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Frequent interruptions by patients or NOKs at registration counters affecting
work efficiency

Delays in task completion and increased risk of errors

Limited visibility of wall mural beyond registration area

Difficulty coordinating team discussions due to shift work

Challenges in standardising clear messaging across touchpoints
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e Reduced interruptions at registration counters
o Enhanced staff focus and operational efficiency
o Improved patient understanding of their care journey and
next steps
e More consistent access to information across ED touchpoints
o Strengthened teamwork and collaboration despite shift
constraints
o Positive staff engagement and ownership of initiative
®» . —~
THANK YOU FOR SHARING KeYy
Md Nur Syazwah, / Teamwork Drives
genior Patient service Associate Sustainable Change
Rachel Lee :
patient service Associate Executive o o st
S‘Jarifah Noor Izzati . sustained improvements in workflow and
fenior patient fervice Associate \ patient experience.
Lydia Natasha A
senior Patient Service Associa e
Md Rafiq Sumart

senior patient Service Associate

emergency Department

1))

I0GEthErAVEIsaN|CYeateiaispaceswherestaricanvorkiappiiyant ersecuvelys



	SMALL STEPS TO  BIG CHANGES
	CLARITY FOR PATIENTS, EFFICIENCY FOR STAFF
	ED Patient’s Journey Guide

	Challenges
	Implementations

	Outcomes
	Reduced interruptions at registration counters
	Enhanced staff focus and operational efficiency
	Improved patient understanding of their care journey and next steps
	More consistent access to information across ED touchpoints
	Strengthened teamwork and collaboration despite shift constraints
	Positive staff engagement and ownership of initiative
	KEY



