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Post Implementation Issues
* Ward/ Bed number reference guide was useful however patient

greeters continued to face communication breakdown

* Hence, patient greeters worked together with JCH PSAs on a
translated guide of commonly used questions during visitor
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Improved performance after implementation

 Both the translated ward/bed number reference guide and flash
picture cards has helped improved communication between staff and
visitors.

 Shorter and more seamless registration time - Approx 5 minutes to
complete registration by referring to the guide

e Staff on duty are able to promptly assist visitors and improvement in
service standards - 7 out of 10 staff on duty are able to register
successfully on their own referring to the guide

Language barrier between visitors and staff Spread Cha nges’ Lea i i ng POi nts

Spread change
The translated reference guide is used in both Lobby Management areas
and JCH outpatient.

WHY?

Limited language capabilities of staff
Key learnings

* Use of visual diagrams as tool can help improve communication
* Universal language such as numbers and pictures is useful in
communication

Due to operational requirements and rostering, may not have

staff of different language capabilities on duty
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