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Background 
Self-service kiosk (SSK) has been in use in SingHealth 
Polyclinic for more than ten years for varying purpose. 
However, kiosk utilisation remains low in SingHealth 
Polyclinic Bedok. Concurrently, waiting time for 
registration, appointment making and payment 
remained long for many patients. In the face of current 
manpower challenges, we feel a need to revitalise the 
self-service kiosk and optimise its potential to support 
the delivery of care for our patients. 

Aim 
1. Increase the usage  of self service kiosk at SHP-Bedok 

by 20%  
2. Reduce the waiting time at registration to 4 minutes 

for 50th percentile  
3. Reduce overall staffing for registration, appointment 

and payment counter by 20% 

Methodology 

To increased usage 

of kiosks by % in 5 

months’ time 

Staff Knowledge Gap 

PSA/HA are not well-versed with 
the functions of the various self-
service applications 

Patient Knowledge Gap No incentive for 
patients 

Patients  are unable to tell the 
functions of the kiosks  from 
the physical appearance 

Patients cannot book same day 
appointment for unplanned visit. 

There is no staff to introduce the 
kiosk to patients and teach them 
how to use it. 

The promotion of self-service by 
the  clinic staff is not strong 

PSA/HA  do not know how to 
promote the use of  self-services 

Kiosk Placement 

PSA/HA have not used the various 
self-services before 

PSA/HA do not know the benefits 
for them if patients use self-
services 

The HQ marketing  efforts of 
self-service is not strong 

Patients cannot use cash and other scheme 
e.g. CDA at the payment kiosks 

Elderly do not mind waiting as they are 
IT-adverse, prefer service from staff 

The functions of the kiosks are not 
visible from the physical 
appearance 

Kiosks are not placed at where usually 
appointment-booking by staff takes 
place, thus patients do not intuitively 
go to the kiosk to perform the service. 

Clinic Processes 

Do not utilize self-appointment kiosk 
as part of the checkout process 

fearful of having long queue at the 
entrance as well as long waiting 
time if staff are delegated at self-
servicea kiosks to promote, 
educate and help patients to use 
the kiosks 

Kiosk Functions 

Same Day Appointment Booking 
not available 

Do not teach the 
patients how to  use 
of kiosk 

No training guide 
available for staff  for 
refresher. 

Forward Appointment Booking not 
available for Lab, Nursing,  Dental 
and Consultation cum Lab 

Payment cannot be made in cash 
or offset against other schemes 
e.g. CDA 

Slow system performance and 
frequent breakdown 

Patients had to wait quite long to complete 
transactions at kiosk due to slow system 
performance. 

We have been focusing on 
Implementation SSK in our clinic but did 
not identify issues or assist to break 
down the barriers for the Adoption of 
its use by our patients 

Successful 
Implementation 

Successful 
Adoption  

Factors that affects adoption  Intervention  

Limited service option available at 
kiosk 

Same day registration enabled at 
kiosk  

Staff prefers to assist patients as it 
clears the crowd faster 

Changing staff mindset thro sharing 
of vision, objectives and  goal setting  

Staff not knowledgeable  about kiosk  Staff training  

Patient ‘s  inertia to change  Changing  patient flow  to incentivize 
the use of kiosk 

No incentive to use kiosk Reducing the number of counter 
staff. Counter staff redeployed at 
kiosk to assist patient   

Kiosk not intuitive for patient to book 
appointment 
 

Appointment booking slip that 
mirrors kiosk given to a patients to 
guide them at the kiosk 

Limited kiosk visibility  Wall murals at  kiosk location  with 
user  guide printed on  mural  

Results (3 months later from Dec 2016) 
1) The usage of  SSK for payment and appointment making has increased 

to 24%  
2) 50% centile waiting time for registration is 4 mins and 95% centile is 

20mins  
3) Total counter staff has been reduced from previous 11 to current 9 

(18%) 
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Conclusion 
By breaking down the barriers that affect the adoption of kiosk usage, we are able to increase the utilization of SSK, better deployment of 
resources and improve patients’ experience by reducing patients waiting time. 

Realizing the full potential of  

Self Service Kiosk Transitioning  
from Implementation to Adoption 


