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A Typical Patient Visit Flow
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 Walk‐in for all services
 Manual Processes 
 Paper‐based
 Segmented
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Patient experience



A Typical Patient Visit Flow
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Self‐Serve Kiosks
Registration
 Payment 
Appointment



Getting a Queue Ticket
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 Manual distribution of queue 
numbers 

 Manual management of up to 
1,000 patients

 Manage by ticket controller; no 
decision support tools

 Unable to know the number of 
people waiting in Queue

Numbers are pre‐printed 
in a booklet

Getting A Queue Ticket



Getting A Queue Ticket
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 Red and Green buttons – segregate 
queue for consultaion, women’s and 
children’s services

 Tickets for X‐ray, laboratory services 
were issued separately 

Queue Machine 
introduced in 2001

 Patients were confused and 
pressed wrong buttons

 The different queue tickets 
created more confusion. 

Getting A Queue Ticket



Self‐Serve Kiosks
Registration
 Payment 
Appointment
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Getting A Queue Ticket
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 Touch‐screens with 4 languages, 
colours and images 

 System interface between Qmatic 
and Outpatient Admin System (OAS)

 Management of queue based on 
appointment, walk‐in and services

 Capability for expansion to incl. 
speed registration etc.

Service Selection Kiosk 
introduced in 2005

Getting A Queue Ticket



Making Payment



Making Payment 
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 Wait for queue 
number to be called

 Pay at the counter by 
cash or NETS



13

Making Payment

Self‐Serve Kiosks
Registration
 Payment 
Appointment
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Making Payment

 An option of making payment vs. 
queuing and waiting at payment 
counters

 Accepts payment by NETS & cash card

Payment Kiosk 
introduced in 2009

 Reduce waiting time for 
payment – from approx. 30 
minutes to 5 minutes

 Each transaction takes about 3 
minutes 
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(IF NO MEDICATION)
PAYMENT CAN BE MADE AT
 After doctor consultation 
 After laboratory service

Making Payment

After doctor consultation

After laboratory tests
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Making Payment – Media Coverage
Singapore Health, March/ April 2010
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Year 2010 to Jul 2013 

Total Transactions
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Usage of Payment Kiosk

2010 7,882

2012 267,106
2011 172,107



Resource Management

Organisation Impact
 Better management of resources 
and staff

 Free up more staff
 Staff are redeployed to other 
service points  Add picture



Making An Appointment



Making An Appointment
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 Make an appointment 
through a staff (nurse, 
patient service assistant etc)

 Wait to see the staff to get 
appointment

Add picture



21

 An option of making appointment vs. 
waiting for staff to assist

 Able to select date and time slot
 Book, change or cancel appointment
 SMS alert to remind of appointment 3 
days’ in advance

Appointment Kiosk 
introduced in 2011

 Reduce waiting time – from 
approx. 15 minutes to 5 minutes

 Easy to use
 Potential reduce defaulter rate

Making An Appointment
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APPOINTMENT CAN 
BE MADE AT ANY 

POINT

After doctor consultation

After laboratory tests

Making An Appointment

Before/After collecting 
medicine



Our Journey
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Self‐Serve Kiosks

Enhance Self‐Serve Kiosk 

FUTURE PLAN



Thank you

This presentation contains information which is confidential and/or legally privileged. No part of this presentation may be disseminated, distributed, copied, reproduced or relied upon without the expressed authorisation of SingHealth.


