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INTRODUCTION

A common source of anxiety and frustration amongst patients and caregivers is finding the correct hospital staff for administrative arrangements. In a large
hospitals, navigating through the various departments is not easy. Coupled with patient’s health condition, the troubled state of mind often lends further to
the frustration and confusion.

SCH Business Office (BO) saw this challenge and wants bring down this wall. We want to bring our services to the patient in a manner that is efficient while
improving patient experience. The way we operate BO needs to be reviewed and reinvented.

METHODLOGY

Taking administrative service to the patient takes quite a different turn for us. We achieve this by challenging conventional thinking and practices,
guestioning previous assumptions and employing different ways of thinking through the adoption of technology.
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RESULTS

The mobility of our services have eased a great deal of administrative burden from patients
and family members. We have received positive feedback from satisfied patients and family Number of cases admitted within 24 hours of acceptance
members.
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The turnaround time for admission has reduced tremendously. We are now able to take in

same day admission as well as serve A&E cases. This has helped to reduce the bed crunch at
SKH.
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Patients/Caregivers received financial counselling at their convenience at patient’s bedside
and thus have the adequate financial information and general information of SKCH before
patient’s transfer. This often gives patient/caregiver ease of mind on what to expect in terms
of patients’ care needs and financial exposure. The mobile team concept brings our services to
patients/caregivers and this in turn create greater convenience to caregivers who are visiting
their loved ones by the bedside.

CONCLUSION

The entire exercise has taught us that the creativity truly stamps out of necessity.

PATIENT SERVICE CENTRE

OBV T Putmmnans Pestd g s’ lewe, Paeadd

When challenged with a difficult situation, we are forced to think out of the box to find solutions and adapt
to new ways. The difficulty is not so much in the crafting the solutions but in managing human emotions,
expectation and adapting to change.



