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Effective translation helps to improve our patient experience, especially for
Bangladesh workers. Thru improved communications, it decreased tension and

reduces stress to our staff.
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Define Problem, Set Aim Select Changes

Problem/Opportunity for Improvement Probable solutions
In SOC, 70% of our frontline staff (PSA) are non-Chinese speaking staff and
all staff don’t speak Bangladeshi. When serving this group of patients, PSA

To create cue cards with 2 languages -

were unable to communicate effectively with the Chinese-speaking English & Chinese
patients and our foreign workers, such as to: » List the common questions asked
* At counter: Explain registration and payment process Sl adiein: |
: : , , 1 -+ The translation cards are designed for
* Post consult: Direct patients to next location, explain next both rooms and counters
appointment and important factors such as fasting requirement, High number * Versed in 2 types of Chinese
scan preparation, etc. of frontline Translation .(Both for or older /
his resulted in misunderstandings b linic staff and patients, del staffarenon- VOB PeRenS
This resulted in misunderstandings between clinic staff and patients, delay Chinoce Get help from other colleagues in the PSE PS5
in the queue. PSA were perceived to be rude by other patients & visitors speaking 2 clinic i.e. Nurses, Allied Health, Specialty & polast Do First
hen th ted th ti Itiple ti Ops, etc T
when they repeated the same question multiple times. ~ | psy oeq
) Ask patient to bring someone who speak g
Aim 3 Chinese to accompany for follow-up g'
To provide a Chinese and Bangladeshi translation guide for PSA to ease appointments. = . PS4
communication between staff and patients and reduce miscommunication 4 Engage a Chinese translator in the clinic. 9| NeverDo Do Next
throughout their outpatient journey by May 2021. , , PS3
To create visual cue cards with 2

i Iar?guages - English & Bangladgshl Hard Easy
*List down frequent questions asked .
S a IS easu res , 5 : o . Implementation
High number during transaction with patients
- i of foreign * Translate the questions by our translator
Performance before interventions workers seen - Kohinoor (ED)
1. Explanation & interaction time per transaction in‘the Ortho - Call our Bangladeshi translator at ED to
: : : : .. : Clinic the clinic to assist in translation.
* 15 mins to 1 hour resulting in delay in waiting time for subsequent |
. . Reschedule appointment and call
patients in the queue; 7 embassy to arrange for translator at next
* over-crowding & unhappiness from other patients visit.

2. Negative feedback on staff due to miscommunication i.e. expression

and tone of voice were misinterpreted when PSA repeated the same Test & Im plement Cha nges

guestion multiple times i.e. request for LOG.

e 4to5 per month;

Others issues:

3. Miscommunication & confusion due to language barrier i.e. 1 Tocreatecue  Tocreate cuecardswith2 1. Improved ARO[
. _ (Dec’20to cards with 2 languages - English & Chinese communication and
patients do not understand what we are trying to tell them about Jan’21 languages and English - Bangladeshi effectiveness i o.

LOG) * List the common questions request such as LOG.
4. Longer wait time in clinic as need translator help and patient have asked during transaction

: .  The translation cards are
to wait for translator to come to clinic. designed for both rooms

and counters

2. Saved time on
translation and zero
referral to translator
for payment

* Versed in 2 types of
Ana Iyse PrOblem Chinese Translation (Both matters.
for or older / younger 3. No negative
Process before interventions gatie;ﬁ " feedback received
Workflow to communicate with foreign workers/ t et | Lnot(;]r t0 etF,) on staff being rude
Chinese speaking patients felislelie tile b EEL ol and reduces stress
(for Bangladesh cards) for staff.

Patient PSA attempt to Call for help from
arrived in —] CcOMmMmMmMunicate using Clinic Ops Manager
clinic sign language

[ ]
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PSA communicate
with patient

|

Understand
English?

Feedback Received

Translator

Patient available?

understand
the questions?

A very good initiative, helps me to
converse to Chinese patients (for
the simpler sentences). Patients

could understand better, but could

PsSA call company/

PSA ask for help from supervisor on the
fellow collelagues phone to explain

The script helps staff gain
confidence. It also makes patients
more comfortable speaking
Chinese. It is very helpful for both

l Yes

be improve on!

Patient proceed with
registration, consult;
appointment booking -
and payment as per
norm workflow

F Clinic translator will
assist patient at
various touch points

Supervisor

Colleague .
available?

available?

Zlyarana, Room PSA

staff and patients!

Reschedule
appointment

Louisse, visitor

Clinic staff will assist
where possible

Probable root causes

5 Whys
Prc_>b|em state_ment: _Staff are unable to Comm_unicate effectively with o P -
Chinese-speaking patients and.BangIadesh patllents. | | S p re a d C h a n ge S’ Le a r n I n g O I n ts

Why? Many patients are non-English speaking, especially

foreigner workers to Ortho & Medicine Clinic.
Why? Zg;/;lc()fo;c:]r;tlgr;ee::ﬁrf are non-Chinese and cannot Key Iea rn i ngé
Why? Patient came alone without help for translation. Effective translation helps to improve our patient experience, especially for
Bangladesh workers. Thru improved communications, it decreased tension
Why? No translator available in clinic

and reduces stress to our staff.

Take action!!
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