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Annually, there are over 1 million laboratory tests performed for our outpatients. However, the 2) Automation oflab billing with Robotic Process Automation (RPA)

lack of integration between Laboratory Information System (LIS) and Outpatient Admmistrative a. Preparation ofdata source
System (OAS) results m patients and staff relymg on paper-based processes, which 1s time-  Usmg data from LIS as the source of truth, lab tests are now billed when the tests
consuming and requires manual effort, to ensure that lab tests are billed accurately. are performed, rather than when the specimen is collected

 'This ensures precise charges posted to the patients and accurate recovery of
revenue for the services rendered.

Our Staft N Our Patients ) o
* Over 576 man-hours spent + Reduced patient experience b. Summaryofthe RPAworkflow for lab billing
p.er.month to complete lab from bill disputes. Matohing for billed .
bllhng. LIS report + cases and Filterin Input file for Bill No | For Manual
° Human errors re Sultm 1 e Hints campus > & > RPA finalized Y
g1n bill data forcases out of RPA enerated bvRPA Check
inaccurate / incomplete scope 5 J

\__ billing. -/ \_ -/ Yes

Billed Services
- a. Scope of RPA

Report
* Currently, the scope of RPAcovers 80% ofexisting outpatient lab billing workflows.

To review and optimize the outpatient lab billing process to improve billing « The remaining 20% comprises certain locations and types of cases that are
accuracyand completeness. excluded due to data lmitations, special workflows, or existing separate RPA
solutions.

A multi-department workgroup was formed consisting of representatives from Finance,
Ambulatory Services, Pathology to review the existing lab billing process. Aprocess mapping
exercise helped to identify key steps mvolved m the current billing process and the following
arecas for improvement.

 Bettermanage patients’expectations on lab services

* Improve billingaccuracyand completeness oflab services _

b. Selection ofpayer at bill finalization
 'The robot adopts the payer type from the most recent billed visit of the same case
and finalizes the bill for these payer types: self-pay, staff benefit (all SingHealth
institutions) and MCPS/CSC.
 For all other payment methods, including Medisave (all schemes), the bills will be
checked and finalized by a staft.

The workgroup subsequentlyused a Driver Diagram to brainstorm for potential mterventions to
address the improvement areas. Lab Test Webpage Performance

Since its roll out in July 2022, the new webpage

Primary Driver Secondary Driver Interventions . , 0
- featuring details about SGH laboratory 90.1% of traffic came from :
. . Cost Table on "Estmmated : services and estimated costs has experienced Google search engine :
Information on estimated cost Outpatient Lab Test Charges™ . duali .. -
oflab services made available based on 50t — 75t percentile a gtadualincreasc m views.
price range " . o , n
Bet;iizftz?ge : —~ Close to 8,600 total views [D 7,2‘8 /(l))Fl)lee\yers accessed .
. Ty . . vVia moOO1€ ACcVICC .
expectations on the || Highest monthly views: 1,046 :
bill size oflab FAQs on SGH Outpatient . .
services Laboratory Services - ! !
Disclaimer that finallab bill RPA Billing Performance Benefits of Implementation
size maybe adjusted due to : . .
Add-on-tests (AOTS) : RPAhas been running daily since June 2023 to : E
To improve billing : : : billan average ofg695 yatients erda : O Saved 3,211 man-hours :
acouraoyand Publish on public space g p p y. @ involved in lab billing processes
timeliness, and per year!
enhance the . : .
experience ofboth @ F/¢\7 : :
tient d staff n . eqq e -
palitnls ahd st Reduce manual work involved Use RPAto automate lab ! '—\/—I o S Reduced 50% of'b llhng i
in billi ice billi - i : : :
in billing process service billing process : Q0% 010, inaccuracies caused by :
Manual workload Accuracyratel!] billing oversights and variations in
Improve billing B | alleviated practices, amounting to >$574k
accuracyand Reduce reliance hardcopy Automate billing of services n ofrevenue gained ! :
e using reports from LIS and . " o
completeness oflab CPOE forms for billing HIntS - . "
SCI'ViCCS © E [1]: 9% attributed to system lag or errors encountered during 3" party payer validation E [2]: Estimated based on data from June —December 2023 .
Revise and enhance existing
- : : : Ensure alllab services are lab services billing process to _
Figure .1 ; Outc?me of DI’IVG%‘ Dia gram us ed billed integrate with RPA billing
for branstorming of potential solutions process
Harmonized Workflow
_ Elimination of variations in Not the end but the start ofa
Cross-Department practices between different clinics NEW workflow
Coordination and departments is necessary to Constant reviews and updates of
1) Dedicated webpage on SGH Website (https://www.sgh.com.sg/labtest) Inputs from different process ~ maximise the efficiency of RPA. ﬂﬁe RPAlloglcl_tC} be aligned with
a. To help patients have a betteridea of what to expect for their lab test visit and bill size owners allowed for holistic ospital policies &processes
b. Information on estimated cost of lab services for common specialties are displayed, view of entire process

using 50t — 75t percentile of the bill sizes incurred by patients in FY2021

c. FAQs written m the flow ofthe patient’s journey

d. Disclaimer to inform patients that additionaltests maybe performed based on clinical
needs and charges will be billed accordingly

. . Cost of your laboratory investigations AdOptil’lg Automation
Flgure 2 : We b p a ge p ub hS h e d O n t_jl;htjs;taLr::es;iliiu:i;);1;w;;l;s;;:igigrug:Setzstifmc;T::?t;c;(t;ffgsrtt:;?sﬁzuerr:fdicaI condition and for the management of your medical needs. You may refer Re p e tit ive a nd h igh _VO lum e m a nu a 1
lab Oratory SCTIVICECS Information on Estimated Outpatient Lab Test Charges in SGH pro cesSSseSs jus tiﬁe d the usc O fRPAand
W% % R -y~ Spocisly "‘“ PriceRanee — helped staffto gain a betterunderstanding
m Conditions & Treatments Specialties & Services Your Clinic Visit  Your Hospital Stay  Visitor Information E-Services Other Conditions $180 - $335 $62 -$126 O f it S C ap a b ilitie S a nd lim itatiO Il S
& Home = Patient Care = Visiting a Specialist > Lab-Test > Preparing for your Laboratary Investigations Renal Medicine $304 - 3631 $152 - $300
Prepa ring fo_r your La boratory 09@ e@o Rheumatology & Immunology $407 - $687 $154 -$276
Investigations Blood Cancer $531 - $1,340 $163 - $461 . . . . .
Lab tests are often used to help diagnose for a specific disease or condition. Some lab tests provide more general information about your organs, blood cells ver Transplant $02-809 #27975650 C h ln C h e n S 10 n g 1 ) Je nn lfe r YO n g C hu 1 I_a n 1 9 S 10 n g Gu a n C h e n gl )
and other bodggfr?szeems[;;teinaCLUdiS ;.zl?tirrﬁia sta?ﬂiof your blood, urine, other body fluid, or body tissue. A health care provider will explain why the testis Information accurate as of 1Jan 2024, ° ° ° . ° °
B Shevir Tan?, Chiew PeiPei?, Sarina Bte Mohamed Abdullah?, Alden Tan Yuan Siang?,
{ Blood Test Chua HuiMin?, Fiona Chan Seet Ling*, Eugene Sim°, Karen Shiu,
S Kemas Muhamad Zulhaimi Bin KAOmar>, Kelly Kang Geok Kee>, Shawn Poh Kiat Keong>,
YmoaL,!:::It;,t;if;:;f;gf;;;f;;fgf;;ﬁ?:;?adsﬁ:Eiﬂ:,:f%ﬁ:ﬁ;ﬂ:j Felsnsd test is required before the next visit, and if fasting is needed. In general, C h a n Wa i C h in g6 , Na t a lia F‘e m a n d e Z He n g6 : IS a b e lla Ta n 7
Day of Laboratory Investigation
You may walk-in to the following locations for your blood test:
s SGH SOC Lab (Block 3 L1, Yellow Zone) . . . . . . .
o Wan- i 8008 - 5300 1. Fmmance &Accounting, 2. Patient Financial Services, 3. Histopathology,
. Disbees & eabolm Cempe OMEY L1 Lab 4. SOC Clinical Laboratory, 5. Specialist Outpatient Clinic-Operations,

o Mon - Fri: 8.00am - 3.30pm

LT LT 6. Artificial Intelligence & Automation, 7. Process Transformation and Improvement


https://www.sgh.com.sg/labtest



