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The method of survey has been used by many industries to better understand consumer 
satisfaction and feedback. Following the revamp of the Ministry of Health (MOH) Patient 
Survey from one that focus on satisfaction to one that is geared towards patient 
experience, SingHealth institutions also took conversation on possible new feedback 
forms. This resulted in a series of patient feedback forms modelled after the HCAHPS 
(Hospital Consumer Assessment of Healthcare Providers and Systems) Survey used in USA 
being introduced in SGH starting from end 2017. 

With the data collected from the new feedback forms, it is timely to enhance the SGH 
monthly Service Level Tracking (SLT) reports. These reports allow internal stakeholder to 
identify service strengths and gaps and provide the basis for continuous improvement. As 
these data also serve as input to the hospital balance scorecard, it is important to ensure that 
reports are useful, accessible and easy to understand. 

The patient feedback forms are designed with unique patient journeys in SGH and �lled up 
by about 5% of total hospital attendances.
Each form contains a series of attributes to evaluate a patient’s experience with the hospital. 
Results are integral to provide the hospital with a loopback on patient sentiment.  
With the rollout, new forms were designed to include the Allied Health Professionals and 
Pre-operating Admitting Services (POAS). A forward looking view was taken so that the new 
POAS form can be used in the future Elective Care Centre (ECC).
With the form change, the monthly SLT reports are reviewed and enhanced to keep them 
relevant.

SLT Report - 
Individual Dashboard

The new SLT report aims to give stakeholders an overview of their clinic/ward 
performance over time and vis-à-vis the others. This can be achieved via this 
dashboard which shows both graphical and numerical views of top box rating in 
percentage for two questions in the feedback forms. The two questions covered are 1) 
Willingness to recommend SGH to others and 2) Satisfaction rating of the medical plan 
and treatment received from doctor. Question 1 is in particular important as it is a tier 
1 key performance indicator that is tracked on cluster level.

Individual clinic/ward 
dashboards that used 

to be tedious and 
manual to prepare 

each month can now 
be done accurately and 
quickly with the use of 

VBA programming. 

Using built-in functionality in Microsoft Excel for dashboard creation coupled 
with VBA which is embedded in the same program to process the data, 
stakeholders get a comprehensive, easy-to-use yet familiar Excel interface to 
gain insights and monitor their unit performance

While we strive to provide internal stakeholders with accurate and timely reports 
each month, we will keep in mind to continue improving our deliverables and 
the insights to our stakeholders.

SLT Report - 
Performance Indicator Dashboard

Patient verbatim from the feedback forms are now classi�ed into common 
categories aligned to what the hospital is tracking in terms of patient complaints. 
Stakeholders are able to quickly see what the issues patients faced in their 
clinic/ward are about and the proportion of each. The new dashboard allows 
stakeholders to �lter by categories and read individual comments to have a more 
detailed understanding of the issue. 

SLT Report -
Comments Dashboard

The following were achieved after enhancement of the SLT reports:

Categorization of patient verbatim to give overview of issues faced by patients in 
clinic/ward

Provision of a user guide on Infopedia for the new interactive dashboards

Use of built-in functionality in Microsoft Excel coupled with Visual Basic for Application 
(VBA) programming to create interactive dashboards for trending analysis

Please shade or tick the appropriate circles.

INPATIENT SERVICES 
Feedback Form

Nurses

1. How often did the nurses 
a. treat you with courtesy and respect?

  Always    Usually
  Sometimes    Never

b. listen carefully to you? 
  Always    Usually
  Sometimes    Never

c. explain things in a way you could 
understand?

  Always    Usually
  Sometimes    Never

d. show care and concern? 
  Always    Usually
  Sometimes    Never

e. voluntarily wash or sanitise their hands 
before caring for you? 

  Always    Usually
  Sometimes    Never

At SGH, we are constantly looking for ways to serve you better and you are invited to give us your views 
on our service during this stay.

Doctors

2. How often did the doctors 
a. treat you with courtesy and respect?

  Always    Usually
  Sometimes    Never

b. listen carefully to you? 
  Always    Usually
  Sometimes    Never

c. explain things in a way you could 
understand? 

  Always    Usually
  Sometimes    Never

d. show care and concern? 
  Always    Usually
  Sometimes    Never

e. voluntarily wash or sanitise their hands 
before caring for you? 

  Always    Usually
  Sometimes    Never

Comments 
Please give us suggestions on how we can 
improve our services.

Commendation for Quality Service / Compliments

Department /Ward: 

Describe the service act that made an 
impression on you.

 Pay it forward by making a donation to the 
advancement of medicine and help us improve the 
lives of patients. Tick here and we will get in touch!

To help us review your feedback, please provide us with 
the following particulars. By providing the information 
set out in this form and submitting the same to us, I 

the SingHealth Data Protection Policy, a copy of which is 

available at www.singhealth.com.sg/pdpa  

Patient’s Name:  
NRIC Number (Optional): 
Age Group:

0-16 17-19 20-29 30-39

40-49 50-59 60-64 65 & above

Gender:   Male                 Female
Address: 

Telephone:  
Location: Ward
Ward type:  A1          B1          B2          C
Discharge Date: 
I am a:  

Patient Caregiver Patient’s 
Relative

Visitor

feedback form. 
Please drop this form into the feedback box or hand 

back to us at: 

Singapore General Hospital
Department of Service Quality

Outram Road Singapore 169608

(Ver Nov 2017)

Please shade or tick the appropriate circles.
Please leave a section blank if you did not 

Central Appointment Hotline

1. How often did the Central Appointment       

 a. treat you with courtesy and respect?

    Always             Usually    
   Sometimes             Never 

   b. explain things in a way you could  
 understand?

    Always             Usually    
   Sometimes             Never 

2. 

 a. treat you with courtesy  
 and respect?

    Always             Usually    
   Sometimes             Never 

 b. explain things in a way                                   
 you could understand?

    Always             Usually    
   Sometimes             Never 

At SGH, we are constantly looking for ways to 
serve you better and you are invited to give 
us your views on our service today.

OUTPATIENT SERVICES 
Feedback Form

Comments
Please give us suggestions on how we can improve 
our services.

Department /Ward:

Describe the service act that made an impression             
on you:

Commendation for Quality Service /Compliments

To help us review your feedback, please provide us with the 
following particulars. By providing the information set out in 

you have read, understood and consented to the SingHealth 
Data Protection Policy, a copy of which is available at  
www.singhealth.com.sg/pdpa

Patient’s Name:
NRIC No. (Optional):
Age Group:

Gender:            Male      Female
Address:      

Telephone:    
Date of Visit:
Location:
I am a: 

○Yes      ○No

  

○ 
0-16

○ 
17-19

○ 
20-29

○ 
30-39

○ 
50-59

○ 
Caregiver

○ 
60-64

○ 
Patient’s 
Relative

○ 
65 & above

○ 
Visitor

○Private  ○Subsidised
○AM         ○PM

Singapore General Hospital
Department of Service Quality
Outram Road Singapore 169608

(Ver Nov 2017)

Please drop this form into the feedback box or hand it to 

us at: 

○  Pay it forward by making a donation to the advancement 
of medicine and help us improve the lives of patients. Tick 
here and we will get in touch!

○
40-49

○
Patient

Please shade or tick the appropriate circles.
Please leave a section blank if you did not encounter 

1. 

 a. treat you with courtesy and respect?

    Always             Usually    
   Sometimes             Never 

   b. explain things in a way you could  
 understand?

    Always             Usually    
   Sometimes             Never 

Nurses

2. How often did the nurses

 a. treat you with courtesy and respect?

    Always             Usually    
   Sometimes             Never 

 b. listen carefully to you? 

    Always             Usually    
   Sometimes             Never 

 c. explain things in a way you could understand? 

    Always             Usually    
   Sometimes             Never 

 d. show care and concern? 

    Always             Usually    
   Sometimes             Never 

 e.  voluntarily wash or sanitise their hands before 
caring for you? 

    Always             Usually    
   Sometimes             Never 

At SGH, we are constantly looking for ways to serve 
you better and you are invited to give us your views 
on our service today.

EMERGENCY SERVICES
Feedback Form

Comments
Please give us suggestions on how we can improve our 
services.

Department /Ward:
Describe the service act that made an impression on you:

Commendation for Quality Service / Compliments

To help us review your feedback, please provide us with the 
following particulars. By providing the information set out in 

have read, understood and consented to the SingHealth Data 
Protection Policy, a copy of which is available at
www.singhealth.com.sg/pdpa

Patient’s Name:

NRIC No. (Optional):

Age Group:

Gender:             Male      Female

Address:      

Telephone:    

Date of Visit:

I am a: 

  

○ 
0-16

○ 
17-19

○ 
20-29

○ 
30-39

○ 
50-59

○ 
Caregiver

○ 
60-64

○ 
Patient’s 
Relative

○ 
65 & above

○ 
Visitor

    ○AM           ○PM

Singapore General Hospital
Department of Service Quality
Outram Road Singapore 169608

Find out more about making a gift at www.sgh.com.sg

(Ver Nov 2017)

Please drop this form into the feedback box or hand it to any of 

○  Pay it forward by making a donation to the advancement of 
medicine and help us improve the lives of patients. Tick here 
and we will get in touch!

○
40-49

○
Patient

problems or symptoms continued, got worse, or 
come back? 

        Yes, mostly  
   Yes, somewhat   No  

Please shade or tick the appropriate circles
Please leave a section blank if you did not 

Central Appointment Hotline

1. How often did the Central Appointment 

 a. treat you with courtesy and respect?

    Always    Usually   
   Sometimes    Never 

   b.  explain things in a way you could 
understand?

    Always    Usually   
   Sometimes    Never 

2. 

 a. treat you with courtesy and respect?

    Always    Usually   
   Sometimes    Never 

 b.  explain things in a way you could 
understand?

    Always    Usually   
   Sometimes    Never 

At SGH, we are constantly looking for ways to serve 
you better and you are invited to give us your views 
on our service today.

ALLIED HEALTH SERVICES
Feedback Form

Comments
Please give us suggestions on how we can improve our 
services.

Clinic / Centre:

Describe the service act that made an impression on you.

Commendation for Quality Service / Compliments

To help us review your feedback, please provide us with the following 
particulars. By providing the information set out in this form and 

understood and consented to the SingHealth Data Protection Policy, a 
copy of which is available at www.singhealth.com.sg/pdpa

Patient’s Name:

NRIC Number (Optional): 

Age Group:

Gender:             Male      Female

Address:      

Telephone:    

Date of Visit:

Location: 

I am a: 

        ○  Yes               ○  No

○
0-16

○ 
17-19

○ 
20-29

○ 
30-39

○ 
50-59

○ 
Caregiver

○ 
60-64

○ 
Patient’s 
Relative

○ 
65 & above

○ 
Visitor

○Private    ○Subsidised

Singapore General Hospital
Department of Service Quality
Outram Road Singapore 169608

Find out more about making a gift at www.sgh.com.sg

(Ver Nov 2017)

Please drop this form into the feedback box or hand it to any of 

  Pay it forward by making a donation to the advancement of 
medicine and help us improve the lives of patients. Tick here 
and we will get in touch!

○
40-49

○
Patient


