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e-SOC Request  

`Closing the loop’ for Service Excellence 

SOC patients can make calls through the SOC Hotline if they have 

enquiries for SOCs to follow up.  Previously, the Hotline staff is 

required to write the request on a manual form and fax the SOC 

Enquiries to the respective clinics for follow up. This manual system 

was a one-way communication and staff was unable to track the 

status of the enquiries. There were instances where patients called 

more than once to check on the status of their requests. The staff 

would have to spend time searching for the earlier fax request and re-

fax it to the clinic for processing which was counter-productive. This 

led to patient’s frustration and anxiety.  

All SOC requests can now be easily tracked with 

update on the status of the requests by the SOC 

staff.  This has facilitated the follow through of the 

repeated requests and enhanced service delivery 

as Hotline Staff is able to better attend to patient’s 

enquiries. Job efficiency is improved by eliminating 

the use of forms and free up storage space.  
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