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g Below shows the process map of the monthly cycle:
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Other areas of concerns
o Reqwrer_nent to pz_aste additional quegtlons on feedback forms as it is Report Man-hour  Reaction time
challenging to revise feedback questions External turnaround used to patient’s Cost for
% No time to distribute feedback forms to patients due to the heavy load Audit time feedback transcribing per
at Car_dlac Laboratqry | A VE RSU S feedback form
% Laborious to replenish physical feedback forms y 'PCBV---
METHODOLOGY & IMPLEMENTATION | ( O . 1 > $
| | | day days
The team brainstormed and found that the processes can be improved with day day
Information Technology . A web-based system tailored to our requirements
was developed. The system allows patients to submit their feedback Report Reaction time Cost for
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A clear folder Patient access the e-Feedback form  Statistics reports can .
consisting of a by scanning the 2D barcode or be generated for Annual Cost Savings ?% )
checklist and e-EB entering URL. It is a secured link monitoring and
tag is given to the authenticated by internal system to reporting purposes.
patient upon verlfy patient ID and visit date. An average of 2500 patients per 2012 physical forms Were_re_ceived N
registration month visited SCFC and the printing | | year 2016 and the trar_lscrlblng COst
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With this process improvement, it lead to better focus towards patient care as the The project Is in ine with the Corporat.e’s QIrectlon to redgce carbon footprint
staff will have more bandwidth/time to attend and understand the needs of the throu@!h harnessmg on technology. Patlent.ls able t(_) Sme't_f?_edbaCk On-The-
patients. Staff is able to respond to patient’s feedback and generate report within Go with thelr smart .phone. Staff are dell.ghted. with th's_'n_'t'at've as the e-
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of patients, management feedback forms and vendor. manage the returns of the paper-based feedback form. It also iImproves
g productivity by eliminating administrative works.




