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Abstract 

 
This research aims to design a procedures manual that contributes to strengthening collection management at the University Comprehensive Health Center 

(CUI) of the University of Ixtlahuaca, through the analysis, documentation, and validation of activities related to this administrative process. Procedures 
manuals serve as management tools that enable the standardization of operations, the definition of responsibilities, and the strengthening of internal control 

mechanisms, thereby fostering institutional efficiency and organization (Dumas et al., 2018; COSO, 2017). The study seeks to identify existing deficiencies 

in the collection process and establish guidelines to optimize the recording, monitoring, and control of financial operations. Documenting and standardizing 
processes helps minimize operational variations, reduce errors, and improve inter-departmental coordination by establishing clear criteria for task execution 

(Harmon, 2019). Furthermore, the proposal includes the validation of activities through supervision and control mechanisms to ensure the reliability of the 

established procedures. In healthcare institutions, effective administrative and financial management is essential for ensuring resource availability and 
maintaining the continuity of services provided to users (World Health Organization [WHO], 2021). Additionally, process documentation preserves 

institutional knowledge, facilitates staff training, and promotes continuous improvement through standardized procedures. From an organizational 

management perspective, systematizing knowledge strengthens institutional operational capacity, optimizes internal processes, and enhances performance 
through the proper management and control of organizational activities (Harmon, 2019). In conclusion, developing a procedures manual for collection 

management will strengthen internal control, optimize administrative processes, and improve the operational efficiency of the University Comprehensive 

Health Center, thereby contributing to the achievement of institutional objectives and enhancing the quality of service provided to users. 
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Resumen 
 

Esta investigación tiene como objetivo diseñar un manual de procedimientos que contribuya a fortalecer la gestión de cobros en el Centro Universitario 

Integral de Salud (CUI) de la Universidad de Ixtlahuaca, mediante el análisis, la documentación y la validación de las actividades relacionadas con este 

proceso administrativo. Los manuales de procedimientos sirven como herramientas de gestión que permiten la estandarización de las operaciones, la 
definición de responsabilidades y el fortalecimiento de los mecanismos de control interno, fomentando así la eficiencia y la organización institucional (Dumas 

et al., 2018; COSO, 2017). El estudio busca identificar las deficiencias existentes en el proceso de recaudación y establecer pautas para optimizar el registro, 

el seguimiento y el control de las operaciones financieras. Documentar y estandarizar los procesos ayuda a minimizar las variaciones operativas, reducir los 
errores y mejorar la coordinación interdepartamental al establecer criterios claros para la ejecución de las tareas (Harmon, 2019). Además, la propuesta 

incluye la validación de las actividades mediante mecanismos de supervisión y control para garantizar la confiabilidad de los procedimientos establecidos. 

En las instituciones de salud, una gestión administrativa y financiera eficaz es esencial para garantizar la disponibilidad de recursos y mantener la continuidad 
de los servicios prestados a los usuarios (World Health Organization [WHO], 2021). Asimismo, la documentación de los procesos preserva el conocimiento 

institucional, facilita la capacitación del personal y promueve la mejora continua a través de procedimientos estandarizados. Desde una perspectiva de gestión 

organizacional, la sistematización del conocimiento fortalece la capacidad operativa institucional, optimiza los procesos internos y mejora el desempeño 
mediante la gestión y el control adecuados de las actividades organizacionales (Harmon, 2019). En conclusión, el desarrollo de un manual de procedimientos 

para la gestión de cobros fortalecerá el control interno, optimizará los procesos administrativos y mejorará la eficiencia operativa del Centro Universitario 

de Salud Integral, contribuyendo así al logro de los objetivos institucionales y mejorando la calidad del servicio prestado a los usuarios. 
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Introduction 

Efficient collection management in healthcare institutions is a fundamental element for ensuring financial 

sustainability, resource availability, and the continuity of services provided to users. Proper 

administration of financial and operational processes strengthens institutional capacity, improves 

decision-making, and enhances the quality of healthcare services (World Health Organization [WHO], 

2021). In this context, procedure manuals serve as strategic tools for organizational management; they 

enable the documentation of activities, the definition of responsibilities, the standardization of processes, 

and the strengthening of internal control mechanisms, thereby fostering more efficient and transparent 

administration (Committee of Sponsoring Organizations of the Treadway Commission [COSO], 2017; 

Dumas et al., 2018). 
 

The University Comprehensive Health Center (CUI) at the University of Ixtlahuaca faces 

challenges regarding the efficiency of its collection management, stemming from a lack of formally 

established procedures, information fragmentation, and reliance on the individual knowledge of the staff 

in charge. This situation can lead to inconsistencies in task execution, difficulties in tracking operations, 

and administrative risks associated with errors or omissions in records. According to process 

management principles, documenting and standardizing activities helps reduce inconsistencies, improve 

inter-departmental coordination, and boost organizational operational efficiency (Harmon, 2019). 

 

Therefore, this research proposes the development of a procedures manual to strengthen 

collections management through a detailed analysis of existing activities, their systematic documentation, 

and the validation of processes. This proposal aims not only to identify and correct potential inefficiencies 

but also to establish an administrative tool that facilitates staff training, preserves institutional knowledge, 

and promotes organizational practices geared toward continuous improvement through process 

standardization and efficient management (Harmon, 2019). 
 

Thus, the procedures manual is expected to serve as a management instrument and operational 

guide for personnel involved in the collections process, contributing to more organized, transparent, and 

efficient administration. Furthermore, its implementation can help strengthen internal controls and 

support strategic decision-making within the University Comprehensive Health Center, benefiting both 

the institution and the users who receive its services. 

 

General overview of the topic and an explanation of its importance 

 

This research proposes a procedures manual to optimize collections management, based on the analysis, 

documentation, and validation of activities. This proposal is significant because it enables the 

standardization of processes, improves administrative efficiency, ensures accurate collection for services, 

and reduces operational errors, thereby contributing to institutional strengthening. 

 

What is its added value compared to other techniques? 

 

Unlike traditional collection management methods—such as those based solely on work experience—

the approach outlined in the manual integrates the analysis, documentation, and validation of activities. 

This ensures efficiency, control, and readiness for technological innovation, offering a scientific and 

practical approach that goes beyond mere administrative execution. 

 

A clear breakdown of its key features: 

 

Activity analysis: A detailed, step-by-step examination of the collection process, identifying 

specific activities, errors, and opportunities for improvement. 

 

Documentation: Formal, standardized recording of every procedure. 

 

Process validation: Verification that each procedure effectively achieves its objective. 

 

Standardization: Establishment of uniform standards and criteria for executing processes. 

Training and continuous improvement tool: Serves as a training guide for staff and allows for procedures 

to be updated as needed. 

https://www.who.int/publications/i/item/9789240032705
https://www.who.int/publications/i/item/9789240032705
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Clearly explain the problem to be addressed and the central hypothesis. 

 

Problem to be addressed 

 

Collection processes rely on individual staff knowledge or verbal procedures, leading to errors, 

omissions, and delays. Furthermore, the lack of a formal record to track and audit each collection hinders 

supervision and internal control; without documented procedures, new staff depend on verbal instruction, 

which limits the consistency and effectiveness of the processes. 

 

Hypothesis 

 

If a procedures manual is developed based on the analysis, documentation, and validation of collection 

activities, then collection management will be strengthened, increasing administrative efficiency, process 

traceability, and operational standardization, thereby facilitating staff training. 

 

Box 1 

 

Table 1 

Charges for services 

 
N° Stage (s)  Position(s) held Description of the Activity Documentar 

and Evidence 

1 Claim for 

payment 

Head of 

Pharmacy 

The customer goes to the checkout area and states which 

payment they wish to make, if it relates to payments for 

the various services provided by the University 

Comprehensive Health Centre. 

 

2 Addition to the 

client’s file 

Head of 

Pharmacy 

The pharmacy manager enters the customer’s file into the 

billing system. 

If there is no customer file, one is created. 

Record in the 

computerised 

collection 

system 

3 Register the 

service in the 

file 

Head of 

Pharmacy 

The pharmacy manager checks the service requested and 

adds the item to the customer’s file. 

Record in the 

computerised 

collection 

system 

4  

Payment 

received 

Head of 

Pharmacy 

The pharmacy manager asks the customer for their bank 

card or cash in order to process the payment. 

 

5 Payment review Head of 

Pharmacy 

The pharmacy manager checks that the amount is correct; 

if there is a shortfall, the customer is informed to ask 

whether they can make up the difference, and if not, the 

payment is not processed. 

In the case of card payments (the cardholder must be 

present and show official identification), the transaction 

is processed via the POS terminal and, if the card is 

declined, the payment is not processed either. 

 

6 Carge Head of 

Pharmacy 

Please be responsible for the Pharmacy registering the 

information to carry out the respective collection.  

Entry into the 

computerised 

collection 

system 

7 Issuing a receipt Head of 

Pharmacy 

The answer to the pharmacy's question is whether a CFDI 

is necessary; In this case, request the CIF of the person 

who will be issued at the invoice, to the CURP of the 

client and the e-mail address to send the confirmation, 

enter the data into the system and send the invoice. 

The box prints or proof in duplicate. 

CIF and CURP; 

Payment 

receipt or CFDI 

 

8 Stamp and file 

receipts 

Head of 

Pharmacy 

The head of the Pharmacy stamps the payment receipt. Proof of 

payment 

9 Submit receipts Head of 

Pharmacy 

The cashier hands the payment receipt to the customer.  

 
Source: Procedures Manual 
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Box 2 

 

 
 

Figure 1 

Source: Procedures Manual 
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Box 3 

 

 
 

Figure 2 

Charges for services 
Source: Procedures Manual 
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Box 4 

 

Table 2 

Cancellation of a charge 
 
N° Stage (s) Position(s) held Description of the Activity Documentar and 

Evidence 

1 Cancellation request Head of Pharmacy In the event of an incorrect charge, the cashier must 

approach the Head of Revenue or, in his or her absence, the 

Deputy Head of Revenue, to request the relevant 

cancellation. 

Physical and digital 

payment receipts 

2 Check whether the 

cancellation is 

appropriate 

Head or Deputy 

Head of Revenue 

The Head or Deputy Head of Revenue reviews the 

information and determines whether the charge should be 

cancelled. 

Physical and digital 

payment receipts 

3 Payment 

cancellation 

Head or Deputy 

Head of Revenue 

The Head or Deputy Head of Revenue cancels the 

collection; the date of the cancellation is recorded and the 

document is signed, both in the computerised collection 

system (where the reason for the cancellation is noted) and 

on the physical document. 

Record in the 

computerised 

collection system 

Physical receipt 

 

Source: Procedures Manual 

 

Box 5 

 

 
 

Figure 3 

Cancellation of a charge  
Source: Procedures Manual 
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Box 6 

 

Table 3 

Preparation of daily closing entries 
 

N° Stage (s)  Position(s) held Description of the Activity Documentar 

and Evidence 

1 Printing a 

user 

revenue 

report 

Head of 

Pharmacy 

The head of the Pharmacy prints out the Cashier’s Daily 

Takings Report for the relevant day. 

Revenue Report 

by User 

2 Adjustment 

of securities 

Head of 

Pharmacy 

The Head of Pharmacy organises the funds collected 

(deposit slips, electronic transfer receipts, POS receipts and 

cash), and must sort them by type and by date. The order 

by type is as specified in the closing form; as regards the 

date, the funds must be sorted from the most recent to the 

oldest for each type of payment. 

Values 

3 Daily 

closing 

statement 

Head of 

Pharmacy 

The Pharmacy Manager enters, in the appropriate format, 

the total amount collected that day (as shown in the User 

Revenue Report), the total number of documents by type, 

and the amount of each one. 

Daily close 

4 Closing 

review 

Head of 

Pharmacy 

The Pharmacy Manager checks that the figures balance 

(total amount collected as per the report = sum of 

individual amounts). If the figures do not balance, the data 

entry is reviewed; if inconsistencies are found during this 

review, the necessary corrections are made. 

If the cause of the discrepancies cannot be identified, all 

payment receipts are checked against the amounts; if errors 

are found, corrections are made. 

Daily close 

5 Entrega-

recepción 

del cierre 

Head of 

Pharmacy 

Head or Deputy 

Head of Revenue 

Administrative 

Secretary 

The Pharmacy Manager prints out the closing statement 

and hands it to the Head or Deputy Head of Receipts. The 

Head or Deputy Head of Receipts carries out a count of the 

cash in the presence of the Pharmacy Manager and, in the 

event of any shortfalls or surpluses, informs the Pharmacy 

Manager so that corrections can be made. 4a. Where there 

are no discrepancies, the Head or Deputy Head of Revenue 

signs the closing statement to acknowledge receipt, 

handing the copy to the Head of Pharmacy and retaining 

the original together with the cash. 4b. Where there are 

discrepancies, the Head or Deputy Head of Revenue shall 

review all available information to identify any anomalies; 

if any are found, they shall inform the Pharmacy Manager 

so that the necessary corrections can be made. Once these 

have been carried out, the Pharmacy Manager shall 

resubmit their closing statement and step 4a shall be 

repeated. 4c. Where the source of discrepancies to the 

detriment of the UICUI cannot be identified, the Head of 

Pharmacy shall sign a voucher for the amount; this shall be 

paid as determined by the Head of Receipts (for amounts 

less than or equal to $2,000.00), or in the case of amounts 

deemed significant (greater than $2,000.00), subject to 

authorisation by the Administrative Secretary, and step 

4a.4d shall be carried out. Where the cause of discrepancies 

in favour of UICUI cannot be identified, notes shall be 

made in the daily closing statement and in the overall 

report, and step 4a shall be carried out. 

Daily close 

 

Source: Procedures Manual 
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Box 7 

 

 
 

Figure 4 

Preparation of daily closing entries 
Source: Procedures Manual 
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Box 8 

 

 
 

Figure 5 

Cont. Preparation of daily closing entries 
Source: Procedures Manual 

 

 

 

 

 

 

 

 

 



96 

 

 

Box 9 

 

Table 4 

Processing of transfers in person 

 
N° Stage (s) Position(s) 

held 
Description of the Activity Documentar 

and Evidence 

1 Notice regarding 

deposits 

Head of 

Pharmacy 

The customer goes to the cashiers’ area to request the electronic 

transfer service, presenting a printed screenshot. 

Proof of 

electronic 

transfer or 

deposit 

2 Tracking Head of 

Pharmacy 

Payments 

Control 

Supervisor 

Head of 

Revenue 

Chief 

Accountant 

The Head of Pharmacy asks the Head of Revenue to check the 

account statement to verify that the reported deposits have been 

credited. 

If the Head of Revenue sees the deposit, they authorise its allocation; 

however, if they do not have the account statement, they ask the 

Payments Control Supervisor to go to the Accounts Department to 

check it (the Chief Accountant provides the account statement for 

review); or, if the account statement has not yet arrived or is not 

available, the customer is informed, via the cashier, when they can 

come by to collect the response. 

The identified deposits will be reconciled against those received at 

the cash desks and recorded in the cash report. 

Proof of payment 

Bank statement 

Securities report 

3 Authorisation for 

use 

Head of 

Revenue or 

Payments 

Control 

Supervisor 

The Head of Revenue or the Payments Control Supervisor authorises 

the crediting of the deposit. 

Proof of payment 

Bank statement 

Securities report 

4 Implementing 

Resolution 

Head of 

Pharmacy 

The pharmacy manager informs the customer whether a deposit is 

required. 

Valid proof of 

payment 

 

Source: Procedures Manual 

 

Box 10 

 

 
 

Figure 6 

Processing of transfers in person  
Source: Procedures Manual 
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Box 11 

 

 
 

 

Figure 7 

Cont. Processing of transfers in person 
Source: Procedures Manual 

 

Box 12 

 

Table 5  

Making transfers via WhatsApp 

 
N° Stage (s) Position(s) 

held 
Description of the Activity Documentar and 

Evidence 

1 Notice 

regarding 

deposits 

Client The customer requests that electronic transfers be 

processed by sending proof of the transfer and the 

patient’s details to the customer service telephone 

number. 

Electronic transfer 

receipt 

2 Comparison 

 

Head of 

Pharmacy  

Head of 

Revenue 

The Head of Pharmacy requests authorisation from the 

Head of Revenue and checks the account statement to 

verify that the reported deposits have been credited. 

If the Head of Revenue sees the deposit, they check that 

it has not already been credited. 

If the deposit is not yet confirmed or has already been 

credited, the cashier is notified to inform the customer 

that they must clarify the matter with the bank, as the 

deposit is not yet confirmed, or that it has already been 

credited and a duplicate credit is not permitted. 

Proof of payment 

Bank statement 

Securities report 

3 Authorisation 

for use 

Head of 

Revenue 

The Head of Revenue authorises the application of the 

deposit. 

Proof of payment 

Bank statement 

Securities report 

4 Cobro Head of 

Pharmacy  

The cashier informs the patient and collects the payment. Valid proof of 

payment 

5 Sending a 

receipt 

Head of 

Pharmacy  

The cashier hands the patient the payment receipt. Email 

 

Source: Procedures Manual 
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Box 13 

 

 
 

Figure 8 

Making transfers via WhatsApp  
Source: Procedures Manual 
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Box 12 

 

Table 6 

Allocation of variable funds to cashiers 

 

N° Stage (s)  Position(s) held Description of the Activity 
Documentar and 

Evidence 

1 

Determining the 

amount of the 

fund 

Head or Deputy 

Head of 

Revenue 

The Head of Revenue or Deputy Head of Revenue 

determines how much change the cashier will need 

during the day. 

 

2 Fundraising 

Head or Deputy 

Head of 

Revenue 

The Head of Revenue or Deputy Head of Revenue 

shall collect the necessary change for each cashier in 

a separate bag. 

 

3 
Handover of the 

funds 

Head or Deputy 

Head of 

Revenue 

Head of 

Pharmacy  

The Head or Deputy Head of Revenue shall hand 

over the agreed sum to the cashier, who shall count 

it to confirm the amount. 

The Head or Deputy Head of Revenue shall note 

down the amount handed over to the cashier on a 

piece of recycled paper, and the cashier shall sign to 

acknowledge receipt.  

Paper showing a 

record of amounts 

paid 

4 
Receipt of the 

funds 

Head or Deputy 

Head of 

Revenue 

Head of 

Pharmacy  

In the afternoon, the cashier hands over the refund 

from the fund received that morning to the Head or 

Deputy Head of Revenue. 

The Head or Deputy Head of Revenue enters the 

amount in the daily ledger. 

The Head or Deputy Head of Revenue arranges for 

the variable fund ledger to be recycled once they 

have received the cashier’s closing statement. 

 

 

Source: Procedures Manual 
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Box 9 

 

 
 

Figure 9 

Allocation of variable funds to cashiers 
Source: Procedures Manual 

 

Methodology 

 

This research employed a qualitative approach with a descriptive and proposal-oriented scope, aimed at 

analyzing the administrative process of payment collection management at the University 

Comprehensive Health Center (CUI) of the University of Ixtlahuaca.  
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This approach facilitated an understanding of the activities involved, the identification of areas 

for improvement, and the development of an improvement proposal through the design of a procedures 

manual, acknowledging that qualitative research allows for the analysis of organizational phenomena 

within their specific contexts (Flick, 2022; Creswell & Creswell, 2023). 

   

The study was conducted in three phases: diagnosis of the current process, design of the proposal, 

and qualitative validation of the manual. Data collection involved direct observation, document analysis, 

and the participation of relevant staff, enabling the identification of operational practices, standardization 

needs, and opportunities for improvement. Subsequently, the activities were analyzed and documented, 

establishing responsible parties, operational sequences, and control mechanisms—elements fundamental 

to the efficient management of organizational processes (Dumas et al., 2018). 

 

To strengthen the reliability of the results, a qualitative validation process using methodological 

triangulation was applied, integrating observation, document review, and assessments by the staff 

involved. This strategy allowed for the cross-referencing of information from different perspectives and 

reinforced the consistency of the findings (Flick, 2022). Additionally, a pilot test of the manual was 

conducted to evaluate its clarity, functionality, and applicability within the institutional context; this test 

involved staff associated with the collection management process, assessing criteria such as activity 

clarity, responsibility assignment, ease of understanding, and operational feasibility. The results obtained 

enabled adjustments to the manual's structure and content prior to finalizing the document. 

 

Ultimately, the methodology facilitated the development of a procedures manual grounded in 

qualitative evidence, aimed at strengthening internal controls, standardizing activities, and improving the 

administrative management of the collection process within a university health institution. 

 

Results 

 

Detailed process documentation will optimize service times and payment tracking, reducing delays and 

the duplication of tasks. 

 

Validating activities and assigning specific responsibilities will help minimize errors in record-

keeping, billing, and payment control. 

 

Clear administrative processes will enable faster, more organized, and transparent service for 

patients at the University Comprehensive Health Center. 

 

The manual will serve as a support tool for training current and new staff, fostering operational 

continuity and the proper execution of duties. 

 

Implementing the manual will facilitate the periodic evaluation of procedures, allowing for the 

identification of areas for improvement and the promotion of continuous improvement initiatives within 

the University Comprehensive Health Center. 

 

Conclusions 

 

1. Results Achieved 

 

− Developing the manual proposal made it possible to identify, document, and standardize the 

activities involved in payment collection management at the University Comprehensive Health 

Center. 

− Clear procedures were established to facilitate staff understanding and task execution, thereby 

reducing errors and omissions in the collection process. 

− The analysis and validation of activities revealed areas where delays occurred, allowing for the 

definition of specific guidelines to rectify them. 

− Implementing a structured, documented system provides a solid foundation for training new staff 

and enhances operational continuity. 

 

 

https://uk.sagepub.com/en-gb/chi/an-introduction-to-qualitative-research/book278983
https://edge.sagepub.com/creswellrd6e
https://link.springer.com/book/10.1007/978-3-662-56509-4
https://uk.sagepub.com/en-gb/chi/an-introduction-to-qualitative-research/book278983
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2. Opportunities for Improvement 

 

− It is recommended to establish continuous monitoring mechanisms to evaluate the manual's 

effectiveness and update it periodically in response to regulatory changes. 

− Encouraging ongoing feedback from the staff using the manual will allow for practical 

adjustments to procedures, ensuring greater efficiency. 
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