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Project Title 

Delivering Person-Centric, Seamless Care: The NUHS Patient Appointment 

Consolidate (PAC) Programme 

Organisation(s) Involved 

National University Health System (NUHS), Regional Health System (RHS) Planning 

Office, National University Hospital (NUH), Care Integration and Alliance (CIA), 

Participating NUH Specialist Outpatient Clinics (SOC), NUH One-Stop Internal 

Medicine (IM) Clinic, NUHS-Frontier Family Medicine Clinic (FMC), St Luke’s Hospital 

(SLH) 

Lessons Learnt 

• Importance of leadership alignment to lead and execute mindset change 

• Primary Care Coordinator (PCCs) play an important role to gain both clinicians 

and patients’ buy-in  

• Relationship between hospital specialists, primary care partners are 

strengthened through regular engagements and information exchange 

(enabled by a Shared IT system) 

Project Category 

Process Improvement, Care Redesign 

Keywords 

Process Improvement, Care Redesign, Process Redesign, Quality Improvement, 

Information Technology, Person-Centred Care, Patient Experience, Chronic Disease 

Management, Multiple Chronic Disease, Primary Care, Multi-Disciplinary Team, 

Hospital Utilisation, Inpatient Admission, Length of Stay, Care Continuity, Transitional 

Care, Seamless Care, National University Hospital, NUH One-Stop Internal Medicine 

(IM) Clinic, NUHS-Frontier Family Medicine Clinic, St Luke’s Hospital, Care Integration 

and Alliance, Regional Health System Planning Office, Patient Appointment, Patient 

Appointment Consolidation Programme, Specialist Outpatient Clinic, Primary Care 



 
                                                                           
 

 
CHI Learning & Development System (CHILD) 

Coordinator, Shared IT System, Shared Care Arrangement, Community Partners 

Engagement, Cost Saving, Patient & Caregiver Empowerment, Reduce Care 

Fragmentation, Leadership Alignment, Change Management, Strengthening Multi-

stakeholders’ Relationships  
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