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Wheelchair Combing Team:
Improving Customer Service by Shortening Waiting Time

Intervention

Introduction

Each month, porters are tasked to promptly respond and transport an A careful review of the root causes led to several measures:

average of 6,000 wheelchair (WC) patient transfer cases safely. Seamless

patient movement within the hospital is an integral component to their

treatment process. The average porters’ response time was 8 minutes.

Several challenges were identified:

» Maintaining a sufficient number of WC in circulation to support the high
workload especially during peak period can be daunting; &
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Implementation| July 2017 — Feb 2018 - Improvement in
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Porters’ Response Time (PRT) :

---------------------- ’ Ave PRT 0:08:05 0:07:08

Figure 1: Average Porters’ Response Time (PRT) for WC transfer cases
from Jul 2017 to Jul 2018
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The improvement project aimed to deliver prompt WC transfer services so

that the patients could reach the destination wards and receive the needed
care within the shortest possible time. The objectives are:
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To reduce average porters’ response time by
10% within the next 6 months, ensuring shorter 0:09:00
waiting time for patients.

0:08:37

To eliminate porters’ frustration in searching for limited 0:08:00
wheelchair so as not to affect their motivation in
delivering quality service to the patients .
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Methodology
The project team adopted a cause-effect analysis to identify the root causes
behind the challenges in facilitating speedier WC transfer services, based on Do
four major categories:
A. Environment 0:05:00

Jul-17 Aug-17 Sep-17 Oct-17 Nov-17 Dec-17 Jan-18 Feb-18 Mar-18 Apr-18 May-18 Jun-18 Jul-18

B. Method Current Conclusion

Response With more WC made available during peak periods, the porters are
Time to empowered to deliver prompt and quality services, ensuring a smooth
Wheelchair transition of care from one location to another within the SGH Campus.

C. People f
Transter Depending on the situational and operational context, it may be scalable in
Requests the healthcare portering sector. Future research directions include

exploring the installation of RFID tags to track the locations of the individual

D. 1 . . .
Materials WC for location tracking, out of campus movement and inventory count.




