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AGENDA



PSA FOCUS GROUP / DIALOGUE
Following the PSA focus groups / dialogue sessions with
Senior Management in Nov 2011, the PSA framework was
established in 2012 to address PSA feedback on career
development, identity and engagement.







+ Conducted a 2‐part survey to better identify 
what a PSA would like to see in their career 
development

‐ Written survey
‐ Focus group
‐ 86 respondents 
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CAREER DEVELOPMENT



JOB DESIGN /
CAREER DEVELOPMENT

+ Survey Results

‐ Opportunities for an Executive position

‐ Opportunities to lead and train a 
team of PSAs



JOB DESIGN /
CAREER DEVELOPMENT

+ Survey Results

‐ Opportunities to promote patient‐centric 
care by providing value‐added 
services

‐ More structured training and 
competency checklists



Initiatives

+ Introduction of Executive level (JG 11 & 12)

‐ Patient Service Executive
‐ Assist Clinic Managers in managing the clinic 
which includes:‐

• Lead and manage PSAs including Asst 
Supervisors/Supervisors

• Recruitment of staff
• Planning and managing clinic’s CAPEX & OPEX
• Project management
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JOB DESIGN /
CAREER DEVELOPMENT

Initiatives

+ Job Empowerment

‐ Assistant Supervisors & Supervisors to actively 
lead, manage and be responsible for a team of 
PSAs

This allows Clinic Managers to focus on other key 
priorities.
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Initiatives
+ Job Enlargement

‐ Value‐added Services
Financial Counselling
Medication Reconciliation
Patient Education 
Patient Ambassador

‐ Core Services remains as:‐
Registration/Billing
Room Assistance
Appointments Making
Medical Records Management System (MRMS)



+ Training programmes and 
competency guidelines 
should be in place for job 
empowerment and job 
enlargement.

+ From the survey, 93% of the 
PSAs agree that there should 
be adequate training 
provided before progressing 
from one grade to the next. 
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Initiatives

+ Revised and developed 
competency checklists 

+ Revised learning roadmap 

+ Make available leadership 
programmes to PSAs

+ Adds more clarity to the career 
development of PSAs
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competency
programmes



IDENTITY & ENGAGEMENT

PSA identity sculpting and engagement, 
together with career development, are 
essential to the success of the framework

+ PSA Identity Campaign

+ PSA Engagement Initiatives



Target Achievements

+ Up‐skill our PSAs

+ Achieve job redesign and enlargement 

+ Facilitate career development 

JOB DESIGN /
CAREER DEVELOPMENT WORKGROUP

Enhance retention and staff engagement



Thank you


