
Conclusion 
We often do what we think is good for patients/staff based on what we think we know about patients/staff. With improved patient/staff 
engagement, our assumptions can be validated or debunked, and our plans implemented, modified or abandoned as required. 

Result 
Some findings validated common assumptions, e.g. high NOK involvement for older patients, higher online transactions undertaken by 
younger respondents, and some such other. Of note were the UNEXPECTED FINDINGS which included the following: 
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Methodology 

1) Patient Survey 
• Covered attitudes towards e-platforms, e-transaction 

behaviours, satisfaction ratings on FC and FC preferences 
• Sample size: 354 SGH/KKH patients (95% confidence level; 

4.74 confidence interval) 
• Respondent profiles proportionate to FC patient profiles 

2) Staff Survey 
• Covered satisfaction ratings on current FC process, areas for 

improvement, FC aspects that can be done by patients 
themselves and staff views on the online portal vis-a-vis their 
workload 

• 100% FC staff responded 
3) Survey responses were stratified, analysed and compared as 

follows: 
• consolidated as a whole 
• by institution 
• by patient 
• by next-of-kin 
• by age group 
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Respondent Age Group 

Acceptable Waiting Time for Financial Counselling 

0 - 15 minutes 16 - 30 minutes 31 - 45 minutes
46 - 60 minutes Linear (0 - 15 minutes) Linear (16 - 30 minutes)
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Patient Age Group 

% NOK Involvement 

86% of this group are 
NOKs of KKH patients 
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Respondent Age Group 

Over the phone Through Email

From any location via a secure hospital website From any location via a secure mobile app

Self-service kiosks located in hospital Others
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Those who had chosen “Others” as 
their preferred FC channel, 92% 
indicated a face-to-face interaction. 
(102 responded to this question)  
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When asked what other online services they 
would like to have, 92% used the opportunity to 
express that they preferred a face-to-face 
interaction or else were unable to use or did not 
want online service. (56 responded to this 
question)  

High NOK involvement also in younger age 
group, eg child-bearing age group 

Elderly less prepared to accept longer wait 
Younger age groups more prepared to accept 

longer wait 

100% of Elderly satisfied with FC process  85% rated form-filling/signature process 
“Excellent” or “Good” 

Only 10% wanted self-service kiosks Significant numbers still preferred FC to be conducted face-to-face 

Preferences are not absolute but dependent on circumstances 

Patients and their NOK do not always hold 
same views/preferences, eg. E-services 

Significant segment of staff feels online portal will not reduce workload 
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Patient Response 

View Estimated Hospital Bill Size/Medisave/Cash
View percentage of Government Subsidy entitlement
Submit Medisave Authorisation Form
View Ward Photo/Video and Select Ward Class
Submit Shield Plans Claim Form
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NOK Response 

Submit particulars to determine level of Government Subsidy
Request change/cancellation of admission
Pay deposit prior to admission
Others
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Most KKH patients do not require pre-admission tests so 
prefer FC on same day as doctor’s consultation 

On the day of consultation, immediately after doctor has advised admission
Others
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Most SGH patients require pre-admission tests so prefer FC 
on same day as pre-admission tests 

On the day of admission itself
Anytime when I'm free and at my convenience
On the same day as the scheduled Pre-admissions Tests

* Percentages do not add up to 100% as respondents allowed to choose multiple options 
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Do you think the online FC portal will help to reduce 
workload? 

REASONS 

Computer 
illiterate 
patients 

Challenging to 
execute FC 

online 

Patients 
unsure of owm 

Medishield / 
PMI / CSC 

entitlement 

eFC unable to 
answer all of 

patient’s  
questions 

More phone 
enquiries 

Patient will still 
turn up to 

make enquiries 

More 
complaints 

Background 
Patients spend a substantial length of time waiting for financial counselling(FC). Additionally, in SGH, patients undergo a two-stage FC 
process. This means patients have to wait twice over. As part of a larger basket of solutions to adopt a more integrated approach,  a 
decision was taken to develop an online patient FC portal with the following objectives in mind: 
• empower patients/next-of-kin (NOK) in decision-making 
• shorten waiting/transaction time for FC  
• reduce paperwork 

Project Aim 
To obtain feedback on current FC process and ascertain if an Online Patient FC Portal is what patients/staff want 


