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Background Information and Project Objectives

In 2023, SGH processes approximately half of its refunds via Cheques. However, following the Monetary Authority of Singapore announcement to phase out the use of
cheques in 2025, it is necessary to review and identify a suitable refund mode to replace cheques. SGH’s current refunds process is also resource intensive and time
consuming. On occasions of increased refund volume, additional effort and manpower may be required to manage adverse feedbacks due to lengthy refunds processing time.
Hence, there is a need to study and identify improvement opportunities within the patient refund process to reduce the processing turnaround time and to improve the

patient’s overall experience in SGH.

Primary Objective: Secondary Objectives:
Gradual reduction of cheques refunds and the eventual cessation of the usage of cheques. 1. Increase the % of refunds processed within 7 working days.

0/ 2. Increase the % of refunds that are processed towards Patients

Implementation Plan Challenges
* Pre-Implementation:

« Team was concerned there may be high rate of failed PayNow transactions as

1. Development of communication material to announce new refund method, patients may not have registered for PayNow (NRIC).

and announcement of new refund method across multiple platforms .+ To overcome this:

[ ] [ ] [ ) [ ]
SGH Website SGH Facebook Posters in Clinics . . . 0
— 1. Team collaborated with DBS to continuously monitor the % of unsuccessful
Refu n d S We are thrilled to announce a significant upgrade in our refund process - introducing PayNow to Soaressh |
NRIC/FIN for refunds! . °
Refunds, if any, shall be made only after offsetting against all outstanding bill(s) owing by the patient. f;;';‘,":ntsnf;“eiﬁ;ﬁf p“;%f;b’v'?yﬁ?;;Ti;?,;ﬁl‘fﬁ;’i;li‘“d ofrefunding via cheque with the : t ra n S a Ct I O n S .
* For payments made via credit card, refunds will be credited back to the same credit card. v:ai;sforeci:‘qiﬁ: e ot slnreha e Receive fa.ster |
* W.e.f15Jan 2024, for payments via NETS, cheque, cash or SGH self-service stations, refunds will be processed via PayNow to local bank accounts 5 - sl i i e refunds-with : .
registered with NRIC or FIN. We're always striving to make your healthcare experience even better. . PAYN@W 2 ° Se pa rate Workfl OW Was d eve I O ped to m a n age fa I I ed PayN OW refu n d S.
* Processed within 10 working days from final bill date. s g Lo i NRIC/FIN
Refunds for your SGH transactions mad

Any enquiries on refund, you can send us your request online >

* Patients with failed PayNow refunds will receive SMS notification to
register for PayNow (NRIC) before they can receive their refunds.
 Subsequently, these refunds are reprocessed after a 2—3 week period,

SGH will be
replacing cheque
refund with Refund

e = | allowing sufficient time for patients to complete their registration.
2. Patient education of new refund method during financial counselling _
i
e — -~ Results
BN, Reduction of Cheque Refunds

EFUND TO PATIENTS (INSTEAD OF P
WITH NRIC / FIN
At Singapore General Haspltal, we & commi
convenient and efficient services. To enhance your exparience with us, we are excitad 1
to announce a significant change in our refund process. . 7 0
Starting 15 Jan 2024, we have replaced the traditional method of refund via eheque ) ) ) I 0'
with @ more streamiined and faster option - PayMow, This shift reflects our dedication 1
to keeping up with modern payment methods and ensunng that your refunds (if any),
are processed in a timely and secure manner to the patients

' 57
Attached are some Facts and Questions for your reference. | o 0
For further clarifications on refunds to patients via PayNow-NRIC / FIN, pleasea submit N 60 /o
your enquiries via https:/for sq/askRefund, 1
Nk you far your understanding. | P
I
is is a computer-generated letter and no signature is required.] |
1
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 System Enhancement to enable seamless processing of PayNow (NRIC) refunds 10% - / .
> Enhancement required to enable automatic retrieval of Patient’s NRIC from SAP % . °
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PAT Master record when 1FSS triggers the PayNow (NRIC) payment run.
» Prior to enhancement, Patient’s NRIC manually retrieved by SGH PFS Team.

—--% Cheques —-%PayNow
* Usage of PayNow (NRIC) for refunds has increased, while usage of cheques for

» Enhancement Timeline:
refunds has reduced to approximately 1-2%.

March 2024 April 2024 May 2024 June 2024 July 2024
] Refunds Turnaround Time and Refunding to Patients
Functional Specification System In?egration Testlng & Go- of PayNow Refunds g
Document Testing Live :
| 90% 81%
* Pilot Phase: January 2024 to June 2024
. . é 80%
» Pre-determined number of cheque refund cases replaced with PayNow (NRIC). ——
» Pilot conducted with a small patient pool; initially started with 10 cases per 70%
week, eventually scaled up to 60 cases per week in June 2024. 60%
» Pilot provided the platform to identify potential workflow issues, determine | 500
opportunities for improvement through regular feedback before full-scale
implementation. . 40%
* Full Scale Replacement of Cheque Refunds 30%
> In | | 2024 T | d ” h f d 'th PavN NRIC th | Aug-23 Sep-23 Oct-23 Nov-23 Dec-23 Jan-24 Feb-24 Mar-24 Apr-24 May-24 Jun-24 Jul-24 Aug-24 Sep-24 Oct-24
nJuly , [€aM Teplaced all cheque rerunds wi dyINow ( ) a5 the --% of Refunds Completed within 7 Working Days --% of Refunds Processed to Patients

system enhancement was completed and there was good progress from the
/ P 5 Prog * % of refunds completed within 7 working days and % of refunds to patients

pilot phase.
> Cheque refunds reduced to 1 to 2%.

has increased.
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