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Project Title 

Enhancing Workforce Productivity through Digital Workers – SGH's RPA Journey 

Project Lead and Members 

Project lead: Geoffrey Gui, Director, Future Health System  

Project members:  

 Matthew Han, Assistant Director 

 Chia Kuok Wei, Senior Manager 

 Chan Wai Ching, Assistant Manager 

 Natalia Fernandez Heng, Executive 

Organisation(s) Involved  

Singapore General Hospital  

Healthcare Family Group(s) Involved in this Project 

Healthcare Administration  

Applicable Specialty or Discipline  

 Operations  

 Project Period 

Start date:  2022             

Completed date: On-going   

Aims 

To automate manual & repetitive tasks, allowing staff to focus on more complex 

tasks such as patient care  

Background   

See poster appended/ below 
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Methods 

See poster appended/ below  

Results  

 See poster appended/ below 

Lessons Learnt 

1. The Need for a Proper Governance Framework 

A proper governance framework covers the processes, practices and policies 

surrounding the use of the digital workers. It reduces risk, prevents inappropriate use 

of the technology and is even more vital as we scale automation projects and use RPA 

more widely. Developing a framework that establishes the standards and best 

practices for the use of RPA and details the recommended guidelines that users should 

follow when adopting RPA into their work processes is hence crucial. 

2. The Need to Streamline Workflows before Automation 

The hospital has many processes that are legacy-driven and involve multiple 

stakeholders. To ensure an effective RPA implementation, RPA developers have to 

gather inputs from the process owners, analyse the workflow and take steps to 

redesign the process, before automating it. Streamlining the process simplifies it, and 

makes the automation more efficient. Under no circumstances should we automate a 

cluttered/ messy workflow. 

Conclusion  

As of July 2022, SGH has embarked on 34 RPA projects and successfully implemented 

22 of them, impacting 14 different teams from 7 divisions, including Allied Health 

Division, Division of Pathology, Human Resource, Organisation Planning and 

Performance, Patient Support, Patient Experience, Communications and Development 

and Pre-operative & Admitting Services. SGH is also exploring using RPA to augment 

clinical workflows in the near future. 
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Remember the 4 'S'es: 

1. Select wisely – Identify the key people to lead and drive the digital 

transformation. They play an important role as to whether the implementation 

will be successful 

2. Start small (or micro!) – Automate the small, easy processes that are done 

frequently first. You will gain experience and be more competent before you 

start the next project 

3. Study and streamline the process before automating – Do not dive straight into 

automation without first analysing and streamlining it first. Automating an 

inefficient process is worse than not automating it at all 

4. Spread the word – Promote the technology, get buy-in and support from 

management and get other employees excited about the possibilities 

Additional Information  

2022 National HIP Best Practice Medal – Workforce Transformation  

Project Category  

Workforce Transformation 

Job Redesign, Digital Workforce, Workforce Performance, Workforce Productivity  

Technology  

Medtech, Robotics, Digital Health, Data Analytics   
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