MR SMALL STEPS To X
B1G CHANGES ;

SPEAK & SPARK:
EMPOWERING VOICES,
DRIVING CHANGE

Transf‘ormmg Approach and

“’Prown Commun
Departm egnt ication in Lobby

Active Listening:
Y Listening to the intent D ))
behind the complaint
L

Proactive Resolution:
Ensuring continuvous
follow-ups and addressing f Stakeholder—centnc Focus:
outstanding issues Focus on solutions
promptly &/ that align with the
-&;L stakeholders’ needs
Positive Reinforcement E / Increased frequency of ro«%é\’b)
calls to twice a week
Recognising and affirming
positive behaviors that Enhanced Communication:

contribute to team success. 4) Increasing roll-call frequency to twice a

— week for better information sharing.
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— OUTCoWES

o Staff felt , fostering a

. allowed for
with patients and visitors.
o Registration processes became , eliminating priority queves
without creating disruptions.
o Visitors now have to floating team leaders or “floater”
staff for urgent assistance,

»

~-.

a
THANK YOU FOR SHA

Jessie Goh.
Manager. Inpatient Oper
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