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Aims 

Its aim to transform their clinic to enable a unified patient journey centred on 

“digital-first” principles. 

Background  

Aligned with Singapore Smart Nation initiatives of building digital literacy, NDCS 

piloted at two SOCs a concept whereby patients transact almost entirely using digital 

platforms before, during and after their visit. The two “digital-first” clinics enabled us 
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to be almost fully counterless, hence empowering our patients, improving their 

experience and reducing their on-site dwell time. 

COVID-19 has accelerated digital transactions and we assessed that it is timely to 

transit NDCS to a digital-first institution. The team sought to transform our clinic to 

enable a unified patient journey centred on “digital-first” principles. 

From these efforts, mobile-registration rates are trending higher and mobile 

payment take-up has improved by 20.7%, while self- service appointment changes 

also increased by 8.9%. Not having to wait for counter services also reduces patients’ 

on-site dwell time by up to ~30 mins per visit. 

Methods 

See poster appended/below 

Results  

See poster appended/below 

Conclusion  

This pilot serves as a trial of how to successfully encourage and nudge patients towards 

digital services. We have demonstrated that by considering factors pertaining to 

People, Place and Process, we can successfully increase digital service usage in NDCS. 

With more patients able to accomplish their transactions through self-service modality, 

it also helps alleviates the concerns over rising workloads by optimising our processes 

better.NDCS will progressively extend the digital-first concept to the rest of NDCS. In 

FY24, we will extend the digital first concept to two more clinics (Clinic 2 and 4), and 

with this, 80% of our SOCs at NDCS will be on this model. By 2027, when NDCS moves 

to her new premise at the Elective Care Centre (ECC), our patients and staff will 

continue to enjoy the “digital first” experience. Change management and stakeholder 

involvement will be critical as we prepare our staff and continue to refine our 

processes to enhance the “digital-first” clinic. 
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NDCS ‘Digital First’ Specialist Outpatient Clinic 

SUMMARY AND BACKGROUND

Aligned with Singapore Smart Nation initiatives of building digital literacy, NDCS piloted at two SOCs a concept whereby patients 

transact almost entirely using digital platforms before, during and after their visit. The two “digital-first” clinics enabled us to be almost 

fully counterless, hence empowering our patients, improving their experience and reducing their on-site dwell time.

COVID-19 has accelerated digital transactions and we assessed that it is timely to transit NDCS to a digital-first institution.

The team sought to transform our clinic to enable a unified patient journey centred on “digital-first” principles.

From these efforts, mobile-registration rates are trending higher and mobile payment take-up has improved by 20.7%, while self-

service appointment changes also increased by 8.9%. Not having to wait for counter services also reduces patients’ on-site dwell 

time by up to ~30 mins per visit.

CREATING THE “DIGITAL FIRST” CLINIC

RESULTS FOLLOWING IMPLEMENTATION OF “DIGITAL FIRST” CLINIC IN DEC 2022

CONCLUSION

This pilot serves as a trial of how to successfully encourage and nudge patients towards digital services. We have demonstrated that by 

considering factors pertaining to People, Place and Process, we can successfully increase digital service usage in NDCS. With more patients able 

to accomplish their transactions through self-service modality, it also helps alleviates the concerns over rising workloads by optimising our 

processes better.

NDCS will progressively extend the digital-first concept to the rest of NDCS. In FY24, we will extend the digital first concept to two more clinics 

(Clinic 2 and 4), and with this, 80% of our SOCs at NDCS will be on this model. By 2027, when NDCS moves to her new premise at the Elective 

Care Centre (ECC), our patients and staff will continue to enjoy the “digital first” experience. Change management and stakeholder involvement 

will be critical as we prepare our staff and continue to refine our processes to enhance the “digital-first” clinic.
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dwell time by up to ~30 

mins

Uptrend in Mobile 

Registration Uptake

Improvement in mobile 

payment by 21%

44%

65%

Average Mobile 
Payment Rate

(Jun – Nov 2022)

Average Mobile Payment 
Rate

(Jan 2023 – Jul 2023)

8.9% increase in online self-service 

appointment changes

15.2%

0%

5%

10%

15%

20%

Oct-22 Nov-22 Dec-22 Jan-23 Feb-23 Mar-23 Apr-23 May-23 Jun-23 Jul-23

Mobile Registration (L5 and L6)

Post 
Implementation

*Mobile Registration was only enabled in NDCS in Aug 2022 onwards, 
with adjustments to the settings in Sep 2022. Stablised from Oct 2022 

Average (Pre), 52.6%
Average (Post), 61.5%

0%

10%

20%

30%

40%

50%

60%

70%

Jun-22 Jul-22 Aug-22 Sep-22 Oct-22 Nov-22 Dec-22 Jan-23 Feb-23 Mar-23 Apr-23 May-23 Jun-23 Jul-23

Online Self-service Appointment Changes
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to prepare them for 
“digital first” journey
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Consolidated backend 
functions across 2 clinics

“Drop and Go” as a default 
without needing to wait on-
site for payment

Counterless layout to 
promote “digital first”

Zoning for improved patient 
flow & wayfinding

Murals for patient education 
(QR codes) and “digital first” 
promotion

Redesigned roles to 
support “digital first’”

Introduced new digital 
ambassador role

Retrained staff for re-
designed roles 
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