
Subang Jaya Medical Centre

Datoô Dr Jacob Thomas

Group Medical Advisor, Sime Darby Bhd

4th International Quality 

Congress, Sarawak

22 -24 Oct 2007

Quality & Public Services Delivery



Quality in Health Services 
and Healthcare

Subang Jaya Medical Centre

Datoô Dr Jacob Thomas

Group Medical Advisor



Subang Jaya Medical Centre

ÅSouth Towerïopened on 1 July 1985

ÅOutpatient Centreïopened in 1992

ÅNorth Tower ïopened in 1994



Primary

Secondary

Tertiary

ÅGeneral medicine

ÅGeneral surgery

ÅUrology

ÅObst & Gynae

ÅOphthalmology

ÅNeurology

ÅCardiology

ÅRadiology

ÅPathology

ÅOrthopaedics

ÅHaematology

ÅRheumatology

ÅNephrology

ÅENT

ÅDermatology

ÅNeonatalogy

ÅPaediatrics

ÅEndocrinology

ÅInfertility

ÅCardiac surgery

ÅNeurosurgery

ÅBone marrow transplant

ÅLiver transplant

ÅCytogenetics

ÅInterventional radiology

ÅCancer & Radiosurgery / 

treatment / Cancer research

Medical Services

ÅCough and cold

ÅMinor cuts and injuries

ÅOther minor ailments



International marketing  

ÅCytogenetics

ÅMolecular studies

ÅBone Marrow transplant

ÅCancer & Radiosurgery services

ÅVascular Interventional Radiology

Niche products

Partnerships

& Affiliations

Health tourism

ÅMayo clinic / Johns Hopkins 

ÅJOHAC

ÅBrainLab Germany

ÅToby Robins Cancer Research

ÅSJMC contributes between 10 ï15% 

of the total foreign patients seen in 

private hospitals 



Integrated healthcare services

ÅClinic management in Kerteh : Klinik 

Rantau Petronas

ÅInterest by Middle East countries

Healthcare 

Management

Occupational 

Safety & Health

ÅOccupational Health Physician

ÅPartnerships with OSH Consultants

ÅPotential to expand the laboratory 

services

ÅDiploma in Nursing

ÅDiploma in Medical Laboratory 

Technology

ÅAccreditation to LAN

Academy of  

Nursing & 

Health Sciences



We shall be an organisation internationally recognised for its excellent 

tertiary and integrated healthcare services

Our Vision

Our Mission

ÅWe shall provide comprehensive customer focused healthcare services 

with the best clinical and business practices

ÅWe shall strive for excellence through a highly motivated team in an 

environment of continual improvement

Total Quality Management: We shall provide managementsystemsthat

are recognisedto local and international standards,and the drive to

continuallyimproveatSubangJayaMedicalCentre

Engineering: We shall provide superiorbuilding facilities and servicesin

supportof quality customercare through a proactiveand committedstaff

team.

Examples of Department Missions



OUR

VALUES WORK ENVIRONMENT

ETHICS

COMMITMENT TO STAFF

CUSTOMER FOCUS

FACILITIES & 

OPERATIONAL SYSTEMS

CONTINUAL 

IMPROVEMENT

COMMUNITY
Summarised



Healthcare Challenges

ÅLabour intensive

ÅCapital intensive

ÅHigh customer expectations

ÅIncreasing competition and 

healthcare demands

ÅMedia attention

Private healthcare is not a pot of gold



TOTAL QUALITY MANAGEMENT

A philosophical approach to effective quality 

management that involves every aspect and 

every level of the organisation.  

In our strive for excellence, we embrace

ÅTop management leadership

ÅManagement of quality

ÅHuman Resource focus

ÅCustomer focus

ÅProcess management

ÅInformation & Analysis

ÅCorporate responsibility

ÅOrganisational results

Focuses on:



DELIGHT
OUR CUSTOMERS

Our service philosophy has always been to

An Eye-Popping Experience



Our 

CUSTOMERS

Patient

Family

Visitors

Å All healthcare needs

Å All age groups

Å All sexes

Å All races

Å Any nationality

PATIENTS are always given TOP PRIORITY in our delivery of service to 

achievebetter, safer, faster and affordable care.

ALL OTHER CUSTOMERS are accorded the highest possible level of 

care that gives them a Peace of Mind when using SJMC.

Customer service begins with providing competent staff at every customer 

touch point, beginning with the Concierge/Security team, to the Reception 

staff , Pharmacy and other areas.



Examples of 

Personalised Services

1. F&B services

Å Going out of the way through vendor 

partnerships

2. Dedicated Customer Service staff

Å Customer Support Service staff

Å Patient Advocates

Å Customer focus groups



Medical 

Staff

Pharmacy & 

Therapeutics

Includes:

ÅPeer Review

ÅCredentials & Qualifications

Medical 

Education

Quality 

Assurance

Patient 

Economics

Operating Theatre

Critical Care

Perinatal Care

Ambulatory Care, 

Nursing

Medical Advisory 

Board

Patient

Care

Infection Control

Medical 

Records

Radiation 

Safety 

Committee

Working with the doctors in Clinical Governance to 

achieve optimum patient outcomes



Customer service goes beyond basic care

Examples of

CUSTOMER ñFRILLSò

ÅPre-surgery patient orientation

ÅPre- and Post-natal Care counseling

ÅPost discharge follow-up

ÅInfection control procedures

ÅImplementation of customer suggestions



We take customer feedback seriously

Malaysian Customer 

Satisfaction Index

A measurement of customer 

satisfaction against customer 

expectation and service performance



Soliciting

Customer

Feedback
CSI & 

Other 

feedback

Customer Services 

Operations Team

-ve 

feedback

Manager to 

investigate 

within 48 

hours

Customer Services

WRITTEN

(Questionnaires)

Acknowledgement / 

Feedback to 

customer

within 48 hours



Soliciting

Customer

Feedback

VERBAL

Customer Services 

Operations Team

Managers

Managers

Patient 

Advocates

Customer 

Services

Issue resolved at once



Emergency Response ïresponding to any situation that may 

compromise the care and service given to the customer

Emergency response plans

ÅCode Blue

ÅCode Orange

ÅCode Yellow

ÅCode Red

ÅCode Purple

ÅCode White

ÅElectrical outage

ÅMedical gas shortage

ÅTelecommunication failure

ÅMantrap in lifts

ÅWater shortage

The ability to respond well under these pressing situations only goes 

to show that our FACILITIES, EQUIPMENT, PEOPLE AND 

PROCESSES are working well and in tandem.



Strive for Excellence

THE LEADERSHIP ROLE

In:

ÅStrategising 

ÅCommunicating

ÅRisk management

ÅBuilding accountability

Examples of management tools used:

ÅBalanced Score card

ÅRisk assessment

ÅIntegration of management systems

Types of Management Reviews conducted:

ÅOperational

ÅGoals & Objectives

ÅClinical practices / outcomes

ÅCustomer feedback

ÅEnvironment, Safety & Health

ÅQuality

Reviewing bodies:

ÅDivision/Department managers

ÅMedical Committees

ÅCustomer Services Ops Team

ÅRadiation Safety Committee

ÅESH  Committee

ÅQMS Team


