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Introduction

Patients scheduled for planned surgery would have to grapple with a myriad of information while providing inputs to humerous questions from the
hospital right up to the day of their surgery. At times, patients and their caregivers would also misplace or forget to bring along the admission Kits
Issued to them which could contain important information when they visit SGH Pre-Admission Centre (PAC).

Patients would also have to manage their anxiety as they prepare for their surgery while being loaded with more pre- and post-surgery
iInformation as well as undergoing educational sessions. The challenges could increase multi-fold for patients who are not IT Savvy and not
comfortable with English language.

The multi-disciplinary team comprising Doctors, Nurses, Educators and personnel from Operations, Digital Strategy and Office for Service
Transformation, was formed to explore, review and implement new way(s) of preparing patients for their planned surgery as well as
providing relevant information to patients via WhatsApp, in a timely and efficient manner.
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Conclusion

The multi-disciplinary team has demonstrated the importance of gaining insights from patients and z
their caregivers (i.e. users), conceptualised solution for the pilot, solicit input for the pilot and refine SingHealth
the solution while making it relevant to our patients. The multi-lingual Bot has engaged patients

(and their caregivers) as well as reduce their anxiety for their planned surgery. Patient Feedback survey

- Pilot Communication
Bot

The project team has provided patients who are scheduled for Total Knee Replacement surgery with
Interactive Bot that coupled with useful information via the WhatsApp in 24/7, thus helped to Patient Engagement for Total
address frequently asked questions and concerns from patients, and improve patient Knee Replacement Surgery
experience as part of the workflow redesign. The project has been made possible by the great
team spirit.
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