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Patients who require to book appointment at other SingHealth Institutions 3 - levels >
would have to proceed to level 2 listing room. This has resulted in 2 e 4-_2-‘:-5
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unnecessary movement for patients to travel from and exiting location to n Lovel 2
level 2 and additional touch point and wait time at level 2, as shown in Figure 4.1-4.5
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o redesign workflow to ensure patients who require appointments at mlrygbs
SingHealth Institutions are booked by PSA at the same clinic level from -
18% (median) to 75% (median) in 6 months. ’/

Source of data: Level 2 Listing Room

Note: lLevel 3 is a surgery floor
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1. Unnecessary movement for patient: Patient has to travel to level 2 to get ;
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an appt at other SH Institutions from various levels.
2.  Waiting time at level 2 listing room: Additional waiting time as all pts are

Hassle to patients dlre?t{:‘:d to level 2. Level 2 listing
Level 2 Listing Room Staff:
room nurse

3. Time could be well spent on patient’s care rather than booking of appt.

Figure 2 Figure 3
The team mapped out the current process and identified the hassles as shown in Figure 2
(highlighted in yellow boxes) and have redesigned the workflow in Figure 3 to eliminate the
hassles and improve the efficiency to make it more patient centric.
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Training and Reinforcing the booking process for Pui Ling 15July 2016 Completed .
PSC/PSA. F
E 40% -

2 PSA/PSC to get a copy of the memo and send the Pui Ling, 19 July Completed

patients back first, while they booked the PSC/PSA 2016 20%

appointment. Patient will be informed via phone call

and SMS from PSC/PSA once appointment has been 0% R
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3 Briefing done by Ops on the type of cases that could Audra 21 July Completed Date nterva

be booked by PSA in OMS dept mtg 2016 % booking by PSA = — Median

Head, DOs was informed by Ops on the cross Audra 26 July Completed

institutional booking initiative and disseminate to all 2016

DOs.

Briefing done by Ops on the type of cases that could Audra 27 July Completed

be booked by PSA in RD mtg and DA/DSA and CC 2016

. L Next Step:
However, If the referral is urgent, Doctors to indicate  Audra 27 July Completea v'The interventions have been proven effective and the team is continuing to monitor
on the external referral memo that it is "URGENT’ so 2016 P &

the sustainability.

v'Feedback from nurses in listing rooms have shown that there were fewer patients
routed to them who required appointments at SingHealth Institutions.

v'PSA will continue to perform booking at the same level for the convenience of the
patient.

v'As part of the sustainability, briefings will be conducted to the new staff (Clinicians,
DAs and PSA/PSCs)

that the PSCs know that they are to book an earliest
appointment for patient.



