
Koh Kai Tian, Vicki Tan Kar Ka, Juriah Binte Zabidin, 
Specialist Clinics Operations 

,  

Improving Patient Flow (Vascular Clinic)  
Aim  
To improve overall patient flow for an overbooked clinic 
through a review and standardisation of the session’s 
set up across the specialty to meet the actual demand 
and accommodate the operational workflow in the 
clinic.  This will decongest the clinic, improve staff 
productivity and improve patient experience.  
 
Problem Statement  
1. Insufficient FP Slots 

• FP slots are 109% overbooked (Results in high 
force-in numbers  unmanageable load) 

• Despite overall 85.4% utilisation  
2. Under-Utilised NC Slots  

• NC slots are only 50.5% used 
3. Poor Right-Siting of Patients 

•Patient’s Q ticket is not reflective of appointment 
room location due to triaging workflow during 
session; patient gets redirected by staff  
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Methodology  
1. Voice of the Customer (Seek to understand from 

stakeholders)  
• Other than high workload, doctors shared that 

non-critical new cases are booked in. 
2. Shadow & Observe (On-site observation of 

operational session workflow)  
3. Fishbone Diagram (Cause & Effect)  
 

Conclusion  
The changes made a positive difference to the session 
workload for the doctors, which improved the 
specialty’s lead-time and appointment waiting time. It 
reduced congestion, improved patient experience and 
reduced triaging efforts from staff. Overall, the changes 
benefitted the staff and patients in both workload and 
experience.  


