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Patient experience comprises all the interactions patients have with the healthcare staff at various touchpoints throughout the healthcare journey. It is therefore important that every staff
embraces a harmonised service culture and subscribes to a common set of service values to ensure that the patients experience consistent and exceptional care when they undergo care at
NHCS. To achieve this, we constantly raise the awareness of the service values amongst staff, reminding and reinforcing the desired behaviour for the patients.

AIM To create awareness and reinforce NHCS service values among staff to enhance patients’ experience.

Methodolog E Resuils

NHCS Office of Patient Experience (OPE) co-created the NHCS service culture with its stakeholders including Compliment to Complaint Ratio
staff, SingHealth Patient Advocacy Network (SPAN) members and NHCS Patient Experience Steering
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Former CEO, Professor Terrance Chua launched
the new PV.O.T.E. service culture along with a
newly created PV.O.T.E. video that involved
staff from different departments

and patients . fewer negative service-related feedback in the same period.
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NHCS compliment to complaint (C:C) ratio peaked in 2023, the highest in
the last decade, after the full implementation of the PVO.T.E. initiative.
Prior to the PV.O.T.E implementation, the C:C ratio hovered over the
range of 54.7 and 97.4, lower than 151.4 which was achieved in 2023. An
anomaly of a high C:C ratio was observed in 2021, during the Covid period
as the healthcare workers worldwide were applauded and appreciated for
their sacrifices and dedication during this period.
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~ Be courteous ond remember to smile
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Conclusion

- The tripartite creation of the PV.O.T.E. values by patients, staff and management demonstrates a common desire to deliver and receive exceptional patient experience. Through intentional
regular communication, staff are constantly reminded of the values. Recognising the role models who exemplify such service values, the desired service culture that applies to patients and
staff were further reinforced. The reduction in the negative feedback; increase in the compliments received and improvement in the C:C ratio not only shows that staff are assimilating this
service culture, staff morale is also elevated. All these positive reinforcements make NHCS an overall better workplace for staff and preferred healthcare institution for patients.
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