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Introduction

In recent years, SCH Operations has increasingly recognized the benefits of transitioning from paper-based forms to electronic forms

(eForms). This is further required with accumulation of some urgent issues faced by SCH Operations as follow:
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and the need for printing adds to carbon footprints and resource consumption.

T TP ”_“; * Cost = Increased in monthly costs associated with printing, storing. This also include expenses for paper, ink,
— ~ = filing cabinets, and storage facilities.

fﬁ;”;’:% ;,“ﬁL) » Storage and Space Issues = Physical documents require significant storage space
B T * Time-Consuming Processing = Handling, sorting, and processing physical documents has been labor-intensive and
U3 (o) 7 WJuadls| time-consuming for the team and this resulted in further delay of overall application processing workflow
*;“fff:i"“?m -1 » Difficulty in Data Retrieval > Searching for specific information in a stack of physical documents has been
KT Tf;, g,ﬁ; awe | ¢ tedious and inefficient, leading to delays and potential errors in retrieving the application forms
.l 40 el mocan) © Environmental Concerns = Use of paper contributes to deforestation and environmental degradation,

1. Key Request Form selected as it is most frequently

S/N Type of Forms Sites Involved Departments involved  Remarks SCH - Support Ops' Process for Application of Keys (and Other Requests) - Current
1 |Request for Key SCH Ops, Synapxe, Highest
Comms number of \\’
applications ( C )
received _,x"r :
2 | Request for Mobile Phone SCH Ops, Synapxe, 2™ highest A 2
Allowance Comms, 1FS55 number of No. (Incomplete info? ]
@ applications E HOD to pass to requestor fli
2 received o’ wastage o Ng
] wn for re- submission)
2| 3 |Request for Carpark Benefit SCH, SKH, | Ops, SKH, SingHealth | Obsolete QL (paper /
b (Monthly) SingHealth HQ = time)
Y o t sted t
2 HQ? E MIE Wa a time wasted
o . ;
F| 4 |Encrypted Portable Storage SCH Ops, Synapxe, Ops to share ¢ coordinate manual to coordinate
Device Application / Return Comms knowledge fo handlin
Form other depts t« B
benefit over
5 — :
;uil:ll.lr: Fnr.ms F-'T‘tir:“;:l- SCH All A nging with redu for
Hﬂ a Dfrtlﬂl;“"lt ’ IH:HBE, O Yes (HOD to pass to requestor e e
L - for submission to Support Ops)
for Name Tag) complete hadover form
: manual
A ] No. (Incomplete info? Support Ops e
3. DeSIgnlng eForms waLX nlntex 4. DEVElOpII‘Ig to pass to requestor for re-
Automating of processes and solutions to ' Prototypes by = submission) , —— -
. . Yes Ing request in - . -
workflow management easily and quickly apblving current 2 v el s Approval - Proceed with filing of Retrieving of keys to be
through low-code, drag-and-drop design pplying © received from requestor application forms in file passed to requestor
process to Nmtex @
| . , T | B ST Approval Required for Application of Key Request
‘ A H O (-:I-) .. . @ @ b = SCHANSEf - Emolla et E‘J? tf_:g_u Open with g B et s ‘ pp q pp y q
S.a..-e Pub!i=zn (2 Oypen Close [opiataty E-:Er.:-r \'q':r;ri-:':!m:- Settings ':i . Current Page | \q - .mk” hn, | Feed Outlook ___,_.;5 Form .,' Cui -I-;St p ] | | - |
" ) e | i i 5. Grantmg approval " Operations > Key Reques! For 6. Testing out all Mazlinna BmteAhmad-ﬁmazllnna.ahmad@::lnghealthth.mm.::g}
Q . . bmi d To @ Gladys Yap Hui Bee (SCH]
| &= rlghts to users via | dit i requests submitte Cc© Dacanay Darvin Rivera (Synape)
. o 115 1151
e core | connecons Nintex and () new tem or et tis to ensure users are
Dad Bl ~ commony used T undergoing UAT / SN N L e e a well captured via
Fi  Assign Frexi task - : : . i Gladys Yap Hui Bee,
& gn Flexi t e PrOd UCtlon tO v Date of Request Name of Requestor Requestor's HOD/RO Requstors' HOD/RO Stahus Nlntex
2% Send notification H 1 4 key request application is submitted to you by Mazlinna Binte Ahmad. You are required to approve or rejec
fmallze on WOfkﬂOW 3 days ago B Patricia Thean Yoke Peng B Mazlinna Binke Amad Approved
v Libraries and lists ST ' I3lease::|i|:kh9jformﬂredetailsandtu approve | reject the application.
v Logic and flow -H- Yesterdayal 11:56 AM M Mazlinna Binte Ahmad 1 Glacys Yap HulBee  Submilted Thank you.

2. Mapping of typical process of manual application received by Ops to identify bottlenecks, inefficiencies and areas of improvement

(1) The team came together in July 23 and decided on one most appropriate manual form to be converted to e-Forms. (2) “Request of Key Form”
Methodology was chosen as it is the highest number of application forms received by SCH Operations. (3) Process Mapping was conducted to identify wastages
and areas to eliminate. (4) Numerous testing with designing and streamlining of workflows were conducted via UAT/Production — Nintex.

eForm for
Results

“Key Request” was officially implemented via SCH’s Docupedia in May 24.
Application process was monitored closely with both qualitative feedback and quantitative
data collated. Total processing time from Application to Approval has reduced by estimated of

Key Request Form — Hard Copy vj 2d Option in SCH - Infopedia
Requester Particulars
aff Mame DepartmentDesignathon Employee b ——
Home News Hub Work Services Groups
Important Note
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Embrace a G
rquestor (Mame Signatune ROVHOD 'ShgnatureTate) 3 J u I 20 2 4
Lewvel 1. SingHealth

For Office Use only

wed by (Mame FfSignature/Date) | Recemned by (Mame fSignature’'Date)

Eco Bazaar 20Z B Key Request @

[ 4+ Locating form on INFOPEDIA \

%+ Downloading/Printing form/Collecting
form from Support Ops

4 Filling in form

Steps required & Time-taken: Physical forms

% Verifying form and approve/reject

“* Downloading of form to fill in and
sign

% Clarification with requestor if needed

4+ Clarifying details with team

%+ Sending out form to HOD/RO and
subsequently Support Ops (if approved)

%* Communicating with Ops to schedule
collection

\ Requestor
2 hours

Operations
1 hour

%* Providing form to Re
%+ Scheduling collection w
%* Verifying approved form
%* Recording of details in tracking

= ~ 6days + drawbacks

% Sending out form/reason (if reject)
back to Requestor

“* Communicating with Ops to schedule
collection/inform on request

“* HOD not physically available

Requestor’s HOD
3 days

Operations’ HOD

3 days
questor’s HOD's -1

Processing Time from
submission to approval
reduced by 80%!

E SimgHealth Incident Reporting Syst

El Data Protection

El Docupedia

El Facility Reservation System

El Quality Improvement

E Risk Management System (R

B s3 ( StalfT Health Surveillance Syster
El SCH Financial Matters

El SKH Event Risk Assessment Form
El whistle-blowing

B Workplace Safety & Health (W5H)

2y Req

Option in SCH - Infopedia

¢ nintex Key Request

Requestor Full Name:
*

SCH Email Address:  gladys.yap.h.b@singhealthch.com.sg

Depariment:  gKCH-Support Operations
Designation:  Senjor Manager

Cost Centre:

Gladys Yap Hui Bee

*

Site: | Please select site..
*

*

*

*

Steps required & Time-taken: Nintex forms
2 Locating form on INFOPEDIA “* Verifying form and approve/reject
,.E._ ' v e "E*'BE"'I:IEH | Fr__— | FI” | .
2 Filling in form B R e e
% Clarifying details with team . E"Reqﬂ% _
S e T L e R ! cctine with Bps ta schedule
subsequenthy-Support-Ops-(iE@ppraved) : E@#@EEHH%H#&Fm—Em—FeaHeH
o i sith Oncteehad.] 4 HOD et physically-available
ealection
Requestor’s HOD
Requestor .
30 mins | 3 days
Operations ~ Operations’ HOD
30 mins 1 dav 3 days )
T % Verifying stor’s HOD's approved
ith Requestor form anc ovefreject

X
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Conclusion/Sustain

- Key Request Form

ess of Request

'rint Ops’ paper / pdf form
xdia or from Support Ops
fo details on paper / PDF

HOD’s approval
rd copy to Support Ops

it HOD
yprove request

Completed forms from
after HOD approval
request in Ops’ master
' (hardcopy)
nd coordinate date / time

stor for key collections.

institutions

\ Resource
N

looking at converting |~
other Ops’ forms to

2. ldea has been well-
received by Finance,
Nursing and Human

To Improve!

SingHealth

Sharing of new initiative and

trainings were provided to users on
how to access, complete and to submit eForms.

with £l i i l. Cnrnmun ity Hospitals
7 1. The team will be S ——
o e —— = ]

Type in Remark if any;
Tick on “I Agree and

eForms and more i

COI Ia bOration With Fill up your particulars;
Choose Key Request Type;

Other dEptS / Type in name of your HOD/RO;

Presentation on
eForms via
Clinical Ops

Meeting for both

OCH and SKCH
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issued remain 3 property of nid most be retumed upon

1. Your request W|Il be routed to
your HOD/RO for approval

2. You will receive an email

notification on tttatus of
SingHealth
request ;Comm ity Hospitals
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7 \.and feasibility for implementation. J
uUnderstanding Set |
Nintex

1st Meeting:
Went through Mintex form
Aug 23 | and workflow creation,
using “Request for Key

requirements

Form™
H 2023
Create and Test
Jan —
Many 243
Creation of Nintex

workflow and forms
for various physical
forms, and UATs for
review and
amendments

3. Fora start, 2 sharing sessions conducted by )
Ops for various depts will be held in Jul 24,
with intent to spread across the knowledge

Timeline

Set regular meetings
with Synapxe to
finalize work process

Go Live * 1st Jun to go live for

“Key Request Form”™
*  Plan for next form to go
Jun 23 live “Request for Mobile
onwards Allowance™

*  Other forms for
conversion within Ops
or other depts
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