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Service design helps to enhance medical work	
 
In the fight against the coronavirus pandemic, many individuals from the healthcare industry are involved. In addition to medical 
personnel, there are cleaners and administrative staff on the frontline, as well as design graduates such as 33-year-old Chua Jia 
Xiang. 

 
He graduated from LASALLE College of the Arts’ BA(Hons) Design Communication programme in 2014 and is currently a senior 
service designer at Tan Tock Seng Hospital’s Kaizen Office. The department’s name originates from Japan and means 
improvement. As a management concept, it has been applied to numerous operation processes in different fields globally, including 
healthcare, government and finance.  

 
The Kaizen Office is one of the quality improvement departments at Tan Tock Seng Hospital. Its 15-member team works with other 
departments to enhance work processes and patient experience.  
 
   
Improvements to traditional protective goggles 
 
One of Jia Xiang’s recent projects is the upgrading of protective goggles worn by medical personnel in their battle against COVID-
19. Traditional protective goggles are uncomfortable to wear and have a tendency to fog up with condensation. In view of this, the 
Kaizen Office looked into designing a more user-friendly mask for their colleagues.  
 
Jia Xiang and his team mates gathered feedback from staff at the frontline to understand their needs and their work environment. 
Using a face mask from the SARS epidemic in 2003 as a prototype, they started to make improvements to it. After going through 
more than 100 designs within a span of two weeks, they finally arrived at a design which offered better comfort, could be easily 
worn and taken off, was safe and cost-effective to produce. The new face shield has already passed its first round of user 
acceptance test and is now in the mass production phase. 
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“In the past, we would have face-to-face meetings to showcase the new design samples. However, due to current circuit breaker 
measures, we can only communicate through video conferencing and this has affected progress of the prototype’s development,” 
shared Jia Xiang.  
 
 
From advertising to service design 
 
According to Jia Xiang, service design was a relatively new field in 2012. When he first enrolled into LASALLE, his aim was to 
become a graphic designer or an art director at an advertising firm. However, during his second semester, he started to feel 
disillusioned with the commercial field as it dealt with an excessive number of products. What was more inspiring to him was the 
work done by social innovation labs. 
 
“I saw how they worked in collaboration with beneficiaries to design a better user experience. This prompted me to shift my focus to 
social innovation design during my final academic year. Through design, I believe we can create better products or services that 
can benefit people,” he said. 
   
In 2014 Jia Xiang’s graduating work, Vertical Kampong, won ‘Best Design’ at the renowned Crowbar Awards for its vision to help 
new immigrants integrate into Singapore society through the act of sharing good food. He was further awarded a scholarship from 
DesignSingapore Council and went on study at the Royal College of Art (RCA) in London, pursuing a MA in Service Design. He 
completed his studies in 2017 and returned to Singapore.  
 
During the year after his return, Jia Xiang often accompanied his relative to the hospital for follow-up sessions. The experience 
inspired him to think about using design to enhance patient experience. Subsequently, through the recommendation of 
DesignSingapore Council, he got to know about Tan Tock Seng Hospital’s Kaizen Office and immediately sent in an application to 
be a part of its team.  
 
Among the many projects which Jia Xiang has since been involved in, another interesting one was FuSA (Function and Safety 
meet Aesthetics) – a multi-functional chair that doubles up as a seat for patients to perform physiotherapy, and a bench or bed for 
caregivers to rest on after their duties. The office has also made inroads into improving work processes, such as reducing the 
waiting time for transfer requests to community hospitals.  
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In his current role, Jia Xiang feels that he is both a designer and a medical worker – an integral member of the healthcare 
profession who enhances patient care level and supports frontline staff. “We need to have a good understanding of the challenges 
faced by our colleagues in order to find creative ways to resolve problems for patients and the community,” he said.  


