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INTRODUCTION

During the Nursing Leadership Rounding, patients had feedback that they were unsure of the nurses who were
caring for them. This feedback was further corroborated by our hospital’s internal patient experience survey.
The team, comprising of members from Office of Patient Experience & Engagement (PXE), Nursing
Administrators and nurses from different departments, work closely to analyse the current situation.

MEASURES

The Team explored the contributing factors to the communications gaps :

*Inconsistency of Practice Across Departments

No standardised practice for staff in greeting and introducing themselves to patients. Variances in nurses’
practices across departments were evident.

E.M.G
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(v[ Begmmng of each shift:
i Greeting and Self-introduction to be carried out before
handover of nursing report

4 We want to..

v Lay the foundation of assuring patients that quality care
will be delivered to them (adding a value to our patient
care)

v Build a warm relationship with our patients

Sustaining Measures

* Newly Hired Nurses were orientated with E.M.G, ' Everyday Meet & Greet' during their
induction program

=  Qutgoing shift Staff Nurse in-charge to Introduce Incoming
shift nurses

Through this, we can..
v Provide patients, caregivers and NOKs with a positive

= Incoming shift nurses to do Greeting and Self introduction
to all patients under their care.
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B i S N ‘A T L m—————————— * Provide Orientation to nurses from non-patient areas; when they were posted to areas

\ " Speak a common service language . Gu:lde tO A —— where nurses conduct E.M.G. before handoff
f‘ SMenycay et ) e * Quick Access to Electronic E.M.G Training via Video link at CGH intranet
& Greet New Admission &
Guiding Script
S (E.M.G) Transfer-in patients:
. o Outgoing shift (Staff nurse in-charge of the Team) to p R ——— A

4 introduce incoming shift nurses \ & Nurse who receive or attend to patient for the first time, %

For example: mil r n If Intr ion ient’

(Outgoing shift Staff Nurse in-charge):

CONCLUSION

As this project involves process and cultural change, SQ Team worked closely with all nursing supervisors as
well as nurses from the ground. Briefing at ward or unit level were conducted at regular intervals to ensure
buy-in and to address any concerns or fears from all staff.

caregiver’s/NOKs

‘Good Afternoon, Mr. Tan. These are the afternoon nurses taking
care of you.

. . = For example:
(acknowledge, smile and greet caregiver if caregiver is present)

(Nurse who receive or attend to patient’s):

(Self-Introduction by Afternoon Nurses):

il AR Y ‘Good Afternoon, Mr. Tan, | am Nurse Wong and will be taking

care of you. (acknowledge, Smile and Greet Caregiver if
caregiver is present)
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To check on the 3 Ps (Pain, Position and Proximity) at the same
time.
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If you need any assistance, please press the bell and we will

(Last nurse who introduce herself will end by saying): attend to you.

: ‘ The successful implementation of E.M.G Tool with the 3P’s has definitely transformed our culture among CGH
If you need any assistance, please press the bell and we will

\ attend toyou. { ', Have a good rest! / nurses to improve our communication with patients to enhance their hospital experience.
™ Have a good rest! P ’ Re .
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This E.M.G. initiative is proof of our continuous commitment to do our best in delivering the best outcome and
experience for our patients every day. The result of the E.M.G initiative has been encouraging. This resulted in
Hospital Wide Implementation in December 2016.

The Tool Kit in EMG Poster format (above) serves as a visual reference and reminder for all
nurses.




