
There is a clear delineation of 
roles between the PNs and 
MSWs to facilitate right siting 
of care arrangement referrals. 

MSWs attend to patients who 
are identified to have 
complex social issues and 
psychoemotional concerns. 

PNs manage patients who 
require assistance with 
placement referrals as well as 
psychoeducation on their 
medical conditions. 

Streamlining Care Arrangement Referrals Through 
Delineation of Roles Between Medical Social 
Workers (MSW) and Patient Navigators (PN)

Duplicative care arrangement referrals were made by the wards due to a lack of clear delineation of
roles between the PNs and MSWs. In addition, it resulted in a fragmented patient experience as
patients expressed frustration and confusion over speaking to multiple parties regarding their care
plans.
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From July 2017 to February 2018, the department
managed to achieve manpower savings of 0.66 FTE
through the reduction of duplicative care
arrangement referrals.

The time savings achieved through the project has
allowed the MSWs to embark on other value-added
work, such as provision of psychoemotional
counselling, research and education projects.

Before
Implementation

After  
Implementation

1
Care Arrangement 
Referrals per month

57 cases 23 cases

2
Total Time Taken
(1 case – approx. 3
Hrs)

57 cases x 3 Hrs
= 171 Hrs

23 cases x 3 Hrs
= 69 Hrs

3 Time Savings -
171 Hrs – 69 Hrs

= 102 Hrs

4 FTE Savings -
102 Hrs / 155.4 Hrs

= 0.656 FTE*

The success of the project is largely contributed to the 
following:

1. Shared vision of providing quality care and 
seamless experience to our patients

2. A collaborative relationship among Medical Social 
Services (MSS), Nursing, Medical and AHP Teams. 

For patients to have a single
point-of-contact for arrangement
of post-discharge care.

Achieve time savings through the
reduction of duplicative care
arrangement referrals.

To establish clear delineation of
roles between PNs and MSWs to
ensure right siting of care
arrangement referrals.

Next of Kin : 
“ I am confused. Should I 
speak to MSW or Patient 
Navigator (PN) about the 
patient ‘s care plan?”

MSW : 
“I am doing duplicative work. 
The patient has already been 
referred to the PN and does 
not need to see MSW.”

PN :
“ I have already 

seen this patient! 
Why is he  referred 

to MSW?”

Roadshows were held to present the 
streamlined workflow and to obtain 

buy-in from the various stakeholders.

Man Hours Saved 
Per Annum

Patient 
admitted to 

general ward

PN screens the following 
patients from: 
1)MOH Daily  Admission  & 
Readmission list 

2)Referrals  by the medical 
/nursing/allied health team

PN develops discharge plan 
for the following cases:
 Poorly controlled chronic 

disease
 Non-compliance to 

treatment plan 
 Caregiver issues
 Potential discharge issues
 Placement arrangement

MSW attends 
to referral

PN assists with 
the  referral to 
step down care 
facilities

PN refers the patient to MSW 
for  the following issues:

• Subsistence
• Outpatient bills  and 

equipment cost
• Psychoemotional issues 

(Suicide, domestic violence, 
sexual assault, substance 
abuse, mental health  etc )

• Social Challenges (Family 
conflicts, housing )

• Nursing Home Applications

PN Conduct 
assessment

Meetings with Patient Navigators to 
streamline workflow 

1224

https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiZ-b_9nozbAhXBl5QKHeFYDkAQjRx6BAgBEAU&url=https://www.dreamstime.com/royalty-free-stock-images-bullets-tick-marks-image7912999&psig=AOvVaw3-o-KVAFi6iacwh-fwdZMe&ust=1526629157489099
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiu-Oq636zbAhVJI5QKHXMcBTAQjRx6BAgBEAU&url=https://www.dreamstime.com/stock-illustration-nurse-posing-three-different-color-scrubs-uniform-attractive-friendly-brunette-white-background-image63018650&psig=AOvVaw2X7SE-lUTyGEaDMPwb6Csp&ust=1527745989931274
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiu-Oq636zbAhVJI5QKHXMcBTAQjRx6BAgBEAU&url=https://www.dreamstime.com/stock-illustration-nurse-posing-three-different-color-scrubs-uniform-attractive-friendly-brunette-white-background-image63018650&psig=AOvVaw2X7SE-lUTyGEaDMPwb6Csp&ust=1527745989931274
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwizgsKXzbvbAhUHfLwKHZTXCuMQjRx6BAgBEAU&url=https://www.freepik.com/free-vector/numbers-and-symbols-of-colors_958039.htm&psig=AOvVaw1b4SD8uQdLZuBnTc9_wJ61&ust=1528256471356858
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwizgsKXzbvbAhUHfLwKHZTXCuMQjRx6BAgBEAU&url=https://www.freepik.com/free-vector/numbers-and-symbols-of-colors_958039.htm&psig=AOvVaw1b4SD8uQdLZuBnTc9_wJ61&ust=1528256471356858
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwizgsKXzbvbAhUHfLwKHZTXCuMQjRx6BAgBEAU&url=https://www.freepik.com/free-vector/numbers-and-symbols-of-colors_958039.htm&psig=AOvVaw1b4SD8uQdLZuBnTc9_wJ61&ust=1528256471356858
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwizgsKXzbvbAhUHfLwKHZTXCuMQjRx6BAgBEAU&url=https://www.freepik.com/free-vector/numbers-and-symbols-of-colors_958039.htm&psig=AOvVaw1b4SD8uQdLZuBnTc9_wJ61&ust=1528256471356858
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjal_i56qzbAhVKI5QKHT1pDmMQjRx6BAgBEAU&url=https://www.bigstockphoto.com/search/ward/?vectors%3Dy&psig=AOvVaw0675ezVkJ8f_8iYa1hTqSp&ust=1527748880217215
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjal_i56qzbAhVKI5QKHT1pDmMQjRx6BAgBEAU&url=https://www.bigstockphoto.com/search/ward/?vectors%3Dy&psig=AOvVaw0675ezVkJ8f_8iYa1hTqSp&ust=1527748880217215
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwivqPzQgK3bAhWHLo8KHZH8A3oQjRx6BAgBEAU&url=https://www.openplacement.com/community/blog/category/care-transition-2/page/2/&psig=AOvVaw1f8vta2bwTjGf4esmB2ar3&ust=1527754893051620
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwivqPzQgK3bAhWHLo8KHZH8A3oQjRx6BAgBEAU&url=https://www.openplacement.com/community/blog/category/care-transition-2/page/2/&psig=AOvVaw1f8vta2bwTjGf4esmB2ar3&ust=1527754893051620
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwju0NDQ2rvbAhXBErwKHXn2BjkQjRx6BAgBEAU&url=https://www.slideshare.net/DinnekaR/roles-of-social-workers&psig=AOvVaw2ZXYht1SCu7trZp3pmFvxD&ust=1528260081409815
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwju0NDQ2rvbAhXBErwKHXn2BjkQjRx6BAgBEAU&url=https://www.slideshare.net/DinnekaR/roles-of-social-workers&psig=AOvVaw2ZXYht1SCu7trZp3pmFvxD&ust=1528260081409815
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjq7ZjN3LvbAhVGO7wKHVzVBTgQjRx6BAgBEAU&url=https://pngtree.com/freepng/cartoon-nurse_3063538.html&psig=AOvVaw08fL2rFqmmQh-_UgooVx78&ust=1528260548311453
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjq7ZjN3LvbAhVGO7wKHVzVBTgQjRx6BAgBEAU&url=https://pngtree.com/freepng/cartoon-nurse_3063538.html&psig=AOvVaw08fL2rFqmmQh-_UgooVx78&ust=1528260548311453
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjx2N305rvbAhWBfrwKHW0CCkcQjRx6BAgBEAU&url=https://www.facebook.com/hipaacartoons/photos/a.277509768948739.76756.277232872309762/1395789590454079/?type%3D3&psig=AOvVaw3cdDgPxx_tCovWw6NXEv0R&ust=1528263359420823
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjx2N305rvbAhWBfrwKHW0CCkcQjRx6BAgBEAU&url=https://www.facebook.com/hipaacartoons/photos/a.277509768948739.76756.277232872309762/1395789590454079/?type%3D3&psig=AOvVaw3cdDgPxx_tCovWw6NXEv0R&ust=1528263359420823
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiWo-6v7bvbAhXMw7wKHQSXCeEQjRx6BAgBEAU&url=http://www.fourthsource.com/social-media/referral-marketing-works-use-18838&psig=AOvVaw2ziyslRR4TAszl4-uGY9iE&ust=1528265103335067
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiWo-6v7bvbAhXMw7wKHQSXCeEQjRx6BAgBEAU&url=http://www.fourthsource.com/social-media/referral-marketing-works-use-18838&psig=AOvVaw2ziyslRR4TAszl4-uGY9iE&ust=1528265103335067

