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Public Healthcare Delivery Network 
Northern Cluster 

Eastern Health 
Alliance    Ng Teng Fong Hospital 

Western Cluster 

Academic  
Medicine 

National 
Healthcare Group 

Lee Kong Chian  
School of Medicine 

SGH Campus 

North-Eastern Cluster 

Sengkang General Hospital 
Sengkang Community Hospital 

Punggol Medical Centre 



Key Challenges 
1. Rapid Growth in Population 

2. Rapid Ageing of the Population 

3. Increasing Burden of Chronic Diseases 

4. Advances in Medicine 

5. Rising Cost of Healthcare 

6. Increasing Competition 

7. Limited Health Workforce and  

Competing Demands 

8. Rising Expectations of Patients 

9. Rising Standard of Healthcare 

10. Increase in Life Expectancy 

 Stresses on Our 
Resources  

People 

Space 

Money 

Healthcare Today & Beyond ... 
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“Progress is impossible without 
change, and those who cannot 
change their minds cannot change 
anything.” 
 
 
George Bernard Shaw 
Playwright & co-founder of the London School of Economics 
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Diabetes & Metabolism Centre 
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Infrastructure 

From National 
Heart Centre … 
 

… to Diabetes & 
Metabolism 

Centre 
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Then & Now 
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Then & Now 

Lifts 

New lift New lift car 
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Then & Now 

Level 1 Lobby 
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Then & Now 

Clinic 
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Then & Now 

Counter 
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Then & Now 
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Challenges 

Repair hollow ground 
slab (more 50% of the 
ground floor slab was 
hollow) 

External interior walls are 
partition boards that have 
to be replaced 

Structural 
pillars 

Messy cables 

“Hot Spring” 



Infrastructure 

Care 
Model 

Processes 

Innovation & Transformation Journey 
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Steering Committee 

Institution 

Executive 
Sponsors 

Project 
Sponsors 

Project Team 

SGH 
CMB 

COO (Ambulatory) 

AD 
(Ambulatory) 

Ambulatory 

Facilities 
Development 

AD (Nursing) 
(Ambulatory) 

Clinical Team 

IT 

SNEC 

COO 

CPO 

Operations & 
Facilities 

Development 

DD (Nursing) 

Clinical Team 
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Working Committee 

Operations 
General Services 

Housekeeping 
Visitor Services 

Call Centre 
Security 

MD, CSSD 
BME, FME 

Division of Medicine 
Endocrinology 

Internal Medicine 
Renal Medicine 

Division of ACSS 
Pathology 

Diagnostic Radiology 
Emergency Medicine 

Division of Surgery 
Vascular Surgery 

Ambulatory Surgery Centre 
 

Division of Nursing 

Human Resource 
Manpower Planning 

SNEC 
Chief Projects Officer 

Facilities Development 
Clinical & Nursing Team 

Operations, Communications 
Infection Control 

Finance, HR 

Allied Health 
Pharmacy,  Dietetics, 

Podiatry, Physiotherapy 
Medical Social Service 

Communications & 
Service Quality 

Finance 
Decision Support Services 

Business Office 

IHIS 
SGH IT, Patient Systems 

Operations & 
Performance 
Management 

Accreditation & Licensing 
Preparedness & Response 
Performance Management 

Patient Safety Infection Control 

Chronic Disease 
Management Office 

Specialist Outpatient 
Clinics 

Safety Network 

Health Information 
Management  Svc 
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Planning Guidelines 

Seamless and hassle free service for patients 

Optimise facilities by creating multi-use rooms 

Adequate seating and circulating space 

Age-friendly design & facilities 

Teaching space to cater for training needs 



Infrastructure 

Care 
Model 

Processes 

Innovation & Transformation - Care Model 
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Traditional 

New Care Model 
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Integrated Clinical Care Services 
Diabetes & Metabolism Centre 
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• Centres of Excellence 
• Patient Centric 
• Multi-disciplinary 
• Team based approach 
• Design healthcare infrastructure to provide 

better integrated delivery 
• Seamless experience - Patients, Doctors, Staff 

• Seamless Operating Systems 
• Integration of services 

20 

Ambulatory Care Centres 
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• Condition / disease based 
 

• Bringing different expertise groups together 

– to shape care for patients  

– through continuum of care 

21 

Benefits 
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Particularly effective for: 
• patients who are typically cared for by multiple 

specialists 
• offers patient the convenience  

- being able to see all doctors in the same place 

• facilitates improvements in processes of care  
• promotes atmosphere of collaboration that 

positively impacts clinical care and 
opportunities for research 
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New Approach & Effectiveness 



Diabetes & Metabolism Centre (DMC) 

“We want to provide 
diabetes patients 
with quality care by 
having every aspect 
of their illness seen 
to by the right 
specialist in the right 
setting.” 
Dr Goh Su-Yen 
Senior Consultant & Head 
Department of Endocrinology 
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Multi-Institution Collaboration 

http://www.google.com.sg/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.singhealth.com.sg/TomorrowsMed/Article/Pages/E.Washington-Duke.aspx&ei=j3iiVYCILIe1uATcxYPACQ&bvm=bv.97653015,d.c2E&psig=AFQjCNEX29e7e9wP7KKzYQlRGx3y6f0NZQ&ust=1436797370387255
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Multi-Disciplinary Care 

Integration of 
multi-disciplinary 
services to deliver 

seamless and 
coordinated care, 
organised around 

the needs of 
patients with 

diabetes & 
metabolic 
conditions 

Patient 

Endocrine/ 
Diabetes 

Renal 
Medicine 

Internal 
Medicine 

Vascular 
Surgery 

Peritoneal 
Dialysis Vitreo-

Retinal 
Service 

Nursing 

Podiatry 

Dietetics 

Physio 
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Infrastructure 

Care 
Model 

Processes 

Innovation & Transformation - Infrastructure 
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Budget 
 
Timeline 
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Project Timeline 

 
Req. 
Gathering 

 
Workflow 
Planning 
 

Dec     Jan    Feb    Mar    Apr   May     Jun     Jul     Aug     Sep    Oct     Nov    Dec    Jan     Feb   Mar    Apr 
2014 2015 

Target 
Completion 

Apr 2015 

Tender 
Package 1: 
Demolition 

Design & 
Development 

Demolition 

Tender 
Package 3 : 
Main 
Contract 

Construction: Builder Works, Lift Shaft, M&E, Interior Fitout  

Commis
sion & 
Migratio
n 

Tender Package 2:  
Lift Tender Lift Order Installation 



29 

DMC Level 2 
RETINA CENTRE 

DMC 
Level 1 

VASCULAR SURGERY 
X-RAY 

 PODIATRY 
PERITONEAL DIALYSIS 

DMC Level 4 
RENAL MED, INTERNAL MED 

DMC Level 3 
ENDOCRINOLOGY & DIABETES 

LEVEL 4 

LEVEL 3 

LEVEL 2 

LEVEL 1 

LAB PHARMACY 

PAYMENT CDMO BOWYER BLOCK C 
Level 1 

Floor Stacking 

Levels 1 – 4 :            5,020 sq m 
Bowyer Block C L1:    460 sq m 
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Integrated Facilities 

Integrated facilities for one-stop service 

Clinics 

Blood Taking 

Right Siting Office 

Central Payment 

Pharmacy 

Radiology 



Consultation Rooms 

• Compact rooms of 11.52 sqm with sliding doors 

• Fully equipped assistant workstation for queue 
management, appointment scheduling, e-charge 

• Multi-purpose – anyone can use 

• Space & cost optimisation 



Multi-Purpose Rooms 

• 4 to 8 sqm multi-purpose rooms 
• Nursing - patient assessment, listing, counselling 
• Non-doctor consults by medical social service, 

pharmacy reconciliation service, dietician 
counselling, renal coordinator, nurse educator 
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• With attached disposal rooms  
• Multi-purpose 

- endocrine tests, FNAC, injections, dressings 

Treatment Rooms 



Peritoneal Dialysis 

Dedicated exchange area 
with recliners for patients 
who need to perform 
exchange during an 
extended visit – enhances 
patient care & experience 



One-Stop Vascular Surgery Clinic 

• One stop service for vascular patients 
• In-clinic vascular scan unit facilitates same day scans 

- Reduces overall waiting time for vascular scans 

• Procedure room for same day vascular procedures 



Cluster Concept for Team Based Care 

• Facilitates multi-disciplinary consultations and 
team based care centred around the needs of 
patients 

Doctor 

MSS Dietician 

DNE 

Patients 

YAD (Young Adult Diabetes) Clinic  



Cluster Concept for Teaching 

• Facilitates supervision of residency and other teaching 
sessions  

• Discussions can be conducted in the internal corridor 
away from patients if needed 

Teaching clusters 
with 1 senior 
doctor supervising 
up to 3 teaching 
sessions 



Cluster Concept for Teaching 

Back corridor Teaching room 



Sub-waiting Areas 

• Smaller consult rooms 

• Wide corridors 

• Sub-waiting areas to  
de-congest waiting 
area 

Sub waiting areas Sub waiting areas 
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Strategic Co-location of Services 

Pharmacy 

Blood Taking 

Right Siting Office 

Central Payment 

Bowyer Block C 



Collaboration and strategic alliances with our 
Partners for Continuing Care in the community 
• GPs 
• FMC 

Right Siting Office (RSO)  

Continuing Care in the Community  



Age-Friendly Features 

Wheelchair Lots Large room numbers & 
Handrails 

Chairs with armrest Amenities counter 

Hydraulic couch Low counters 

Large & 
contrasting  
lift buttons 



Way Finding 

Green Zone 
Blue Zone 

Colour Coding 



Way Finding 

Use of icons in signs & posters  

Information Counter 

Footprints to Lab 
& Pharmacy 

Centre directory 
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Toilets 



Staff Amenities 

Staff tea room 

Staff lockers & changing 
room 

Panic alarm system 
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Infrastructure 

Care 
Model 

Processes 

Innovation & Transformation - Processes 



1. Seamless Experience: 
 Putting Patients First 

2. Productivity through Innovation 

3. Technology / Automation 



• Healthcare – Manpower intensive industry 

• Shortage of manpower in healthcare 

• Difficult to find and recruit 

• Staff retention and development 

• Gen X, Y, Z 

• Unions 

• MCs, overtime, salary increase 

Manpower/ Staff/ Employees  
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Harness Technology 
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Harness Technology 
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Harness Technology 



Harness Technology 

• Multi-purpose, self-service kiosks to encourage self-
registration & self-payment 

• Colourful visual to guide patients 



Patient Journey 

Typical patient journey 

New case or walk-in 
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• Use of pictograms/visuals rather than just words 

• Easy to understand 

1 Queue 1 Payment (1Q1P) 
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e-Charge 

• Staff enter charges as services are rendered 

• Cashier finalizes the bill at end of visit & collects 
payment  
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One Medical Social Service 

• SGH & SNEC MSW collaborate to serve patients 
from both institutions 



Harness Technology 

https://epay.singhealth.com.sg/
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Stakeholder Feedback 
“We are so glad to have this facility to provide genuine multidisciplinary patient-
centred care for chronic diseases like diabetes and hypertension. The Ops team 
are true champions of patient care and have helped the clinicians bring state-of-
the-art outpatient care to our patients, and have worked tirelessly behind the 
scenes to bring this project to fruition.” 
Dr Goh Su-Yen 
Senior Consultant & Head 
Department of Endocrinology 
Singapore General Hospital 

"The co-location of related services within close proximity inside 
DMC allow for better patient centric care and the patient’s 

journey within the hospital as pleasant and efficient as possible." 
Dr Chong Tze Tec 

Senior Consultant & Head  
Department of Vascular Surgery 

Singapore General Hospital 

http://www.google.com.sg/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCOvByOSI28YCFUmVlAodrT8KeA&url=http://www.singhealthacademy.edu.sg/sites/sdc/Speakers Information/Pages/Asst-Prof-Chong-Tze-Tec.aspx&ei=YTylVauNDMmq0gSt_6jABw&bvm=bv.97653015,d.dGo&psig=AFQjCNHnHgDhoUO5b2RvPdexV7PRB7dDNA&ust=1436978651923418


61 

Stakeholder Feedback 
"The DMC's unique and thoughtful design has facilitated multi-disciplinary 
care made possible by the wide spectrum of expertise provided by the 
various SGH departments assembled under one roof to benefit our diabetic 
eye patients.  The outcome is not only better and more accessible patient 
care but also opportunities for greater collegiality and academic exchange." 
Ms Charity Wai 
Chief Operating Officer 
Singapore National Eye Centre 

"DMC is the result of close collaboration across different institutions , disciplines & 
departments to create a one-stop centre that aims to deliver patient centric multi-
disciplinary care.  With the opening of the centre, it is most heartening to know that 
our patients & clinicians value the team's careful planning & attention to details & as 
administrators, we too, are to contribute towards better patient care." 
Ms Yeo Shuan Khiag 
Project Manager 
Diabetes & Metabolism Centre 
Singapore General Hospital 

http://www.google.com.sg/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRxqFQoTCNap1PaI28YCFcsSlAodpaYLqA&url=http://www.apacrs.org/board.asp&ei=hzylVZbKCMul0ASlza7ACg&bvm=bv.97653015,d.dGo&psig=AFQjCNFimLfFSc9iaQ22jKTvBsJaF7jHew&ust=1436978689828786
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Staff Feedback 
“We are proud to be part of the DMC family; working in collaboration with 
each department guided by compassion & integrity, and sharing the same 
passion to make a difference to our patients.” 
DMC Pharmacy Team 

“New DMC is really great to work at... It's really challenging to 
work with different clinic staff and different type of patients ... 
everyday I get a chance to learn new things ... I feel good working 
at DMC.”  
Kalaivili D/O K K Karunaniti  
Patient Service Associate 
Diabetes & Metabolism Centre 

“Nice, new facility, more spacious, less claustrophobic & less 
stressful to work here.  The blue & green colours used also  

have a calming effect. 
Melinder Kaur D/O Jit Singh  

Senior Staff Nurse 
Diabetes & Metabolism Centre 
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Patient Feedback 
New façade  

& look is refreshing 
The journey is  
a lot smoother 

now. 

Signages are clear, 
easy to find my way 

around DMC 

Convenient to pay for 
everything at one 

station 
No need to queue 

many times for 
payment 

Good to have the blood 
test, pharmacy and clinic 
together – really one stop 

service 

Nice, new clinic,  
& waiting area is 
more spacious &  

comfortable 

The entire process was 
seamless from the nurse 
who takes the BP to the 

doctors and nurse.  
 

Willingness to 
 Recommend > 96% 

http://www.google.com.sg/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=&url=http://www.wpclipart.com/signs_symbol/speech_bubbles/speech_gradients/comment_bubble_gradient_pink_right.png.html&ei=mg-xVeORCIil0gT-i5WQDg&bvm=bv.98476267,d.dGo&psig=AFQjCNHKYyWq-jMQXItyvgJSzt4YkMbrAg&ust=1437753626426632


Multi-Disciplinary Centre  
Innovation & Transformation Journey 
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Thank You 
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