n.d.).  
 
IV. RESEARCH OBJECTIVES 
 
This section will specify the goals that this 
research aims to fulfill and what limitations and 
assumptions will be considered by the researchers. 
Research Question 
 
How can CosmeSurge schedule the highest number 
of patients with the least number of cosmetic 
surgeons while increasing scheduling-related 
customer satisfaction? 
 
Research Assumptions 
 Demand levels stay the same throughout the 

year. 
Research Hypothesis 
H0:    Walk-in patients in CosmeSurge are currently 
not being scheduled affectively, and changing 
CosmeSurge’s scheduling technique will affect 
customer satisfaction.  

V. RESEARCH METHODOLOGY 
 
For the case of CosmeSurge’s scheduling and its 
relation to the company’s customer satisfaction, we 
found it necessary to collect data that will show us 
whether the scheduling issue really exists, why it 
exists, and how it is impacting customer satisfaction. 
The most obvious primary sources of data were either 
the company’s customers or its employees. Since this 
research requires both the input of the employees 
regarding the sources of scheduling issues as well as 
the input of the customers regarding their satisfaction, 
we decided to use both as the primary sources for our 
investigation. 
 
VI. DATA COLLECTION TECHNIQUE 
 
Primary Sources: 
Employees in charge of scheduling were considered 
for information regarding employees’ view on current 
scheduling system in relation to customer 
satisfaction. Customers were considered for testing 
the satisfaction levels.  
The employees are the following: 
1. Roxanna  
 Age: 22  
 Job Position: Call Center Receptionist 
 Has been working at CosmeSurge for: 6 months 
2. Maya  
 Age: 26  
 Job Position: Call Center Receptionist  
 Has been working at CosmeSurge for: 3 years 
3. Aya  
 Age: 25  
 Job Position: Call center Receptionist 
 Has been working at CosmeSurge for: 2 years 
4. Salwa  
 Age: 21  
 Job Position: Call center Receptionist 
 Has been working at CosmeSurge for: 1.5 years 
5. Sherooq 
 Age: 21 
 Job Position: Call center Receptionist 
 Has been working at CosmeSurge for: 9 months 
 
Meanwhile, the population for our survey is 
characterized as any employee that is registered with 
CosmeSurge. As previously mentioned, there are 
currently 321 registered patients in the clinic so we 
are considering this as our population size.  
 
Sample Size Determination 
For the interview, we were not concerned with the 
sample size determination since our population is 
equal to our sample size.  
However, with the surveys we had to determine an 
appropriate sample size. This was done by using 
SurveyMonkey’s online feature, in which we input a 
95% confidence level and a 10% margin of error. As 
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a result, the sample size was given as 75 patients. 
However, since our survey was administered to both 
walk-in patients and appointment-holders and we 
wanted an equal number of both types of patients, we 
used 80 patients as our sample size. This made it easy 
for us to split this sample into 40 walk-in patients and 
40 appointment holders.  
 
VII.  DATA RESULTS AND ANALYSIS 
 
Customer Demographic Questions: 
Gender: 
The first and obvious observation that we can make 
regarding the demographic of the customers that 
come to CosmeSurge is that the number of women is 
much larger than the number of men using 
CosmeSurge’s services. Out of the 80 respondents 
(40 respondents who had prior appointment, and 40 
walk-in respondents), around 75% were women (See 
Table 1 & 2). Another observation that we can make 
based on the results is that the number of women who 
visited CosmeSurge as walks-ins was greater than the 
number of women who had made an appointment. On 
the other hand, men appear to prefer having 
appointments since more of them had made an 
appointment rather than coming in as a walk-in. 

 
Table 1: Appointment: Gender 

 No. % 
Male 12 30% 
Female 28 70% 
Total: 40 100% 

  
Table 2: Walk-in: Gender 

 
 
Frequency of visit: 
 

 
Figure 1: Frequency of Visit 

The frequency of visits of customers to CosmeSurge 
was also different between those that have an 
appointment and those who come as walk-ins. 
Although in both cases the answers varied around the 
moderately answer. When it comes to appointments 
most people replied that they moderately visit 
CosmeSurge while with walk-ins most people said 
that they visit CosmeSurge slightly often. From 
Figure 1, we can see that people who make 
appointments tend to visit CosmeSurge more often. 
 
Long-term vs. short-term visit: 

 
Figure 2: Long-Term vs. Short-Term 

 
When it comes to whether the patients were coming 
for a short-term or long-term period there were also 
logical differences. Most of the walk-ins were 
patients with short-term problems while most of the 
patients with appointments had long-term concerns 
(See Figure 2). This makes sense because if it is a 
short-term problem the patient can come in as a walk-
in and consult with the doctor. The long-term patients 
most likely already visited CosmeSurge many times 
and always make an appointment so that they know 
when their next session with the doctor is. 
 
Scheduling-Related Questions: 
Approximate time that patient waited to see 
doctor: 
 

 
Figure 3: Waiting Time 
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Figure 3 clearly shows us that there is a big advantage 
of making an appointment because the waiting time is 
much shorter than for walk-in patients. Only 2 walk-
ins had to wait less than 2 minutes to see their doctor 
while 9 patients who had an appointment were able to 
see their doctor in less than 2 minutes. When we look 
at patients who had to wait more than 20 minutes we 
also see a vast difference (Table 3 & 4). Only 1 
patient with an appointment said that he had to wait 
such a long time while 14 walk-in patients had to wait 
for more than 20 minutes. However, most of the 
patients who did have an appointment still had to wait 
between 10 and 20 minutes to see their doctor. These 
statistics are not that bad, but an improvement in the 
scheduling system could help CosmeSurge further 
decrease waiting times. 
 

Table 3: Appointment: Waiting Time 

 No. % 
0-2 min 9 23% 
3-10 min 13 33% 
10-20 min 17 43% 
20+ min 1 3% 
Total: 40 100% 

 
Table 4: Walk-in: Waiting Time 

 No. % 
0-2 min 2 5% 
3-10 min 11 28% 
10-20 min 13 33% 
20+ min 14 35% 
Total: 40 100% 

 
“CosmeSurge constantly assures that all patients 
are sent to their doctors in a timely manner.” 
The customers of CosmeSurge are not really agreeing 
with the fact that all patients get to see their doctor in 
a timely manner (See Table 5 & 6). The patients who 
had an appointment had split into two almost equal 
groups, one side agreed with the statement while the 
other side did not. This means that the responses of 
patients with an appointment were not consistent 
because they were mostly contradicting. As for the 
walk-in patients the answers were also distributed 
widely, but in this case the number of patients who 
disagree with the statement prevailed. We can 
conclude that the appointment patients should be 
considered neutral about their thoughts on the 
previously mentioned statement and that a larger part 
of walk-in patients disagree with the statement. 
 

Table 5: Appointment: S1 

 No. % 
Strongly Agree 11 28% 
Agree 7 18% 

Neutral 3 8% 
Disagree 13 33% 
Strongly Disagree 6 15% 
Total: 40 100% 

 
Table 6: Walk-in: S1 

 No. % 
Strongly Agree 6 15% 
Agree 4 10% 
Neutral 7 18% 
Disagree 11 28% 
Strongly Disagree 12 30% 
Total: 40 100% 

 
“There is a recurring scheduling issue in 
CosmeSurge.” 
When asked whether the patients agree with the fact 
that there is a recurring scheduling issue in 
CosmeSurge, both walk-ins and appointment patients 
mostly agreed with the fact (See Table 7 & 8). With 
patients who had an appointment the answers were 
spread out quite evenly but there were more patients 
who believe that there is an issue with scheduling. 
The walk-in patients were again not as satisfied as the 
patients who had made an appointment. From the 
graph, we can clearly see that the walk-in patients 
clearly agree that there is some sort of problem with 
CosmeSurge’s scheduling program. To keep their 
customers happy CosmeSurge will have to make 
improvements to the scheduling program to improve 
the satisfaction of walk-in patients. 
 

Table 7: Appointment: S2 

 No. % 
Strongly Agree 9 23% 
Agree 11 28% 
Neutral 6 15% 
Disagree 8 20% 
Strongly Disagree 6 15% 
Total: 40 100% 

 
Table 8: Walk-in: S2 

 No. % 
Strongly Agree 13 33% 
Agree 12 30% 
Neutral 3 8% 
Disagree 7 18% 
Strongly Disagree 5 13% 
Total: 40 100% 

 
“A changed scheduling system would increase 
your satisfaction with CosmeSurge’s services.” 
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Again, the answers indicate that CosmeSurge needs 
to work on improving their scheduling system (Table 
9 & Table 10). The patients who had an appointment 
believe that changing the scheduling system would 
increase their satisfaction. A total of 16 patients 
responded with agree while the next highest response 
was strongly disagreed which means that there is a 
certain amount of appointment patients who don’t 
agree with the statement. However, 14 walk-in 
patients strongly agree with the statement and the 
next highest response for walk-ins was agree with 11 
responses and this shows that walk-in patients really 
expect CosmeSurge to improve their scheduling 
system. 

Table 9: Appointment: S3 

 No. % 
Strongly Agree 8 20% 
Agree 16 40% 
Neutral 3 8% 
Disagree 4 10% 
Strongly Disagree 9 23% 
Total: 40 100% 

Table 10: Walk-in: S3 

 No. % 
Strongly Agree 14 35% 
Agree 11 28% 
Neutral 8 20% 
Disagree 3 8% 
Strongly Disagree 4 10% 
Total: 40 100% 

 
“I am satisfied with CosmeSurge’s services and 
scheduling.” 
When the patients were asked whether they are 
satisfied with CosmeSurge’s services and scheduling, 
once again the appointment patients had more 
positive answers (See Table 11 & 12). We can clearly 
see that more appointment patients were satisfied, 
although there was also a significant number of 
patients who were not satisfied. When it comes to 
walk-in patients it is quite opposite. They clearly 
mostly disagreed with the statement, but similarly to 
appointment patients there was also quite a few of 
those that said that they are satisfied with 
CosmeSurge’s services and scheduling. 

 
Table 11: Appointment: S4 

 No. % 
Strongly Agree 8 20% 
Agree 14 35% 
Neutral 3 8% 
Disagree 11 28% 

Strongly Disagree 4 10% 
Total: 40 100% 

Table 12: Walk-in: S4 

 No. % 
Strongly Agree 5 13% 
Agree 9 23% 
Neutral 4 10% 
Disagree 13 33% 
Strongly Disagree 9 23% 
Total: 40 100% 

 
“I will continue using CosmeSurge’s services 
regardless of whether or not I faced issues with the 
scheduling.” 
From Table 13 & 14, we can see that the scheduling 
issues do affect the patients and their decision to 
come back to CosmeSurge. Appointment patients 
were not as bothered about the scheduling issues as 
they mostly said that they will continue using 
CosmeSurge’s services. This is probably the case 
because of the shorter waiting times for patients who 
have an appointment. Walk-in patients clearly stated 
that they will not continue visiting CosmeSurge if the 
scheduling issues are not resolved. 24 patients said 
that they are not satisfied while 14 said that they are. 
However out of the 14 who will continue to visit 
CosmeSurge, only 3 had strongly agreed with the 
statement. 

Table 13: Appointment: S5 

 No. % 
Strongly Agree 7 18% 
Agree 15 38% 
Neutral 6 15% 
Disagree 9 23% 
Strongly Disagree 3 8% 
Total: 40 100% 

 
Table 14: Walk-in: S5 

 No. % 
Strongly Agree 3 8% 
Agree 11 28% 
Neutral 2 5% 
Disagree 14 35% 
Strongly Disagree 10 25% 
Total: 40 100% 

 
Employee Interviews 
The data about the employees interviewed is 
previously given in the first part of the paragraph 
about Target Population and the following are their 
answers to the questions we asked them. 
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RECOMMENDATIONS 
 
CosmeSurge clearly has many problems with their 
scheduling system which cause long waiting times 
and in turn the customers are not satisfied. One of our 
recommendations to CosmeSurge would be to invest 
more money into a scheduling system that can deal 
with appointments as well as walk-ins because the 
current system can only be used to register 
appointments. This causes problems when walk-in 
patients come, these patients cannot be put into the 
system, so the employees have to manually look for a 
time where a doctor can see the patient. This can also 
cause problems because another employee who is 
unaware of the walk-in patient could make an 
appointment for another patient at that time with the 
same doctor. This would result with two patients 

coming to the same doctor at the same time. To solve 
this issue, CosmeSurge needs a new scheduling 
system which allows them to make normal 
appointments and also allows them to easily register 
walk-in appointments into the system to avoid any 
overlaps and confusions. 
Many of the employees have also stated that the 
scheduling system has been known to malfunction 
when put under a lot of pressure. If CosmeSurge 
wants to meet their customers’ expectations, they 
must have a reliable scheduling system. Despite this, 
people cannot solely depend on technology as it can 
always go wrong. Even if they get an extremely 
reliable scheduling system, CosmeSurge’s scheduling 
employees should also have a backup. This backup 
system does not have to work as well as the primary 
one, but is must be good enough to help employees 

1 2 3 4 5
Question 1: How 

many times within 
a month have you 

experienced 
conflict between 

scheduling of 
appointments and 
walk-in patients?

Many times, 5-6 
times during a 

month.

It has been occuring more 
and more during these past 
few months, maybe 6 
times .

Frequently, it happens 
more during the afternoon 

since many customers 
would rather have 

consultations at later 
during the day.

A lot of times, walk-ins 
come more during the 
afternoon during the times 
where registered 
customers have their 
surgeries and 
appointments.

Walk-ins come during 
the afternoon after they 
leave work and it is 
usually the same times 
that customers have 
their appointments. 

Question 2: How 
do you think a 

changed scheduling 
method would 
affect customer 

satisfaction?

It would improve 
the customer 

satisfaction if we 
changed the 

scheuling method.

It would keep the 
registered customers 

happy as well as being able 
to cater to walk-in patients.

If there was a new and 
improved scheduling 

system that could help 
determine how to 

schedule between walk-in 
and registered customers 
then it would increase the 

customer satisfaction.

I think if there was a 
scheduling method that 
could automatically take 
into account the walk-ins 

along with the 
registerered customers it 

would keep everyone 
satisfied with the service.

The scheduling method 
affects the customer 

satisfaction in a big way 
so if there was a better 

scheduling method then 
it would ensure that the 

customers would 
continue using our 

services.

Question 3: Has 
the scheduling 

system ever 
malfunctioned?

Yes, a lot of times.
There has been more than 

one occasion that it 
malfunctioned.

Yes it has. Yes.

It has been 
malfunctioning during 
the times where there 
were a lot of customers 

and walk-ins.

Question 4: What 
has been done to 

fix the issue?

We would usually 
contact the IT 

department as 
soon as it 
happens. 

We apologize to the 
customers for the delay of 

service and we try to 
restart if there was every a 
malfunction of the system 
as it sometimes runs slow 

and is unresponsive.

There isn't much that we 
could do on our side to fix 
the issue other than try to 

manually find a way to 
schedule the patients and 

walk-ins.

We either restart the 
system or we manually 

write down and figure out 
a way to schedule the 

patient with the doctor 
based on who came first.

Either we restart the 
system and kindly ask 

the patients to wait a bit 
longer while we try to 
find a way to get them 
to the doctor and their 
appointment as fast as 

possible. 

Question 5: Do you 
suppose that the 
scheduling issues 

are due to the 
scheduling 

technique being 
flawed or due to a 
shortage of plastic 

surgeons?

The scheduling 
technique being 

flawed.

It is more on the 
scheduling system that is 
being used than having a 

shortage of plastic 
surgeons.

Most definitely the 
scheduling technique is 

flawed that is causing our 
scheduling issues.

I would say it is more on 
the scheduling technique 

We don’t have 
scheduling issues due to 

the shortage of plastic 
surgeons so I suppose it 

is due to the flawed 
scheduling technique.
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successfully deal with appointments without the 
primary system. As a result of this even when the 
scheduling system does become faulty, the employees 
will have an alternative which will allow them to do 
their job. 
 
Another recommendation we would make to 
CosmeSurge is for them to invest into a system which 
can monitor the demand for doctors throughout the 
day. This system needs to keep and analyze data 
about what is happing during the day. For example, 
keeping track what kind of patients come at different 
times of the day and what doctor these patients need. 
If the analyzes this data and knows which and when 
doctors have appointments, it will be able to suggest 
at what time to make an appointment for each patient. 
This way the system will make sure that there is a 
variety of doctors available all the time so that when a 
walk-in patent comes, no matter which doctor they 
need; there will be a doctor of that profession 
available. If CosmeSurge does get a scheduling 
system which can do this, they will have found a way 
to easily decrease waiting times for walk-in patents 
and make better use of their doctors. 
 
One simple solution which could help CosmoSurge to 
solve their problem of interlaping appointment and 
walk-in patients would be to make a cut off for 
appointments 24 hours. This means that an 
appointment cannot be made for the next 24 hours. 
This would help solve the problem by allowing the 
employees to know exactly how many appointments 
they will have in a day and not worry about any new 
appointments being made that day. The only thing 
they will have to take care for that day are walk-in 
patients. 
 
Another thing that could help CosmeSurge improve 
their scheduling system is to have a simple 
questionnaire for their customers to tell them about 
their experiences. If most of the customers answered 
the survey, CosmeSurge could find out things they 
didn’t even know their customers experience while 
making and appointment and waiting to see their 
doctor. When they find out new things about 
themselves it could also help them come up with 
solutions to further improve their scheduling system 
and services. 
 
CONCLUSION 
 
The results of the research show that the hypothesis 
that was proposed was confirmed. CosmeSurge does 
indeed have a scheduling issue especially when it 
comes to walk-in patients. The survey and group 
interview were used as primary data to support this 
outcome. This research could be extremely beneficial 
to CosmeSurge, as well as other companies in the 

medical industry that are facing issues with 
scheduling-related satisfaction. The proposed 
recommendations are specific to CosmeSurge’s case, 
but can be adapted to other organizations similarly. 
All in all, the research developed a relationship 
between scheduling and customer satisfaction in 
CosmeSurge and could be used to improve the 
clinic’s issues so that both the employees and the 
customers would be able to go through the scheduling 
process with much more ease.  
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