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To increase the use of the ‘Dr Covid’ Telegram app chatbot system within the

residents housed at Community Care Facility (CCF) @ EXPO and D’Resort.
Background
See poster appended / below
Methods
See poster appended / below
Results
See poster appended / below
Conclusion
See poster appended / below
Additional Information

Singapore Healthcare Management (SHM) Conference 2021 - 3rd Prize

(Communications Category)
Project Category

Care & Process Redesign
Keywords

Care & Process Redesign, Communication, Effective Care, Mental Wellbeing,
Healthcare Administration, Singapore Health Services, Operations, Marketing
Communications, Doctor Covid, Language, Holistic Care, Foreign Workers, Community

Care Facility
Name and Email of Project Contact Person(s)

Name: Dominic Han

Email: singaporehealthcaremanagement@singhealth.com.sg



mailto:singaporehealthcaremanagement@singhealth.com.sg

U IR

3{TUH!
ARG Authors & Co-Authors (SingHealth HQ)
aiﬁl% We are here g

U

o help you Kathryn Ng, Dominic Han, Jane Ang, Byron Lim, Jean Sim
Vijaya Rao, Wayan Tjoa, Grace Sengkey, Serene Cheong ;
Dr Dennis Chia, Tricia Ang, Michelle Lok SlngHealth
/ CCF Medical Team: Dr Chow Weien, Yee Kaisin, Tan Yee Pin
) SingHealth Operations: Dexter Chia, Desmond Khoo, Eddy Jamal, Tong Yi Kai

Aims Methodology

T o effectively communicate with worried and cautious Foreign Workers in the D evelop a range of communication materials that would quickly and
dormitories and on site at medical facilities, to let them know that they effectively reach the Foreign Workers - in their local language - to build
were not alone in the fight and that Singapore and the local healthcare connections, understanding and assuring them of our good intent.

ecosystem was supporting them. The effort was conceptualised by SingHealth Marketing Communications

To increase the use of the ‘Dr Covid’ Telegram app chatbot system within the team in partnership with SingHealth International Collaboration (ICO)
residents housed at Community Care Facility (CCF) @ EXPO and D’Resort. colleagues, who had experience and insights to this profiles’ mindsets, lifestyles
This was critical as the situation was urgent, with the new, unknown virus and preferences. ICO was also the cluster-wide coordinator to quickly source
spreading rapidly across the nation, and particularly in the Foreign Worker multiple language translators from within SingHealth - and beyond - on a
community. There was an imperative to access the Foreign Workers, who were volunteer basis.

worried and originally uncooperative. Living in an atmosphere of uncertainty and As for ‘Dr Covid’ chatbot at the CCF @ EXPO - we introduced games, exercises,
fear, they were understandably bordering on hostility. movie links and even ‘learn English’ snippets - to drive increased downloads and

usage onto the chatbot.
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m Clear Results. We Care. W

Improved understanding and appreciation
Built Cooperation and Connection
We now know: Caring - is a two way street

The 5 ‘C’s to success
Customised . Clear . Caring . Collaborative . Comprehensive

t was paramount for us to engage the audience in their own language as it
would increase acceptance rates. Fun and interesting content also played
F rom an originally uncertain and closed community, the Foreign Workers a part in making an app interesting. The respect and concern went both ways

gave a resounding applause and welcome as SingHealth Care teams as the Foreign Workers were very appreciative of all we had done.

entered the dormitory premises to conduct swab tests and medical checkups.
With the Foreign Workers’ cooperation, we were collectively able to bring the

situation under control after a number of months, and Singapore could puli
out of the ‘Circuit Breaker’ imposed.

Foreign Workers felt more at ease with collaterals in their own language, and
reduced their anxiousness and worry. The ‘Dr Covid’ chatbot awareness push
collaterals with QR code to download, plus content development - improved
usage from 25% to 80%! The materials, including some early efforts by staff Bonus- Singaporeans had a new appreciation for the Foreign Worker
members and partners, were all then loaded onto the SingHealth website for community, better recognizing their contributions to our nation building,
open access by all healthcare clusters and any other parties who might need it. especially our infrastructure!



