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Key Enablers
y The Challenge
The turnaround time for referral to NUHS (National University Health System) from NUP (National
Harmonised University Polyclinics) can be as high as 8 days (90t Percentile), with an average of 5.1 days from Jan 2021
Referral Criteria —Jan 2022. It was found that this was due to excessive touchpoints and a relatively un-optimised

workflow in the process of getting the referral scheduled.

The Solution

By streamlining this process via harmonization of clinical criteria in the shared physician referral order
form (by each specialty), harmonised timeframes (urgency) and harmonised workflows so that we can
automate the referral screening process and provide the earliest available appointment (oneNUHS
Appointment System). This is further made possible by consolidating our Contact centre (oneNUHS
Contact Centre) and empowering them to be able to schedule to all institutions within NUHS (Figure 2.0).
The reduction in manual communication and assessment of the referral has led to a consistent reduction

in NUHS Referral turnaround time from an average of 5.1 days to 1.8 calendar davs.

MPROVED
Vision — Seamless care experience Cross
MUP’IE[,WCC Place a referral NUP/ED/UCC institutional
know 15h?§ewices of 3 = Dr One NUHS Contact Able to search 'El_l EEEE E:|E't5 °
cocnmattution .- | Slace o referral Contres across all NUHS institutions SChedUIlng
Patient wants to e . order.
goto NTFGH r - e Turnaround
| g _ 9 — | NUH, NTFGH and AH .
No available / I|I Mo available tlme by
o EhR:::;:rTg;E zllz:::t gt slot j I|I appt slot
| nearly 300%
Refer AH to
NTEGH Contact Centre QCh :::Ef; :ng;gt;m o et for anpt ot
_ A Comtact Contre o System displays the earliest available slot as first option to schedule
) NUH Contact Centre = o an appointment for the patient
- £ =\, Available Appt Underpinned by the NGEMR Epic Cadence build engine whereby the
- " made system algorithm helps appropriately right site patients based on
services available, age, criteria and waiting times.
Figure 1.0 Figure 2.0
How? . . .
Strong buy in and collaboration between Group Ops/Institution Ops, Conclusion — user testimonial
Clinicians, Contact Fentre and C.Sroup Medical Informatlcs Office (GMIO) Our turnaround time has increase in efficiency by close to
and support by senior leadership and head of specialty departments. 300% for our routine appointments and our handling time
~ per referral is halved. We also use to have an average of 5
to enabl . .
slporithm to search N errors per month to current 1 error since we went live.
institutions for earliest appt * Understand and Provide
feedback on end-to-end process . . . . . .
+  Provide operational requirements Contact of referral orders & annointment In terms of patient experience, patient will be given earliest
] Eentre PP . . . . . . .
for build of booking in ONE system and at access to treatment within NUHS if patient did not indicate
individual sites location preference.
First Visits (FVs) at all 3 hospitals can now be made or
| NUP ED / UCC Clinicians +  Provide clinical requirements for rescheduled within the same call to the referral team.
i.e. Referring Drs use this build of the referral order form Before referral harmonisation, patients/referring locations
form to order referral *  Harmonise: have to call the 3 hospitals’ contact centre themselves. So
' Review referral order +  Naming convention definitely an improvement to patient services as well.
form developed by . forral criteri
respective specialty and Referral criteria
provide feedback * Referral timeframe & process ~ Jessyln Ng, Head, NUHS Group Contact Centre
instructions

R I REFERRAL TURNAROUND TIME FOR SCHEDULING (CALENDAR DAYS)
esu ts —NTFGH —JMC NUH —AH

The RED line signifies the starting point since we implemented this |,
together with NUHS NGEMR wave 3b go live in Feb 2022.

8.0

1 We observed that highest reduction in referral turnaround time  |7°

(TAT) is for NUH as they contribute to the largest volume of 6.0 NGEMR GO LIVE with
referrals from NUP/ED/UCC - 2#::;:;:‘:2? :: -
[ There is no change in the TAT for NTFGH and JMC because they Appointment System

. . el 4.0
were already harmonized in the referrals process within Jurong

campus even prior to NUH/AH coming onboard NGEMR 3:0 Jf\\\/

[ For AH (Alexandra Hospital), you see a slight increase is because 2.0
they had a relatively smaller load and when they came onboard iy \\/\\
NGEMR, they see a higher but appropriate volume when the
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system automatically load balanced the appointments.
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