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Medical Social Services  

In collaboration with the SGH Business Office (BO) and Admission Office
(AO), we aim to streamline the referral process to achieve the following:

 To reduce touchpoints for patients to apply and receive financial
assistance for their inpatient bills.

 To achieve time savings through the reduction of duplicative work
processes for inpatient financial referrals.

 To increase the number of Medifund applications by reaching out to
more needy patients.
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Through the reduction of unnecessary financial referrals, we achieved 
time savings of 94 hours , translating to 0.60 FTE  savings.

The Medifund applications
had increased by about 21%.
This suggests that the
number of bills with bad
debts for deserving patients
potentially decreased.

The time savings for MSWs to manage the Inpatient Financial Referrals
was reduced by 110 min. Steps to put up a bill for assistance was reduced
from 10 steps to 4 steps.

A collective vision of providing affordable healthcare to our patients
has led to the success of this project as well as the establishment of a
collaborative partnership with the SGH BO and SGH AO.

Constant review of our established work processes is required to
ensure maximum productivity. The time savings achieved through the
project has allowed MSWs to embark on other value-added work, such
as provision of psychoemotional counselling, research and education
projects.
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Feedback was sought from patients, MSWs and SGH BO counterparts to
identify the areas of improvement for the referral process.

Met with SGH BO to obtain their buy-in and agreement to be the single
point of contact for application of inpatient financial assistance.

Using of a Plan-Do-Check-Act cycle to guide us in the implementation of
the streamlined workflow. Meetings were held at the 1-month and 6-
month mark to evaluate the results.

BO monitors bill until 
finalization

BO attaches copy of 
outstanding bill with 
hardcopy application 

form to trigger referral 
to MSS Dept weekly

MSW submits Medifund
/Hospital Remission 

application within 30 days

MSW assigned to 
follow-up with the 

outstanding bill

SGH BO/AO captures 
patient/NOK 

signature/thumbprint on 
hardcopy Application Form 

Patient screened by 
SGH BO/AO

Feedback session with MSW

Methodology

Background Results

Conclusion

Solution

Man Hours Saved 
Per Annum

Meeting with Business Office 
and Admission Office

https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwi11N2Io5jbAhXDnJQKHbl7DmoQjRx6BAgBEAU&url=https://www.onlinewebfonts.com/icon/118804&psig=AOvVaw2HjdZfb6cuSksZOBkt_QRo&ust=1527042416038647
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwi11N2Io5jbAhXDnJQKHbl7DmoQjRx6BAgBEAU&url=https://www.onlinewebfonts.com/icon/118804&psig=AOvVaw2HjdZfb6cuSksZOBkt_QRo&ust=1527042416038647
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjcg-aEsKfbAhUJe7wKHbuKAPsQjRx6BAgBEAU&url=https://toonclips.com/design/6344&psig=AOvVaw3yU8_nQc4McTMfi3_utAY_&ust=1527561404602130
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjcg-aEsKfbAhUJe7wKHbuKAPsQjRx6BAgBEAU&url=https://toonclips.com/design/6344&psig=AOvVaw3yU8_nQc4McTMfi3_utAY_&ust=1527561404602130
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjn4tLBr6fbAhUS57wKHZ9RALYQjRx6BAgBEAU&url=https://www.caredash.com/articles/your-social-worker-a-health-care-advocate&psig=AOvVaw3rPbzECEkUi0ohHDP0n_F_&ust=1527561232683864
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjn4tLBr6fbAhUS57wKHZ9RALYQjRx6BAgBEAU&url=https://www.caredash.com/articles/your-social-worker-a-health-care-advocate&psig=AOvVaw3rPbzECEkUi0ohHDP0n_F_&ust=1527561232683864
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiytJGiuqfbAhVIfLwKHSpID5sQjRx6BAgBEAU&url=https://www.theonlinecitizen.com/2011/05/12/why-are-cancer-treatments-not-subsidized-by-the-government/&psig=AOvVaw2tMPSyRufftyZS65U3i9w_&ust=1527564183276939
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiytJGiuqfbAhVIfLwKHSpID5sQjRx6BAgBEAU&url=https://www.theonlinecitizen.com/2011/05/12/why-are-cancer-treatments-not-subsidized-by-the-government/&psig=AOvVaw2tMPSyRufftyZS65U3i9w_&ust=1527564183276939
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjuiMa8vKfbAhVFVbwKHVQgDZwQjRx6BAgBEAU&url=https://pngtree.com/freepng/mail_805617.html&psig=AOvVaw1SmDEIHTqyHl2m6DMTv5uo&ust=1527564508676686
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjuiMa8vKfbAhVFVbwKHVQgDZwQjRx6BAgBEAU&url=https://pngtree.com/freepng/mail_805617.html&psig=AOvVaw1SmDEIHTqyHl2m6DMTv5uo&ust=1527564508676686
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjM89n4vKfbAhXJULwKHd-jBnwQjRx6BAgBEAU&url=http://tire.driveeasy.co/role-of-a-social-workers/&psig=AOvVaw1uKToUeLeP1oi1pkQcUIMs&ust=1527564918806413
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjM89n4vKfbAhXJULwKHd-jBnwQjRx6BAgBEAU&url=http://tire.driveeasy.co/role-of-a-social-workers/&psig=AOvVaw1uKToUeLeP1oi1pkQcUIMs&ust=1527564918806413
https://www.cartoonstock.com/directory/h/hospital_admission.asp
https://www.cartoonstock.com/directory/h/hospital_admission.asp
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjJktj-wKfbAhWLx7wKHe-QAlQQjRx6BAgBEAU&url=https://www.123rf.com/clipart-vector/keyboard_typing.html&psig=AOvVaw3jmVTgG91BG40qRCx6wK_N&ust=1527565924396192
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjJktj-wKfbAhWLx7wKHe-QAlQQjRx6BAgBEAU&url=https://www.123rf.com/clipart-vector/keyboard_typing.html&psig=AOvVaw3jmVTgG91BG40qRCx6wK_N&ust=1527565924396192
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207
https://www.google.com.sg/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibnZPOwqfbAhVB6bwKHZY6AgwQjRx6BAgBEAU&url=http://www.stickpng.com/img/icons-logos-emojis/arrows/arrow-red-pointing-bottom-left&psig=AOvVaw2xOU3ADG6Ie1gBiCq9xAq2&ust=1527566445132207

