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Being a
pillar of
support
At the National University
Polyclinics, senior medical
social worker Audrey Hii
counsels patients and
their families and directs
them to appropriate
community care resources

Offering practical advice and emotional support to a patient is part of Ms Hii’s job as a senior medical social worker. PHOTO: NATIONAL UNIVERSITY POLYCLINICS
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iving practical advice and offering emotional support to
patients and their family members is part and parcel of
Ms Audrey Hii’s job as a senior medical social worker.
This aspect of her work helps patients who may have emotional
issues or face challenges coping with lifestyle adjustments due to
their medical conditions, such as diabetes and dementia, and also
supports their family members who may suffer from caregiver
stress as a result.
In addition, the 38-year-old collaborates with government and
social service agencies, as well as navigates through complex
policies and resources, to support patients to receive help for their
financial, employment and accommodation needs.
For instance, she links patients up with the Financial Counselling
Services team to request financial assistance to pay for polyclinic
medical bills, and does home visits to reach out to bed-bound
patients who are unable to visit the polyclinics.

Understanding patients’ needs

Together with other healthcare providers such as doctors, nurses
and allied health professionals, Ms Hii works in the primary care
setting to care for patients. Primary care professionals, who are
often the patients’ initial point of contact in the healthcare system,
provide them with holistic and personalised care.
She divides her time between Jurong Polyclinic and
Queenstown Polyclinic which are part of a network of clinics known as the National University Polyclinics (NUP).
Before joining the healthcare sector, Ms Hii, who has a bachelor’s degree in counselling psychology with honours from
Universiti Malaysia Sabah, worked as a social worker at a family
service centre.
For about six years, she handled issues related to marriages,
parenting, family conflicts and mental health during her work
there. While working at the family service centre, Ms Hii also
pursued a Graduate Diploma in Social Work from Singapore
University of Social Sciences (formerly known as UniSIM).

I enjoy a rewarding career
and it takes a specific mentality
to be able to understand
disease journeys and how they
affect the body, and then
to connect them to patients’
day-to-day challenges.
MS AUDREY HII, senior medical social worker,
National University Polyclinics

Later on, when she was working at NUP, Ms Hii pursued a
Graduate Diploma in Counselling Practice from Counselling and
Care Centre.
The difference between her past and current job is that she
now attends to patients who also suffer from medical issues, on
top of emotional or mental ones.
She says: “Having an illness contributes additional stress to a
family that is already in crisis; it impacts family relationships emotionally, physically and financially.
“I enjoy a rewarding career and it takes a specific mentality to be
able to understand disease journeys and how they affect the body,
and then to connect them to patients’ day-to-day challenges.”
Difficulties arise when community resources are limited, and
patients have to undergo means-testing to ascertain if they qualify to receive help.
In such cases, the wait for an answer can be frustrating for the
patients and their families. But she does not give up hope to look
for alternative solutions.
This is where Ms Hii recognises that building relationships
and rapport with others is as important as understanding
patients’ challenges.
After all, medical social workers need to be open to networking
with others in the community to find the best help possible for
patients and their families.

Bukit Panjang Polyclinic, which is managed by the
National University Polyclinics, is on a recruitment drive
before it opens later this year. Graduates with social
work qualifications accredited by the Singapore
Association of Social Workers are welcome to apply.
Visit www.nup.com.sg for more information.
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Mdm Cynthia Lim finds her work most satisfying when she receives immediate recognition
and positive feedback from customers after helping them to find solutions. PHOTO: TED CHEN

A problem-solver
at heart
Moving from the banking to healthcare industry
also enables 1FSS’ senior finance executive Cynthia Lim
to find satisfaction in resolving customers’ issues

.

areers in healthcare often
bring to mind roles such as
doctors, specialists, nurses
and therapists. But within the same
sector is another group of key staff
who work behind the scenes to attend to a non-health concern of
patients or their families — healthcare bills.
While frontline healthcare staff
deal with work that can involve life
and death issues, backend warriors
help to lend crucial support in other
areas. For instance, Madam Cynthia
Lim Poh Choo, 67, is a senior
finance executive at the 1 Finance
Shared Services (1FSS), Accounts
Receivables, where she oversees
the handling of billing enquiries.
1FSS is a subsidiary of MOH
Holdings and was set up in 2019 as
the financial shared services centre
for all public healthcare institutions
in Singapore.
Prior to this, she spent 22 years in
the banking industry where her last
role was in credit information. She
decided to enter the healthcare
industry because she wanted to do
something meaningful for the rest
of her career. So when she was 48
years old in 2001, she made the
move to join National University
Hospital’s finance department.
As she used to be involved in
dealing with customers in her
previous job, she was able to relate
to her new role in a different sector.
Till today, she says that her passion
for customer service keeps her
motivated to help patients overcome challenging issues.

Going the extra mile

A typical work day for Mdm Lim
starts with an internal team meeting
to share learning points from the
cases they manage. Operational
duties include responding to customers’ calls and emails on billing
enquiries, and trying to resolve the
issues they face.

“I’m also managing several innovation projects for the company
that will help better streamline our
processes,” she adds.
Sometimes, her work involves
settling anxious customers. Once,
she had an agitated customer who
could not understand his hospital
bill and the payment methods
he could use. She kicked into her
problem-solving mode and sat
down with him to go through his
bill and guide him on how he could
settle his payment. She also worked
with several departments in the
hospital to help him with his claims.
The customer was so pleased
with her service that he e-mailed
a compliment to commend her
after that.
With her great work attitude over
the years, Mdm Lim has won several Service Champion awards, and
an Achievement Award for Service
during the SARS epidemic in 2003.

Strengthening
her capabilities

Mdm Lim also has a part in
managing projects that help to
streamline her department’s operation process. For example, she is
working on a self-help system that
will enable patients to key in their
requests for bills, forms and receipts
by reviewing the process flow and
flagging areas that are unclear.
She is appreciative of 1FSS’ efforts
to nurture and upskill its staff. Since
she joined the organisation, she has
taken up various courses to equip
herself with skills to become more
effective at handling complaints
and improve as a team player and
supervisor.
Mdm Lim believes that having a
passion for healthcare and being
willing to serve others are important when considering a role in
healthcare. Upholding integrity
at work is crucial too, she says. In
addition, one must be willing to
keep learning to be able to add
value to the organisation.

