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INTRODUCTION

In 1999, we only had one staff mending the appg¢
On top of appt line, she also had to handle incoming faxes, ward d

In 2001, we had increased to 2 staff strengt
These 2 staff were still handling appt lines, faxes, ward d

By 2007, we had expanded to 3 staff strengt
Staff had to still process faxes, ward dis

From Nov 2013 till date , we ha
These 4 staff will have to
There is another permanent staff attendi

This project aims to improve the experi
to 5% and below in the appointme
witho

Before using the Avaya system (a system to track the number o
reach us. This has left many staff

FEB 2014

NOV 2013

» 3 appt line staff during lunch
hour break instead of the
usual 2 staff

» 4 appt lines opened
permanently

MARCH 2014

JUNE 2013 > 2 appt line staff for 8am shift
on every Mondays &

Tuesdays instead of 1

> All phone volume is audible,
to ensure staff is able to hear
all incoming calls

» Same staff will mend the
appt line throughout the day

» Avaya system came about.

> It also allows us to view the

statistics of total calls
V4 N

Staff are reminded to make
every call a pleasant
experience for caller,
concise & to the point.
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Implement call waiting number
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2000 10%
From 18 Nov, additional staff from 8am
1000 to 8.30am and full staff complement 5%
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