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MISSION
To advocate for partnership-in-care between healthcare 

professionals and patients to enhance experience.

VISION
Empowered patients.  At the heart of quality healthcare.

CORE VALUES
Compassion.  Integrity.  Collaboration.

STRATEGIC THRUSTS
Empowered patients.  Engaged professionals.  Enhanced care.



Partnering patients and caregivers with our healthcare team to provide 
guidance on how SingHealth may improve the patient experience and journey

Improving care through 

the voice of patients and caregivers

SingHealth Patient Advocacy Network (SPAN)
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SingHealth Patient Advocacy Network (SPAN)
A Self-driven Community of interested patients/caregivers who are committed to the 

cause of 

- representing the voice of patients

- partnering healthcare teams to improve healthcare delivery and

- playing a key role in the design of healthcare systems

Current membership: 50

Involvement (list not exhaustive):
• Workgroup committees 

(eg. Future Outpatient Journey Taskforce, Planned/Elective Surgery Taskforce)

• Patient Experience Talks and/or representing SPAN at events 

• Focus groups 

• Patient/Staff education

• Patient Advocate Communications Training to develop competencies of SPAN members 

MAR 2017

Established
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Ms Audrey Lau Li Phing
Group Chief Communications Officer

Dr Tracy Carol Ayre
Group Chief Nurse

Prof Tan Kok Hian
Group Director & Senior Associate Dean

Institute for Patient Safety & Quality



Continuity & Succession pipeline. New leadership team to continue 
the vision and values of SPAN 



Growing Membership I Set up workgroups to drive the focus areas of 
SPAN. 

20212017

2022

TOTAL:  76 SPAN Members
SPAN HQ: 50 members
SPAN KKH: 4
SPAN SGH: 6
SPAN SKH: 8
SPAN CGH: 8 
Rest of institutions will continue to tap on SPAN HQ for improvement 
initiatives. 



• Patient perspective is powerful to help create the patient experience all of us desire.

• The Patient Perspective is how we perceive, feel and think as the patient during your healthcare journey and at 

any interaction with the healthcare team. Therefore it is important as patient perspective is powerful to help 
the healthcare team see things from your lenses.

• Patient Perspective is important because it can point out real gaps in the healthcare system that healthcare 
worker might not be able to perceive.

The Importance of Patient Perspectives 



Locally, SPAN Patient Advocates: What do we do?

Projects

Judging Panel

• Transforming SGH Biz 

Office Touch points

• Translation support for 

Migrant worker patients 

during COVID

• Plain English Glossary to 

enhance 

communications with 

patients/family

• Be KIND to your 

Healthcare Team –a 

ground up movement 

….. many more

• PeX with Healthcare & 

patients group

• SPAN Partner-in-care 

Webinar

• SingHealth Duke-NUS 

Quality & Innovation Day 

2021

• SPAN Partners-in-care 

Webinar

• Singapore Health 

Inspirational Patient & 

Caregiver Awards 2021

• NDCS Director Award 

2021

• Singapore Healthcare 

Management 2021 & 

2022

• Singapore Health Quality 

Service Awards

• Patient Advocate 

Communication Training 

(PACT)

• Collaboration with 
SingHealth Residency 
Nurse Leadership

• NHCS Service Focus 

Group Discussion

Projects Conference 

Engagements Judging Panel
Training & Focus 

Group
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Transforming SGH Biz Office Touchpoints
Through Design Thinking
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Translations for migrant worker patients
SPAN established a group of foreign language translators to help with audio/ 
written translations for migrant workers through the Covid-19 pandemic

Languages translated: 

Tamil, Bengali, 

Burmese, Telugu, Hindi, 

Sinhalese, Viet, Laotian, 

Thai, Chinese



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

Plain English Glossary 
featured on Lianhe Zaobao
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Letter to ST Forum and Zaobao: Say No to 
Abuse of Healthcare Workers , to be kind and 
respectful

Be Kind to Your Healthcare Team
1. a ground up movement initiated by SPAN, 

supported by Singapore Kindness Movement 
and Be Kind SG. 

2. aim to encourage patients & families to be kind 
to healthcare workers at the point-of-care. 

3. Launched on 20 Dec 2021 through SPAN’s  
facebook page with messages, videos  and 
stories to spread the seed of kindness
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PeX Talks at SGH & SKCH
Sork Hoon on Compassion and 
her patient story

Key Takeaways

- Important to 
understand and 
connect with 
patients at their 
level

- Encourage staff to 
practise self-care 
and not take 
negative reactions 
from patients 
personally = capacity 
for compassion
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First SPAN Partners-in-Care Webinar 2020
300+ healthcare professionals, patients & caregivers got acquainted with new 
ideas, share stories on encouraging kindness in healthcare
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Quality & Innovation Day 2021 webinar
SPAN shared strategies to engage patients and families to improve healthcare 
to an audience of 100 healthcare professionals, patients & caregivers



Collaborations in HCI Training Programmes
• TeamCARE (Programme in Helping Individuals Build Empathetic Relationships)

- SPAN members in TeamCARE workgroup contributing to curriculum

• SingHealth Residency Nurse Leadership ProgrammeNew

(Programme aim at creating best patient experience)
- Curriculum created by SPAN members , Group OPE and IPSQ
- SPAN members as Faculty and Facilitators

• Collaboration with SingHealth ResidencyNew (In Discussion) 
- Design Scenario for Residents Training 

• Graduate Nurse Integrated Programme
- Introduction to SPAN & Plain English Glossary by SPAN Members  

TeamCARE case scenario



SPAN Toolkit Reasons why patients and families 

need to be part of your healthcare 

improvement project

1 : Patient/family perspective is very different 

Many patients and families experience healthcare from a 
vulnerable state because of their fears, anxieties and 
worries about their health, its impact on their life and their 
loved ones. The patients/ families lens are layered with 
emotions.

2 : End-user engagement is vital 

For any project where the end users are the patients or 
families, it is valuable to have patients and families 
onboard to provide input from the user perspective and 
serve as a sounding board. 

3 : Spot blind spots

Patients and families provide different perspectives 
which can help you to address any blind spots in your 
project. This can help to create more value in your 
project making it more user-friendly and ultimately 
improve care delivery.
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7 Steps to Great Patient and Family Engagement in 
Your Patient Experience Improvement Projects

KINDNESS AND EMPATHY IN 

HEALTHCARE IMPROVEMENT

Start when 
your project 
is on the 
drawing 
board.

Determine if 
your end 
users are 
patients & 
families

Decide on your 
project objectives 
and the role you 
like the patients/ 
families. 

Recruit wisely. You 
can recruit from 
SingHealth Patient 
Advocacy Network 
or patients/ 
families in your 
clinic/ ward

Empathize with 
patients/ families 
by understanding 
their perspectives 
and experiences 
through gathering 
of insights through 
e.g., interviews, 
focus groups, 
observation, 
journey mapping 

Show your respect 
by creating an 
open and 
conducive 
environment for 
open discussion. 

Build rapport, 
encourage the 
sharing of their 
perspectives, 
provide clear 
goals/ info pack. 
Respect their time 

Ask what matters to 
patients/ families. 

TRY THIS : “Tell me 
more about what 
went through your 
mind when you were 
told of the diagnosis. 
How did you feel?”

TRY THIS : “What 
causes you anxiety at 
the A&E? What will 
help?”

Listen, 
discuss and 
have honest 
conversations 
to bring forth 
new insights 
for all parties 
and 
solutions.

Develop and test 
solutions 
collaboratively 

Be open to make 
changes. 

Patients and 
families can 
provide valuable 
user input and do 
user testing before 
your new initiative 
goes “live”.

START RECRUIT EMPATHIZE RESPECT ASK ENGAGE CO-PRODUCE



Call for Partnership in Projects 

Integrating Patient Voice into healthcare decision-making is key 

towards safe, effective and reliable care. Keeping patients at the 

heart of all we do, we must focus on patient engagement as an 

essential strategy for improvement.

If you would like to partner with SPAN members to be part of 

your healthcare improvement project, kindly write to us at 

partnersincare@singhealth.com.sg

mailto:partnersincare@singhealth.com.sg
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• It is an evolving journey both for 
patients/caregivers and our staff

• Our leaders/staff driving key committees will 
learn how to tap into what matters to patients 

• Our patients/caregivers will also learn how to 
contribute constructively, going beyond just 
helping their peers.

Patients as Partners in Care

partnersincare@singhealth.com.sg



Empower SPAN advocates to partake in healthcare improvement projects and healthcare 
team education

Training & Development Domains

Communications Improvement
Science

Evidence-based 
Study

Patient Advocate 
Communication Training 
(PACT) 

Storytelling Workshop 
“Stories from the Heart” 

Quality Improvement in 
Healthcare

Design Thinking in Healthcare

Human Factors in Healthcare

Research Qualitative 
Workshop 

(1) Training 
programmes 
specially curated 
for SPAN 
members

(2) Training 
conducted by 
SPAN Members 
for  Healthcare 
Teams

“Creating Best Patient 
Experience”
developed by SPAN, OPE & 
IPSQ for 

SingHealth Residency Nurse 
Leadership Programme



Patient stories as educational materials in encouraging healthcare teams to partner 
patients as well as building positive relationships and caring for healthcare teams

Be Kind to Your Healthcare Team
To encourage patients & families to be kind to 

healthcare workers at the point-of-care.

Library of Local Curated Patient Stories 
for healthcare teams to leverage to create awareness on patient & 

family engagement as well as for training purpose 



Inaugural Singapore Patient Advocates Connection (SPACe) Oct 2022 

 To grow patient advocacy in Singapore

 To raise awareness on the importance of partnering patients to improve care quality

 To provide a platform for collaboration opportunities between HCWs and 
patients/caregivers 

Open to all 
patient 

organizations 
in Singapore

Meaningful patient engagement in 
strengthening Singapore's healthcare 
system

How patient advocates can play a 
role in healthcare improvement 
and patient safety

Amplifying the voice of <invisible 
diseases/rare diseases / cancer> in 
improving healthcare: What works 
and what doesn't

Learning Lab:  Becoming an effective 
Patient Advocate 

Powerful storytelling for healthcare 
improvement 

STRATEGIC OBJECTIVE: PATIENT & FAMILY ENGAGEMENT FOR PATIENT-CENTRIC 
HEALTHCARE & CO-CREATION
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Create FUN among the Network


