
One CGH 
- Reflections on Journey Thus 
Far 
 

 



 
   Context 

• Operational in 1996 

 

• 1000-bedded acute 

hospital  

 

• Growing population  

 

• Growing workforce 

 

• Growing infrastructure 
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PHASE 1 
THE INTEGRATED 

BUILDING  
Dec 2014 

PHASE 3 
CGH REMODELING 
 Through to 2020 

PHASE 2 
CGH MEDICAL 

CENTRE 
By  2018 

Changi General Hospital 



 
 

The Power of One 
 
  

 

 

One Team, One Goal, One Standard 



Asking “Why” Was a Journey …. 

…. a continuous 
journey for nearly 
100 of our staff over 
several months in 
2012 



NEW MISSION LAUNCHED 
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Strategic Planning 
Retreat 

OCT 13 NOV 13   MAY 14 

Analysis of Vision 
statement & Core Values 

Collection from staff 

Town Hall on 8 October  

DEC - FEB 14 MAR/APR 14 AUG 14 

Pre-Strategic Planning 
Retreat(s) 

Official launch 
of Vision & 
Core Values 

Vision 

NOV – DEC 13 

Compilation of Staffs’ 
input on Vision statement 
and Core Values 

http://cghspappprd01/sites/Intranet/CGH Wiki/Photo Library/CGH Town Hall - Towards Creating Our CGH Vision in 2014 08 Oct 2013/Towards_Creating_Our_Vision (19).jpg


Reframing CGH 

2213 responses 

received… 

More than 200 pages 

… 



Service Vision 

Patient Experience Workshop 





• Save lives through timely acute 
interventions 
 

• Restore functionality by doing the 
right things first 
 

• Provide complex outpatient care 
requiring multispecialty/ disciplinary  
care 
 

• Resource for Eastern Health Alliance 
in particular as service designer 

CGH’s Role in the Health Ecosystem 



Medical Emergency Team 
 
Any medical, nursing or allied health staff 
can call 
 
% unplanned/total MICU and HD 
admissions decreased from 36.9% (2008) 
to 15% (2013) 



Integrated Building: Operational end 2014 



Empowering Patients to Return to Wellness 

Living Room 
 

Care Team Hub 
Toilet 

Ensuite 

Bedroom 
 

Bedroom 
 

Terrace 
 

Toilet 

Ensuite 
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Cluster HOUSING of 10 beds 

 
Dining Hall 

Care Team Hub 

Dining Hall 



New Models of Specialist Outpatient Care 

Multi-
specialty 

Multi-
discipline 

Common 
facilities/ 
fast-track 
processes 

Integrated Practices 

Principle:  
The more complex the patients needs, the  smaller number of persons the 
patient should  interface with 



Seamless &  
Integrated  Care 

Save Time Save Money &  
Resources 

 

Key Features 
• Conjoint clinic for complex cases  
• Integrated Treatment Plan 
• Common facilities (e.g. Clinic, OT, Equipment) 
• Inpatient multi-disciplinary ward rounds 

Integrated Practices 

 Cough and 

Sinus Service  

Digestive 
Diseases 
Centre 

Integrated 
Diabetes Obesity 

Metabolic 
Endocrine 

 Head and Neck 

Service  



CGH ValuedCare Programme 

ValuedCare Program Office 

ValuedCare Heart Failure Team ValuedCare Hip Fracture Team 

Clinical 
Practice 

Healthcare 
Analytics 

Care 
Processes 

Total Cost 
of Care 

Key aims: 

 Transform model of care 

to value-based system 

 Enhance patient 

experience 

 Support integrated care 

initiatives 



Blood Pressure Machine 
with heart rate readings 

Personal Health Tablet Weighing Machine 

Health Management Unit (HMU) 

Heart Failure Clinical Team 

 

Implement care 

interventions 

• Tracks and responds to 

physiological readings sent 

through patient’s tablet 

• Follow up with patients / escalate 

to clinical team where required 

Patient @  

Home 

 

Daily 

monitoring of 

weight & 

blood 

pressure 

 

Hospital to Home Telehealth Programme 
 



Revising Clinician Remuneration  



Customer Satisfaction Index 

of Singapore (CSISG) 2015  

*significantly higher than its corresponding sub-sector, sector, or national score 
 



Working Together as One CGH 

- Lesson from the Journey Thus Far 



Planning: The CGH Way 

Start with  
Needs/ 

Criteria-Based 

Guiding Principles 

Focused on  
Outcomes 

Based on  
TOP 

Values  

CGH Marketplace  



• Responsible 
Those who do the work to achieve the task R 

• Accountable 
The party that is answerable to the outcome A 

• Support 
Parties playing the enabling role   S 

• Informed  
Parties who should be kept in the loop on 
developments 

I 

Clarity of Roles 





Forming of Teams 

Forming 

Storming 

Norming 

Performing 

TASKS 

• Establishing 
Expectations 

• Agreeing on 
common goals 

BEHAVIOURS 

• Making contact 
and team bonding 

• Developing trust 

• Identifying power 
and control issues 

• Identifying 
resources 

• Expressing differences 
in ideas, feelings and 
opinions 

• Reacting to leadership 

• Members agreeing 
on roles and 
processes 

• Decisions are made 
through negotiation 
and consensus 
building 

• Achieve effective and 
satisfying results 

• Members work 
collaboratively 
and care for one 
another 

Goal is deep sustained improvement 
Things may get worse before it gets better 



Learning Together 
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MULTI-DISCIPLINARY	APPROACH



Staff has 
Kaizen Idea 

1 

Name:

Date:

Any  comment / feedback?

This section is for staff voting

To improve flow and better accessibility of the 

equipment

23-Aug-15

SSN Elaine Tan

Kaizen Idea Form

Expected Benefits

Idea

Probem

ECG machine is kept in Store Room (at the end of th 

ward) which is too far away from the patient area.

Relocate ECG near the patient area

Staff fill-up 
Kaizen Idea 

Form 

2 

Staff put-up Kaizen 
Idea onto the KEEP 

Visual Control 
Board (“Ideas” 

section)   

3 

Other ward staff 
to vote and 

feedback on the 
idea (within 7 days 

of posting) 

4 

The ward agreed 
to implement the  
Kaizen idea and 

move the form to 
“To Do” section 

5 
6 

Idea Owner to 
update idea status 

to “Doing” once 
pilot started   

7 

Staff completes 
one page 

documentation for 
implemented idea 
(use back page of 
Kaizen Idea form) 

 
   

9 

Kaizen Spread by 
NM/NCs 

Recognition during CGH 
Quality Day 

10 

Monthly Leadership 
Walkabout  

(Identify projects for 
spread) 

8 

11 

Post/share kaizen ideas in 
Kaizen Wall of Fame  

K.E.E.P.: 
 Kaizen Everyday Engagement Programme 

Platform for daily improvement 
initiatives 
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The Power of One 

 

  

 

 

“I am only one; but still I am one. I cannot do everything; but 
still I can do something; and because I cannot do everything,  
I will not refuse to do the something that I can do.” 
 - Edward Everett Hale 



Title 26 Pt  
Two Lines Max 

Subtitle 20 Pt  
Two Lines Max 

Thank you! 


