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Background and Context of Problem

= Medication Delivery Services (MDS) in National Skin Centre (NSC) isa ™ From January 2020 to March 2023, the quantitative measures were

service provided to NSC patients who preferred their medications to be monitored to determine the effectiveness and any potential adverse
delivered to their homes. Impact of the improvement actions during PDSA cycles.

Quantitative Measures Baseline Project Sustained
= During the COVID-19 circuit breaker, MDS requests increased (Project Outcomes) Data Completion | Improvement
exponentially within 2 months from 30 cases per month to 1,300 cases (Dec 2019) | (Dec 2021) | (till Mar 2023)
per day. However, the existing work space, manpower and other Average Manpower Cost SGD 70.83 SGD 34.33 SGD 25 .63
resources for both NSC and ALEX Fulfilment Services (courier partner) per MDS Transaction: (151%) (164%)
were designed to manage up to a maximum of 100 cases per day. (Target: 30% reduction)
Manpower Costs (NSC) per SGD 55.83 SGD 26.83 SGD 18.13
= MDS is accompanied by time-consuming, complex, manual processes MDS Transaction (152%) (168%)
affecting multiple stakeholders: (Target: 30% reauction)
a) Tedious manual processing of medication delivery requests Manpower Costs (ALEX) SGD 15.00 SGD 7.50 SGD 7.50
b) Tedious manual processes of tallying large quantity of parcels b=! MD? Iransaction (150%) (150%)
(7Target: 30% reduction)
c) Long waiting time of MDS processing experienced by patients MDS Error Rate (Per 1000 1 1 0
d) Multiple complaints of late and erroneous medication deliveries Transactions)

e) Multiple incident reports to investigate/rectify multiple recurring (Target: <1)

errors

Overall Manpower Cost Overall Manpower Cost per MDS Transaction

per MDS Transaction ($) Process Redesign 1 (Reduce Mudas)
= |mplement FormSG for delivery requests online
$140-00 " Reduce redundant hardcopy records

= 7 Process Redesign 2 (Reduce Mudas)
g =~ = Reorganise work areas to ensure

= that essential tools are within reach
%M« |ntroduce master item list for tracking
MDS parcel collection at pick-up

Project Objectives

$120.00

= To Improve the operational efficiency of mediation delivery services $100.00 : len«g;a? :(R? o ur)
(MDS) for dermatology outpatients in NSC 3000 () o lef.gbf‘mflmﬁsﬁ o

= Implement Barcode Verification for key processes from NSC pick-up to patient’s hands
. " Automate and Synchronise NSC MDS list to ALEX Versafleet system

e - Process Redesign 3 (Reduce Mudas)
l ',,-AtmtptngDShpm tlbl onto sticker labels
M = Activate HealthHub payment functio

= To achieve zero MDS error rate for NSC and ALEX Fulfilment Services BS0

$40.00

Methodology

$0.00

= NSC Pharmacy and ALEX Fulfilment Services collaborated to streamline
MDS processes using Kaizen Methodology and Digitalisation approach
= Improvement ideas were implemented to reduce mudas and muras in the NSC Manpovir Cost

MDS processes. 0 TR

= Plan-Do-Study-Act (PDSA) was used to review their effectiveness $100.00 ""‘N;. 3 ﬁorg:n.:mst :i"l s o
(quantitative measures) and identify other areas for continuous oo N
Improvement (qualitative inputs from patients and stakeholders). A - ;.;

= Key interventions include: SEa00 - Digitalisation of MDS Processes by ALEX Fulfilment (Reduce Mura)

a) Collaborative workflow redesign with system thinking approach (upstream, B40i0

downstream, concurrent processes) and human factors considerations 520.00 {7 sreamine oS rce ngicgd e

Smmw

‘I*St amline MDS Processes i NSC(Rd M ra)
=  Simplify and standardis NSCW ork processes for

Baseline Surge MDS handling and v f atio Completed
= $70.83 =$114.12 Interim = $38.23 = $34.33 Sustained = $25.63
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AVETES Monthly Wark| sad Monitoring of sustainability after all improvement work is
COVID MDS Surge COVID MDS Surge Yoar.2020 = 1,120 per mih implemented (Jan 2022 to Mar 2023)

(initial surge ~7x baseline) (major surge ~ 54x baseline Year 2021 = 1,529 per mth

; Year 2022 = 1,448 per mth
A ki f 25to 1 Ave workload (from 25 to 188 to 1342
yeawoncoac. (from &2l 4ok ) ( ) Jan to Mar 2023 = 1,513 per mth

NSC Manpower Cost per MDS Transaction

= % Implement Barcode Verification for key processes from NSC pick-up to patient’s hands
L - Automate and Synchronise NSC MDS list to ALEX Versafleet system

Ce ~ . Process Redesign 3 (Reduce Mudas)
i ;-AtmtptngDShpm thI onto sticker labels
M * Activate HealthHub payment functio

ALEX Manpower Cost per MDS Transaction

b) Incident Management Bundle (systematic incident analysis to prevent . 7y
recurrence)

¢) Digitalisation of MDS Parcel Journey with barcode verification technology o | ettt I R e

d) Conversion of complex manual processes to standardised/simplified and ALEX Manpower Cost

digital processes with sustained system-level improvement 000y L o )

$16.00
Incident Mgt Bundle for ALEX Fulfilment (Reduce Mura)
- - - oy = Inc ‘d tRprtTmpIt
Incident Management Bundle for Alex Fulfilment Services $14.00 O | ! S S T
et and effectiveness/sustainability monitoring
ALEX Eulfilment Services Pte Ltd $12.00 Process Redesign 2 (Reduce Mudas)

Reorganise work areas to ensure

e\ Wor I d ) 1 egs el CORRECTIVE ACTION PLAN (CAP) $10.00 that essential tools are within reach ~ . Digitalisation of MDS Processes by ALEX Fulfilment (Reduce Mura)
Sesny mesistiatien Meo zogreseres * Introduce master item list for . = = Implement Barcode Verification for key processes from NSC pick-up to patient’s hands

tracking MDS parcel collection at . . :
Descriptions Details of the incidents $8.00 pick-up? P Nt Automate and Synchronise NSC MDS list to ALEX Versafleet system
INCIDEM REPOR,I‘ING Problem Statement
EEEEEEEEEE and background $6.00 uﬁ‘: . Process Redesign 3 (Reduce Mudas)
- ) ) _ . * Automate printing of MDS shipment labels onto sticker labels
DEPARTMENT Transportation What/Where was the Streamline MDS Processes in NSC (Reduce Mura) &= * Activate HealthHub payment functions
bate & Time: 20-8pr-20 Location:  Nsc failure? $4.00 = Simplify and standardise NSC work processes for
. . . — . MDS handling and verification
Mature of Incid ant: Physical Altercation Property Damaged
verbal

Theft / Burgla rbal Confrontation Summaon | Fine
Others: : $2.00 Baseline Surge Completed
Incident reported ta:  Angie Tan Date/Time Reported: = $15.00 = $82.96 Interim = $7.68 = $7.50 Sustained = $7.50

Designation: Operations Director Witnasses: Findings $0_00
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SWhet ekl e e (initial surge ~7x baseline) (major surge ~ 54x baseline) Yzz: 2022 _ 1448 Eg; mth
Ave workload (from 25 to 188 to 1342 s
done better? Ave workload (from 25 to 188) ve w ( ) Jan to Mar 2023 = 1,513 per mth
Acknowledged / Approved by, Action
. wreesr E: Steps/Resolution ] . . . . . . .
— e — Medication Delivery Services (MDS) Medication Delivery Services (MDS) Error Rate
— Error Rate Per 1,000 transactions
Date Date Date Reported By: Alvin Ong | Acknowle dged by: |Rodney Ee
Process Redesign 1
- (Reduce Mudas)
0.003 = |mplement FormSG
for delivery requests
online
= Reduce redundant Process Redesign 2 (Reduce Mudas)
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RS A staff verifying Barcode Verification ki o et st and s
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¥ M= ALEX Fulfilment (Reduce Mura) Mt .« Activate HealthHub payment functions
* |mplement Barcode Verification for key
,__ ',Ee 4 parcel pICk Up processes from NSC pick-up to
patient's hands
*  Automate and Synchronise NSC MDS
list to ALEX Versafleet system
0.000 -
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‘“\‘(’eraggz"g"":h:gow"rk"’tzd Monitoring of sustainability after all improvement work is
ear =1,120 per m s
COVID MDS Surge COVID MDS Surge Year 2021 = 1,529 per mth implemented (Jan 2022 to Mar 2023)

(initial surge ~7x baseline) (major surge ~ 54x baseline) Year 2022 = 1,448 per mth

FormSG Medication Automate in—house printing Of MDS medication Ave workload (from 25 to 188) | Ave workload (from 25 to 188 to 1342) Joih o Mar 2023 = 1513 per-mith
Delivery Request Form parcel shipment notes on sticky labels

Conclusion

= NSC Pharmacy and ALEX Fulfilment Services have sustained the
Improved operational efficiency of medication delivery services through
our collaborative improvement partnership.

= This collaborative improvement project has resulted in sustained 64%
reduction in overall manpower cost per MDS transaction and zero MDS
error rate. Sustainability has been achieved since project completion.
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