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Project Background 
 
CGH has a well-deserved reputation for quality customer service. 
However, faced with changes in patient expectation, demand of a 
robust business continuity plan and stringent personal data 
protection requirement, CGH faces the possibility of risk 
management compliance failure due to ever increasing risk and 
security exposure. 
We have managed solutions to help CGH stay ahead of patient 
satisfaction & safety by focusing on document security management 
and automation of document savings . The project aims to increase 
staff productivity by spending lesser time on manual processes and 
to reduce usage of Business Office (BO) Folders.  
  
Problem analysis 
Documents are lost in transit, misfiled or misplaced  
Staff are very reliant on hard copies.  
The job requires staff to ensure completion of patient 

documentation (e.g. Identification documents, Medisave Forms, 
Care Cost Forms etc.)  
Complacent with old habits and reluctant to change processes. 
Frequent printer breakdown 
  
Aim of the Project 
Increase patient contact time  Better Patient Experience 
Prevent loss of documents with the use of Microsoft tools to 

ensure accuracy and completeness are not compromise 
Use systems to improve workflow (E.g. Scanning patient’s 

documents into OnBase which also helps to enhance patient data 
protection) 
Minimize the need for storage 
 

Measures (Results , Outcomes and Figures) 
 
 

 

 

 

 

  

 

 

 

There had been a 100% success rate since the project started in 
September 2017, staff were trained to be less reliant on hard copies 
and have made use of systems to get information they require for 
patient’s admission.  
There were also no missing document cases since the roll out as 

the checklist ensures accuracy and completeness. 
 

 

 

 

Staff Verbatim 

 

 

 

 

Changes (Methods)  
 

 

 
 
 
 
 
 
 
 
 
 
 
 

Conclusion 
The initial stage was challenging, staff were very used to checking 
hardcopies as it gives them assurance in accuracy and they were not 
use to toggling between systems as some may not be IT savvy. The 
teething period actually took a slightly longer time as they tried to 
get used to the new changes.  
 
Over the past 6 months, after they got familiar with the changes, 
they started seeing the benefits it has brought them. They are more 
productive in their work & happier. 
The success of this reduction in BO folders translates to time-saving 
for PSA which allows more interaction time with patients, lesser 
storage space and cost cutting as we start ordering much lesser BO 
folders.   
 
Sustainability & Scalability 
 
The project was first piloted at Day Surgery,  and it was scaled to 
Endoscopy and Ambulatory Surgery after a month worth of positive 
feedback from staff at Day Surgery ensuring in more savings.  We 
hope to continue sustaining this project with other areas in the 
hospital. 
 


