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Subang Jaya Medical Centre

ASouth Toweri opened on 1 July 1985
AOutpatient Centre i opened in 1992
ANorth Tower i opened in 1994



Primary

A Cough and cold
A Minor cuts and injuries
A Other minor ailments

Secondary

A General medicine A Cardiology A Nephrology

A General surgery A Radiology A ENT

A Urology A Pathology A Dermatology
A Obst & Gynae A Orthopaedics A Neonatalogy
A Ophthalmology A Haematology A Paediatrics

A Neurology A Rheumatology A Endocrinology

Tertiary

A Infertility A Cytogenetics

A Cardiac surgery A Interventional radiology

A Neurosurgery A Cancer & Radiosurgery /

A Bone marrow transplant treatment / Cancer research
A Liver transplant




International marketing

Niche products

Partnerships
& Affiliations

Health tourism

A Cytogenetics

AMolecular studies

ABone Marrow transplant

A Cancer & Radiosurgery services
AVascular Interventional Radiology

AMayo clinic / Johns Hopkins
AJOHAC

ABrainLab Germany

A Toby Robins Cancer Research

A SIMC contributes between 1A5%
of the total foreign patients seen in
private hospitals



Integrated healthcare service

Healthcare
Management

Occupational

Safety & Healt

Academy .of
NUFSINg &
Health Science

A Clinic management in Kerteh : Klinik
Rantau Petronas
AInterest by Middle East countries

A Occupational Health Physician

A Partnerships with OSH Consultants

A Potential to expand the laboratory
services

A Diploma in Nursing

ADiploma in Medical Laboratory
Technology

A Accreditation to LAN



Our Vision

We shall be an organisation internationally recognised for its excellent
tertiary and integrated healthcare services

QOur Mission

A We shall provide comprehensive customer focused healthcare service
with the best clinical and business practices

A We shall strive for excellence through a highly motivated team in an
environment of continual improvement

Examples of Department Missions

Total Quality Management We shall provide managemensystemsthat
are recognisedto local and international standards,and the drive to
continuallyimproveat SubanglayaMedical Centre

Engineering. We shall provide superiorbuilding facilities and servicesin
supportof quality customercare through a proactive and committed staff
team




OUR
VALUES

Summarised

CUSTOMER FOCUS

ETHICS

COMMITMENT TO STAFF

WORK ENVIRONMENT

COMMUNITY

FACILITIES &
OPERATIONAL SYSTEMS

CONTINUAL
IMPROVEMENT




Private

healthcare is not a pot of gold

A Labour intensive

A Cap

ital intensive

A High customer expectations

A Increasing competition and

hea

A Meo

thcare demands

la attention



In our strive for excellence, we embrace

TOTAL QUALITY MANAGEMENT

A philosophical approach to effective quality
management that involves every aspect and
every level of the organisation.

Focuses on:

A Top management leadership
A Management of quality

A Human Resource focus

A Customer focus

A Process management

A Information & Analysis

A Corporate responsibility

A Organisational results




Our service philosophy has always been to

DELIGHT
OUR CUSTOMERS

An Eye-Popping Experience



Our

Visitors Any nationality

CUSTOMERS
A All healthcare needs
A All age groups
A All races
_ Visitors NI

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 SIJMC.

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
A Going out of the way through vendor

partnerships

2. Dedicated Customer Service staff
A Customer Support Service staff
A Patient Advocates
A Customer focus groups



Working with the doctors in Clinical Governance to
achieve optimum patient outcomes

Includes:
APeer Review
ACredentials & Qualifications

Medical Advisory
Board

~

I | | | |
Medical Quality | Patient Patient Pharmacy &
Education Assurance Care Economics || | Therapeutics
: Operating Theatre —
Medical Radiation
Records Safety
Critical Care Committee

Perinatal Care

Ambulatory Care,
Nursing

Infection Control




Customer service goes beyond basic care

Examples of
CUSTOMER AFRILLSO

APresurgery patient orientation
APre and Posnatal Care counseling
APost discharge followp

AInfection control procedures

Almplementation 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

WRITTEN
(Questionnaires)

Customer Services

-ve Acknowledgement
feedback Feedback to
customer
within 48 hours

Manager to )

Investigate S

within 48 feedback
hours

Customer Services
Operations Team




VERBAL

Managers

D, Patient Customer
Soliciting Advocates Services

Customer
Feedback

Managers

Issue resolved at once

Customer Services
Operations Team



Emergency Responsaesponding to any situation that may
compromise the care and service given to the customer

Emergency response plans

A Code Blue A Electrical outage

A Code Orange A Medical gas shortage

A Code Yellow A Telecommunication failure
A Code Red A Mantrap in lifts

A Code Purple A Water shortage

A Code White

The ability to respond well under these pressing situations only

to show that our FACILITIES, EQUIPMENT, PEOPLE AND
PROCESSES are working well and in tandem.




Strive for Excellence

THE LEADERSHIP ROLE

In: Examples of management tools used:

A Strategisin
JiSing A Balanced Score card

A Communicatin
J A Risk assessment

A Risk management :
A Building accountability A Integration of management systems

Types of Management Reviews conducted:

Reviewing bodies:

A Operational —
A Goals & Objectives A Division/Department managers
A Clinical practices / outcomes | A Medical Committees
A Customer feedback A Customer Services Ops Team
A Environment, Safety & Health | A Radiation Safety Committee
A Quality A ESH Committee

A QMS Team




