
Patients as 
Partners-in-Care

Strategies on how to engage 
patients and families to improve 

healthcare quality



Hello from 
SPAN
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• We are patients and 
caregivers who want 
to make a positive 
impact on healthcare 
by bringing forward 
the patient and family 
perspective to 
healthcare teams. 

SPAN Patient Advocates : What do we do?
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We do what we do 
because of a life-
changing illness
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Poll : Have you engaged patients and families in your 
healthcare improvement project?
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Why you need 
patient 
engagement!

Staff’s view    Patient’s view       
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If you need User Experience in your 

Improvement Project…

…You will need Patient Engagement
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Background
SPAN members collaborated with the Pharmacy team from 
National Cancer Centre to review and give suggestions on the 
wordings/layout of patient education materials for patients 
undergoing chemotherapy

Changes made: wordings were simplified, retaining the 
pertinent information and layout was revised to make it easier 
to read

Objective:
To produce patient education materials that are easily 
understood by patients

Members involved: Ms Ai Ling Sim-Devadas, Mr Chew Kim 
Soon, Ms Irene Gwee, Ms Khoo Sork Hoon, Mr Teo Kee Huat

Example of chemotherapy PIL project
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• Heavy text, with 
jargons like 
‘extravasation’

• Side-by-side 
layout for the 
(A)Immediate 
and (B) Early 
effects, making it 
more difficult to 
read

Before
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• Wordings were 
simplified, 
retaining 
pertinent 
information 

• Clearer 
explanation e.g. 
‘Immediate 
(hours)’ was 
changed to 
‘During or hours 
after treatment’

• Layout was 
revised to make it 
more patient 
friendly

After



National level

 Consultation by MOH Workgroup on Informed Consent

 Consultation by MOH Health Regulation Group on Consumer Edu Strategy

 Singapore Health Quality Service Awards 2020-2021  (as judge/s)

 Singapore Healthcare Management Congress 2019  (as judge/s)

Institutional level

 Future Outpatient Journey Taskforce 

 Elective Surgery Taskforce

 SGH Business Office service transformation discussions

 NHCS Focus Group Discussion

 Consultation on Patient Education Materials

Past Projects by SPAN



Plain English Glossary
Building a glossary of 150 commonly used medical terms and jargon and its 
layman’s explanation to improve communication



Presentation of Covid-19 Patient Survey findings

• In Aug 2020, Josie and Kim Soon conducted a 
survey among 156 patients and caregivers to 
find out their patient experience during Covid-19

• A small focus group discussion (FGD) was later 
convened to deep dive into certain topics

• Apart from presenting the findings from the 
survey and FGD to the SingHealth management 
in Oct 2020, they later presented the findings at 
various cluster-level meetings for colleagues 
from the various Office of Patient Experience 
and Group Communications teams in Jan 2021 
to give insight into the sentiments on the ground 
and to identify proposed actions. 
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• 40 Patient Advocates (patients & families) from all 
walks of life

• Most of us have gone through a life-changing illness

• We participate in workgroups, committees, talks and 
healthcare events.

• Skills-building for Patient Advocates – Patient 
Advocates Communication Training, Quality 
Improvement, Design Thinking, Story-telling, Patient-
centered Research, etc…. 

Snapshot of SPAN today!



16

• Serve as a sounding board for your initiatives.

• Provide input from the user perspective.

• Shed light on any blind spots.

Make care safer and better!

Value of having patients and families onboard



How do you 
engage 
patients?
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Inform Consult Involve Partner

Spectrum of Engagement

“We keep you 
informed.”

 Brochures
 Fact Sheets
 Website
 Social Media
 Newsletter

“We listen & 
acknowledge your 
feedback.”

• Feedback forms
• Consultative feedback 

sessions
• Focus Groups
• Surveys

“We work with you to 
ensure your concerns 
and hopes are 
reflected .”

• Workshops

“We co-design and co-
produce the solution 
with you.”

• Committees
• Workgroups
• Project Teams
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Inform Ask Co-opt Team-up

What does it mean for you

“We keep you 
informed.”

 Brochures
 Fact Sheets
 Website
 Social Media
 Newsletter

“We listen & 
acknowledge your 
feedback.”

• Feedback forms
• Consultative feedback 

sessions
• Focus Groups
• Surveys

“We work with you to 
ensure your concerns 
and hopes are 
reflected .”

• Workshops

“We co-design and co-
produce the solution 
with you.”

• Committees
• Workgroups
• Project Teams



Human Centred Design / Experience-Based 
Design / Design Thinking
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Design Thinking Approach

Design Thinking approaches insight gathering and solutioning  through co-

designing and co-producing. 

It facilitates the uncovering of latent needs that may not be immediately apparent to 

these users.
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• Interviews

• Focus groups

• User observations / Shadowing

• Journey mapping

• Journal

Empathy : Some methods to understand patient 
experience



How to get patients and families involved in your 
project?

SPAN

Patients & Caregivers in your clinic/ward

Patient Support Groups
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Contact

• SPAN Secretariat & 

IPSQ

partnersincare@singhealth.com.sg 

If you need advice on how to involve patients and 
families…
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• Be clear about your project objective and the role 

you will like the patient/family to play in the project.

• Decide what is the patient profile and qualities you 

need.

At recruitment…
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• Provide clear goals of the project to the 

patients/families.

• Provide them with supporting information to 

consider/review before the session.  Send them an 

information pack (without healthcare jargon – or 

explain them).

And when you have them onboard…
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• Create open and conducive environment that build 

trust and encourage them to share.

• Listen and engage with them

• Ask the right questions!

And when you have them onboard…
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“What is the Matter”

“What Matters to You”

Going beyond…
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“Was sufficient information provided to you when you 

were informed of your diagnosis?”

“Tell me more about what was going through your 

mind when you were told the diagnosis.  How did 

you feel?”

Asking Open Questions to Understand What Matters
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“How long did you have to wait for your consultation 

at the A&E?” or “Was the nurse/doctor able to 

address your concerns?” 

“What causes you anxiety at the A&E?

Asking Open Questions to Understand What Matters
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7 Steps to Great Patient Engagement in your Project

Start

Start from 
project 
design –
how can you 
include 
patients and 
families

Recruit

Recruit 
patients, 
families and 
patient 
advocates –
Seek advice 
from SPAN 
Secretariat 
and IPSQ

Empathise

Empathise 
by 
understandi
ng patients 
and families 
perspective 
and 
experience 
through 
insight 
gathering 
methods 

Create

Create open 
and 
conducive 
environment 
for open 
discussions 
and to build 
trust

Ask

Ask the right 
questions –
open 
questions on 
“What 
matters to 
the patient” 

Engage

Listen and 
have honest 
conversation

Co-
produce

Develop and 
test 
solutions 
collaborative
ly



And finally… Keep us updated on the 
progress of the project.



It will take more time and resources but it will be more rewarding!



34

“What is the Matter”

“What Matters to You”

Going beyond…



35

Going beyond…

Feedback Partnership
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Ticking the Patient 
Engagement Box

Going beyond…

This Photo by Unknown Author is licensed under CC BY-ND

Practising Authentic 

Patient Engagement

http://thetelecareblog.blogspot.com/2012/04/tick-box-telecare-its-coming-to-you.html
https://creativecommons.org/licenses/by-nd/3.0/
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Patient Advocates help to

REFRAME PROBLEMS GENERATE SOLUTIONS IMAGINE NEW POSSIBILITIES



Involving Patients and Families in your projects is the 1st step to 
transforming healthcare



Josie’s Insights
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