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Background

Annually, there are over 1 million laboratory tests performed for our outpatients.
However, the lack of integration between Laboratory Information System (LIS) and
Outpatient Administrative System (OAS) results in patients and staff relying on paper-
based processes, which is time- consuming and requires manual effort, to ensure that

lab tests are billed accurately.
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Annually, there are over 1 million laboratory tests performed for our outpatients. However, the 2) Automation oflab billing with Robotic Process Automation (RPA)

lack of integration between Laboratory Information System (LIS) and Outpatient Admmistrative a. Preparation ofdata source
System (OAS) results m patients and staff relymg on paper-based processes, which 1s time- « Usmg data from LIS as the source of truth, lab tests are now billed when the tests
consuming and requires manual effort, to ensure that lab tests are billed accurately. are performed, rather than when the specimen is collected

 'This ensures precise charges posted to the patients and accurate recovery of
revenue for the services rendered.

Our Staft N Our Patients ) o
* Over 576 man-hours spent « Reduced patient experience b. Summaryofthe RPAworkflow for lab billing
p.er.month to complete lab from bill disputes. Matohing for billed .
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Billed Services
- a. Scope ofRPA

Report
* Currently, the scope of RPAcovers 80% ofexisting outpatient lab billing workflows.

To review and optimize the outpatient lab billing process to improve billing « The remaining 20% comprises certain locations and types of cases that are
accuracyand completeness. excluded due to data lmitations, special workflows, or existing separate RPA
solutions.

A multi-department workgroup was formed consisting of representatives from Finance,
Ambulatory Services, Pathology to review the existing lab billing process. Aprocess mapping
exercise helped to identify key steps mvolved m the current billing process and the following
arecas for improvement.

 Bettermanage patients’expectations on lab services

* Improve billingaccuracyand completeness oflab services _

b. Selection ofpayer at bill finalization
 'The robot adopts the payer type from the most recent billed visit of the same case
and finalizes the bill for these payer types: self-pay, staff benefit (all SingHealth
institutions) and MCPS/CSC.
 For all other payment methods, including Medisave (all schemes), the bills will be
checked and finalized by a staft.

The workgroup subsequentlyused a Driver Diagram to brainstorm for potential mterventions to
address the improvement areas. Lab Test Webpage Performance

Since its roll out in July 2022, the new webpage
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Revise and enhance existing
- : - - Ensure all lab services are lab services billing process to _
Figure .1 ; Outhme of Drlve%‘ Dia gram us ed billed integrate with RPA billing
for bramstorming of potential solutions process
Harmonized Workflow
_ Elimination of variations in Not the end but the start ofa
Cross-Department practices between different clinics NEW workflow
Coordination and departments is necessary to Constant reviews and updates of
1) Dedicated webpage on SGH Website (https://www.sgh.com.sg/labtest) Inputs from different process ~ maximise the efficiency of RPA. ﬂﬁe RPAllogICl_té be aligned with
a. To help patients have a betteridea of what to expect for their lab test visit and bill size owners allowed for holistic ospital policies &processes
b. Information on estimated cost of lab services for common specialties are displayed, view of entire process

using 50t — 75t percentile of the bill sizes incurred by patients in FY2021

c. FAQs written m the flow ofthe patient’s journey

d. Disclaimer to inform patients that additionaltests maybe performed based on clinical
needs and charges will be billed accordingly
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https://www.sgh.com.sg/labtest

