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After ten weeks of major renovations and upgrading
works, Woodlands Polyclinic was ready to serve
the public again in February 2008. The modernised
Woodlands Polyclinic offers a new look and
more accessible layout, with breezy open spaces
and a beautifully landscaped courtyard for
therapeutic effect.

Within the premises, new facilities have been added,
such as barrier-free access for the elderly and
disabled, self-registration kiosks to speed up the
registration process, automatic sensor wash basins
that promote hygiene and water conservation, and
an improved security system.

Outside the clinic, shelters and canopies shield
patients from the sun and rain. A special driveway
for the ambulance was also created to facilitate
faster response to emergency situations.

Services have also been improved, with the Health
for Life Centre (HFL) opening five new branches in
Ang Mo Kio, Jurong, Toa Payoh, Woodlands and
Yishun Polyclinic. Going beyond the traditional
medical checkup, HFL’s screening programmes
are tailored to assess an individual’s overall
state of health and to offer early detection,
intervention and treatment that will help minimise
the likelihood of complications resulting from life-
threatening diseases.

HFL has also been reaching out to the workplaces.
Over the last year, it has performed mass computer-
based health screening for more than 4,500
employees from numerous organisations.

Dr Angelia Chua
Head, Yishun Polyclinic

A round of golf keeps Angelia fit and
renews her drive to run Yishun Polyclinic
with determination and initiative.
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Dr Lim Fong Seng
Deputy CEO

Life is a juggling act. Fong Seng embraces
his family and work responsibilities by
maintaining a healthy worklife balance.



NHG Polyclinics constantly reviews and introduces new programmes
to ensure that we continue to serve the evolving healthcare needs
of Singaporeans. For example, we launched the Watch Our Weight
(WOW) Programme at our Polyclinics in September 2007 to help
adults achieve desirable weight in a safe and healthy manner, thereby
reducing the risk of developing obesity-related medical conditions.
Its multi-disciplinary team includes doctors, nurses, dietitians,
physiotherapists and counsellors.

Dr Wee Wei Keong
Director,
Health Promotion & Preventive Care

Wei Keong believes that a healthy
mind cultivates a healthy body.

A game of chess keeps his mind
active and attentive.

PROGRAMMES FOR EVERY SINGAPOREAN
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laintaining patients’ weight,
via our WOW programme, has
had dramatic effect in the
overall wellness of our patients
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Nobody should be denied medical care because
they are unable to pay for it — this is a firm belief of
NHG Polyclinics. While we disburse some S$1.2
million a year to patients who need financial
assistance to pay for basic healthcare services, we
recognise that a more systematic programme was
needed. The solution was the MediCare Assistance
Scheme, which enables us to better identify and
help patients who require financial assistance, so
that they may continue to receive medical care in a
systematic manner. In December 2007, we produced
a special desktop calendar to raise funds for the
Medicare Assistance Scheme.

PROGRAMMES FOR EVERY SINGAPOREAN

Another scheme introduced in 2007 to help patients
optimise their medical payment was the Medisave
Draw-down Scheme. Piloted at Bukit Batok Polyclinic,
the Scheme allows patients to pay an upfront amount
and draw on it to pay their medical bills each time
they visit the clinic. This initiative enables patients to
save on paying the transaction fee each time they
use Medisave. The Scheme will be gradually
implemented at the rest of our Polyclinics.

Dr Joseph Soon
Head, Strategic Planning Office

Joseph tries to squeeze in a spot of golf
amidst a hectic schedule. The games
provide much appreciated intervals of
rest and recreation.
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Dr Hwang Chi Hong
Director, Quality Management Office

Just like the pieces of a jigsaw puzzle,
Chi Hong believes that every person has
a part to play in achieving continuous
improvement.



ACHIEVING BETTER QUALITY THROUGH CONTINUOUS IMPROVEMENT 28

At NHG Polyclinics, we strive to adopt a continuous improvement
culture which permeates through all levels of staff. This mindset
lays the foundation for all our initiatives and is upheld by our
“Basic 10" principles, which aims to create a culture of excellence
through 10 desired behaviours for engaging our colleagues and
clients. The “Basic 10" strengthens our resolve to deliver quality
care to patients, build strong relationships with partners, and
improve camaraderie within the workplace.

Ms Yeo Loo See

Assistant Director, Nursing Services

Loo See turns to song to tune out life’s
pressures. Once the microphone is in her
hands, inspiration comes to life.
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We must always strive
to be better. And we do.




Our strategy to help establish a culture of continuous
improvement is three-pronged: to learn from the experts,
to train staff in understanding and applying the necessary
tools so that they can consistently deliver quality service,
and to highlight the concepts at the annual Quality Day.

We aim to achieve the culture of excellence with four
key thrusts:

1) Developing specific Standards and Measures
to ensure that service delivery standards are
consistent.

2) Establish a Training Framework that provides
comprehensive development pathways to
equip staff with the relevant skills.

3) Create awareness through various activities
and roadshows for staff.

4) Recognising and rewarding staff who have
delivered outstanding contributions. SPARKS
(Service Quality Programme to Appreciate and
Recognise Kudos to Staff) is one scheme
we have launched to appreciate exemplary
service.

Art vs science, pictures vs numbers.
David’s world of contrast gives him a
wider perspective and enables him to

ACHIEVING BETTER QUALITY THROUGH CONTINUOUS IMPROVEMENT

In February 2008, NHG Polyclinics invited Dr Richard
Wright, consultant for JClI accreditation to conduct a
mock audit exercise at our clinics and a two-day training
programme for our senior management and clinic teams.
The training focused on techniques for better patient
care and concepts on Quality Improvement.

NHG Polyclinics’ quest towards attaining the Joint
Commission International (JCI) Accreditation is a clear
testimony to our commitment to excellence. The
Accreditation is a mark of a high quality and safe
healthcare system that is truly patient-centred. We have
successfully undergone the JCl audit exercise in August
2008 to become the first primary healthcare provider
outside the USA to achieve JC| Accreditation. We are
continually working to improve our day-to-day clinic
practices, policies and standards.

Mr David Kok
Head, Finance

make better decisions.
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Dr Chong Phui-Nah
Director, Primary Care Academy

Holidays are a perfect outlet for relaxation.
Skiing helps to keep Phui-Nah in top form
and chase the blues away.



An informed, engaged and motivated workforce is the vital factor

behind any organisation’s success. At NHG Polyclinics, we strive
to foster a culture of excellence and camaraderie amongst our
people, as it will translate into better services for our patients

and clients.

Mr Ong Hong Beng
Head, Human Resource

Hong Beng tackles everyday
challenges with quick reactions and
a swift hand, a skill he has mastered

through table tennis.

EMBRACING A LEARNING CULTURE
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Together we embrace and
share knowledge for the
~good of the organisation

and our patients.
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Part of our strategy is the establishment of NHG
Polyclinics as a learning organisation. Here, our team
of professionals are empowered to take ownership
of their own learning, leveraging technology such
as e-learning, to proactively upgrade their
knowledge and skills. Comprehensive training is
provided, sometimes in collaboration with other
institutions, to ensure that we keep abreast of
advancements in healthcare and maintain high
service standards. For instance, all doctors and
nurses of NHG Polyclinics are trained to be BCLS
(Basic Cardiac Life Support) certified, in accordance
with JCI standards.

The Primary Care Academy (PCA) is a testament to
NHG Polyclinics’ commitment towards continuous
education. Established in April 2007, it provides
training and development for primary healthcare
professionals such as doctors, nurses, clinic assistants
and allied healthcare professionals. PCA offers
regular training programmes and talks which are
conducted by dedicated primary care clinicians,
specialists, nurses and allied healthcare professionals.
In March 2008, PCA co-organised the Asian Primary
Care Innovators Conference over 3 days with the
Hong Kong College of Family Physicians for 300
General Practitioners from Hong Kong and
Singapore. Since its inception, PCA has trained more
than 1000 healthcare workers and members of the
general public.

A loving mother, Karen treasures her time
with her family. Keeping up with her two active
children keeps her in good physical shape.

Head, Ang Mo Kio Polyclinic

EMBRACING A LEARNING CULTURE

The Family Medicine Competency Programme is
aimed at upgrading the professional skills of NHG
Polyclinics’ ‘non-traditional source’ (NTS) doctors in
primary care through hospital attachments and
assessments. NTS doctors with a Graduate Diploma
in Family Medicine spend a year in acute hospital
postings, with four quarterly rotations, including two
compulsory postings in Emergency Medicine and
General/Internal Medicine. This is followed by six
months of training in the Polyclinic, and an assessment
at the end of the whole programme. NTS doctors
who successfully complete the programme are then
conferred Conditional Registration by the Singapore
Medical Council (SMC), allowing them to pursue
long-term careers in Family Medicine in Singapore.

Nurses are an integral part of the healthcare system.
The Advanced Practice Nurse (APN) is a key ‘building
block’ in NHG Polyclinics’ strategic plan to provide
continual care for the population of patients with
specific health conditions such as chronic diseases
and women’s health. The APN works closely with
family physicians to diagnose and treat minor
ailments according to established protocols.

Dr Karen Ng

34



NHG POLYCLINICS ANNUAL REVIEW 2007 - 2008

Continuous learning for all is
vital to our constant
improvements.




NHG Polyclinics saw the first Primary Care APN who
was certified in March 2008. APN Ho Moon Liang
graduated from the National University of Singapore
(NUS) with a Master in Nursing and has gone through
22 months of internship programme. She now works
closely with family physicians of Hougang Polyclinic
to provide nurse-led follow-up treatment for patients
with chronic diseases. We have four other APNs
currently in their internship programme - three
focusing on chronic care and one on women'’s health.

NHG Polyclinic nurses continued to do the institution
proud. For their outstanding performance and
dedication to the nursing profession, SSN Janet Lam
Mei Kim of Toa Payoh Polyclinic and SSN Tan Pek
Hoon of Woodlands Polyclinic received the Nurses
Merit Award from the Ministry of Health in 2007.

Our healthcare professionals also received the Health
Manpower Development Plan (HMDP) Award, under
the MOH'’s initiative to improve manpower
capabilities and services in the healthcare sector.
Four recipients received funding from HMDP in 2007
to attend training programmes at renowned
institutions. They were:

1)  Drlim Chee Kong,
Head of Hougang Polyclinic
2) DrRachel Gwee,
Family Physician of Ang Mo Kio Polyclinic
3)  DrEvan Sim,
Head of Clementi Polyclinic
4)  Michelle Lee,
Staff Nurse of Woodlands Polyclinic

EMBRACING A LEARNING CULTURE

Caring for the Community

NHG Polyclinics takes seriously our corporate social
responsibility of improving the health of the
population, particularly in the underserved segments
of society. Over the past year, our Polyclinics
collaborated with NKF and several other grassroots
organisations to provide mass health screening
service for approximately 1,300 people in the
community. These events were carried out by our
own staff volunteers.

We also embarked on a Volunteerism Movement
in 2007. The programme’s mission is to encourage
community members to join us in championing
healthy living and to establish NHG Polyclinics as a
recognised centre for health resources within the
community, where patients and members of the
public can receive useful health information.

Our people have been recognised for their efforts
in community outreach. In 2007, SNM Toh Cheng
Whay, Head Nurse of Ang Mo Kio Polyclinic, was
awarded the Healthcare Humanity Award for her
unwavering commitment and contributions in the
field of community nursing. Cheng Whay has
dedicated many of her weekends to coordinating
community screening programmes since 2000. She
has also actively led numerous other outreach events
to serve the elderly and underprivileged children.

Dr Lim Chee Kong
Head, Hougang Polyclinic

Helping others in need is Chee Kong’s
firm belief. By doing voluntary work
in Kalimantan, he offers himself as an

instrument to edify lives.
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ANG MO KIO POLYCLINIC
Blk 723 Ang Mo Kio Ave 8 #01-4136
Singapore 560723

BUKIT BATOK POLYCLINIC
50 Bukit Batok West Ave 3 Singapore 659164

CHOA CHU KANG POLYCLINIC
2 Teck Whye Crescent Singapore 688846

CLEMENTI POLYCLINIC
Blk 451 Clementi Ave 3 #02-307 Singapore 120451

HOUGANG POLYCLINIC
89 Hougang Ave 4 Singapore 538829

JURONG POLYCLINIC
190 Jurong East Ave 1 Singapore 609788

TOA PAYOH POLYCLINIC
2003 Toa Payoh Lorong 8 Singapore 319260

WOODLANDS POLYCLINIC
10 Woodlands Street 31 Singapore 738579

YISHUN POLYCLINIC
100 Yishun Central Singapore 768826

OPENING HOURS

Mondays to Fridays

8:00am to 1:00pm

2:00pm to 4:30pm
(Registration closes at 4.15pm)

Saturdays
8:00am to 12:30pm

(Registration closes at 12.15pm)

Closed on Sundays and Public Holidays

OTHER BUSINESS UNITS

HEALTH FOR LIFE CENTRE
Appointments and Enquiries: 6355 3000
Email: enquiries@hfl.com.sg

Website: www.healthforlife.sg

Ang Mo Kio Polyclinic, Level 2
Bukit Batok Polyclinic, Level 2
Jurong Polyclinic, Level 3

Toa Payoh Polyclinic, Level 3
Yishun Polyclinic, Level 3
Woodlands Polyclinic, Level 3

SINGAPORE FOOTCARE CENTRE

Appointments and Enquiries: 6354 3777 / 64811630
Email: marketing@sgfootcare.com.sg

Website: www.sgfootcare.com.sg

Aljunied Branch

Blk 102, Aljunied Cresent, #01-265, Singapore 380102
Ang Mo Kio Branch

53, Ang Mo Kio Ave 3, #03-14B,

Ang Mo Kio Hub, Singapore 569933

Jurong Medical Centre Branch

60, Jurong West Centre 3, Level 2, Singapore 648346

NHG DENTALCARE

Appointments and enquiries: 6362 0400
Email: enquiries@dentalcare.nhg.com.sg
Website: www.nhgdentalcare.com.sg

Woodlands Polyclinic, Level 3

PRIMARY CARE ACADEMY

Enquiries and registration: 6496 6681
Email: Secretariat@pca.sg

Website www.pca.sg

Training Location:

Primary Care Academy Learning Centre
Choa Chu Kang Polyclinic, Level 3
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BMI
The Body Mass Index (BMI) measures body fat based on a person’s height and weight.
Using the BMI, you can gauge if you are underweight, overweight or just right.

Turn the wheel to match your current height and weight to find out if you are in good shape.
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National Healthcare Group

POLYCLINICS

National Healthcare Group Polyclinics
6 Commonwealth Lane
Level 7-01/02 GMTI Building
Singapore 149547

Call Centre : (65) 6355 3000 (for enquiries and appointments)
Email: enquiries@nhgp.com.sg
Website: www.nhgp.com.sg

-
J( A member of National Healthcare Group

Adding years of healthy life





