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S/N Topic Duration

1 Introduction to HSG Referrals 2.0 5 mins

2 Live Demonstration - Creating, Managing and Tracking Referrals 20 mins

3 Walkthrough of HSG Referrals 2.0 and its functionalities 20 mins

4 What GPs can do or expect during System Downtime 5 mins

5 Question & Answers 10 mins



Introduction to HSG 
Referrals 2.0
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Introduction

4

• As part of the National Referrals Programme, HSG Referrals 2.0 focuses on enhancing and digitalizing GP Referrals to Healthcare Providers 

• HSG Referrals 2.0 was launched to tackle the following key problem statements:

Referral Capabilities Today
HSG Referrals 2.0
(20 Jul 26 onwards)

GP Referrals Front-end
• HSG GP CMS (via HSG Simple Referrals Service 1.0)
• Health Appointment System (HAS)
• Partners Buddy (PB)

• HSG GP CMS (via HSG Referrals 2.0)

(HAS & PB remain accessible to GPs, but HSG Referrals 2.0 is the 
recommend platform for referrals)

Closed Loop Feedback 
from PHI to GP

• NUHS / NHG: Only via referrals from HAS
• SingHealth: Yes, via Partners Buddy

• NUHS / NHG / SingHealth: Yes, via HSG GP CMS 

(e.g. Referral acceptance, Appointment 
confirmation/Actualization)​

Manual Referral Process
----------------------------------------------- 

via email / call / print out / fax

Multiple front-ends for a referral
----------------------------------------------- 
lack of harmonization and differing 

capabilities across systems

No feedback loop between healthcare providers
----------------------------------------------- 

unable to track referral and appointment status

Note: With HSG Referrals 2.0, ACP, GPFirst, UCC / A&E / SCDF referrals will still require GPs to print out the hardcopy referral form for patient to bring to 
PHI

• HSG Referrals 2.0 is slated to Go Live in phases from 20 July 2026 with the following capabilities:



New Enhancements for HSG Referrals 2.0

REFERRAL EXCHANGE (RefX) - CENTRALISED REFERRAL SERVICE

GPs will be seamlessly redirected to Referral Exchange via a pop-up page within 

their HSG-compatible CMS for the creation and submission of referrals

REFERRAL & APPOINTMENT STATUS TRACKING

After referral submission, GPs will be able to view a list of all their referral requests 

and their respective status within their HSG-compatible CMS. GPs may also click on 

individual referrals to view the details of the referral

*DIRECT APPOINTMENT SCHEDULING

For selected SingHealth PHI SOCs, GPs may view available appointment dates and 

timeslots and make direct appoint booking for subsidised and private referrals via 

Referral Exchange

*CORRESPONDENCE NOTES

For selected SingHealth PHI SOC referrals, after the appointment has been 

actualized and correspondence notes are available, GPs can view the specialist’s 

reply within their HSG-compatible CMS

* NUHS & NHG are working to enable Direct Appointment Scheduling & Correspondence Notes functionality for HSG GPs progressively from 
November 2026 onwards  



Live Demonstration 

- Creating, Managing and Tracking Referrals
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About the Referral Exchange (RefX)

RefX = Referral Exchange

Referral Exchange allows it’s system users to -

● Make referrals to all 3 PHI clusters nationwide

Our vision is to enable seamless referrals for all doctors, distribute healthcare load 

between PHIs and reduce patient time to care. 

RefX has enabled >70,000 referrals from GPs (via HAS) to SOCs with >94% referral 

confirmation rate as of Q1, 2026.

     A little more on our journey and figures here!

     The product was built in partnership with MOH and PHIs.

https://products.open.gov.sg/refer


GP Referral Workflow Overview 
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Click “Create a New Referral” 
to launch Referral Exchange

Creation and Submission of a 
Referral

Saving and Editing a Draft 
Referral

Cancelling a Submitted 
Referral

Tracking a Referral After 
Submission 

Fill in referral form

Submit referral

Save referral as “Draft”

Close Referral Exchange

View “Draft” referral in CMS

Click “Edit Draft 
Referral”

Delete “Draft” referral

View “Pending” referral in 
CMS

Cancel “Pending” referral

View List of Referrals 
submitted and their status

Click on individual referral to 
view details

Legend: 

Action within HSG CMS

Action within RefX



Walkthrough of HSG Referrals 
2.0 and its functionalities
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1: Launch Referral Exchange (RefX) – Centralized Referral Service

a) via HSG-compatible CMS, navigate to the button to create a new referral in RefX

disclaimer: GPs may contact their CMS vendors for training on the new system features (e.g. where the button to create a new 

referral is located)

b) Ensure the auto-populated information in the referral form is accurate (i.e. patient contact number 

so that referral details are sent to the correct recipient) . Update manually where required

Creation and Submission of a Referral

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

PLEASE NOTE

▪ GPs do not need to sign in again 

when launching RefX

▪ Only the fields in the screenshots 

on the left will be auto-populated, 

GPs must fill in the remaining 

information in the referral form   

▪ If the information is not available 

in the CMS it will not be auto-

populated in the referral form



2: Select Referral Destination 

a) Key in the preferred healthcare provider or choose from the 

dropdown list to refer the patient to

Creation and Submission of a Referral

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

PLEASE NOTE

• Flexible search allows the GPs to search the preferred referral 
destination using the institution or the specialty or both

• GPs can type institutions in short form, and it will appear (i.e. KTPH 
= Khoo Teck Puat Hospital)

• Other referral types supported in drop down list include:

! You will be prompted to printout a hardcopy of the referral 
form for the services mentioned above

Referral Type To Note
Printout 
Required

Feedback 
Loop

ACP Referrals
ACP Community Node / Office 
will receive referral via email to 
schedule appointment / reject. 

Yes Yes

GPFirst 
Referrals

PHI receives an email for 
recordkeeping

Yes No

UCC / A&E/ 
SCDF Referrals

No referral digital copy sent to 
PHI

Yes No

• PaedsENGAGE referrals will be supported in the future 



2: Select Referral Destination 

b) Based on the selected referral destination, specialty-specific guidelines will appear to allow you to view referral acceptance criteria, to 

guide the GP while filling in the referral form

Creation and Submission of a Referral
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 



2: Select Referral Destination 

c) Upon selecting a referral destination, RefX will check if the patient is 

eligible for subsidy based on the NRIC provided

Creation and Submission of a Referral
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

PLEASE NOTE

▪ For subsidised patients (CHAS blue/orange/green, PG 
and MG), GPs need to fill in the CHAS referral form in 
the second page of the referral form within RefX

▪ For private patients, GPs to only provide the following 
information in the second page of the referral form 
within RefX

➢Medical History, Drug Allergies, Reason for 
Referral

▪ Eligible Singapore citizens (including non-CHAS card 
holders) are eligible for subsidised SOC referral under 
the following:

▪ Follow up for abnormal PAP/HPV results under 
Healthier SG Screening

▪ Follow up for post-Childhood Developmental 
Screening/Childhood Vaccination

▪ RefX currently does not support subsidised 
referrals for non-CHAS cardholders even if they are 
eligible for subsidised SOC referral as mentioned 
above. GPs will need to use the manual CHAS referral 
form for this group of patients until RefX is enhanced



2: Select Referral Destination 

d) If a referral destination is selected which supports direct appointment scheduling (the ability 

to view date and timeslots), GPs will be prompted to select the preferred date and time  

Creation and Submission of a Referral
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

▪ For selected SingHealth PHI SOCs, GPs have the 
option to submit direct appointment booking for 
subsidised / private referrals:

➢ Based on the selected date, the 5 earliest 
slots will appear

➢ If there are no suitable timeslots, GPs can 
still proceed to submit the referral 
without selecting a timeslot. The referral 
will then be routed to the PHI SOC for 
manual triaging

❑ The PHI SOC will then contact the 
patient for the preferred timeslot 

❑ If the PHI SOC assigns a timeslot 
that is not suitable for the patient, 
the patient can call the PHI SOC to 
adjust appointments 

➢ Not all referral destinations support 
direct appointment scheduling yet. This is 
being rolled out progressively.

PLEASE NOTE



3: Select Urgency

a) Selection of urgency is only applicable for PHI SOC referrals. Not applicable for ACP, GPFirst or A&E Referrals 

b) For routine referrals, appointments are made based on the PHI SOC slot availabilities

c) For urgent referrals, GPs are required to provide reasons for escalations (on the next page within RefX) to be reviewed / triaged by 

Cluster CC / PHI SOC 

Creation and Submission of a Referral

Type Expected Wait Time

Urgent Within 2 weeks

Routine Next available

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

PLEASE NOTE

▪ For referrals to destinations that support direct 
appointment scheduling, if the referral is indicated as 
urgent, direct appointment will be disabled and the 
referral will be routed to the PHI SOC for manual triaging  



4: Fill in remaining referral form on the second page

Creation and Submission of a Referral

(Private Patient) (Subsidised Patient – Based on CHAS Form)

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 



5: Review and submit referral

Creation and Submission of a Referral

a) After submitting a referral, the GP may print the form directly (if needed) within RefX or from the CMS

b) For a Direct Appointment Scheduling referral, if the chosen timeslot is no longer available at the time of referral submission, the GP will 
be prompted to select a new timeslot

a

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

b

6: Close RefX and return to CMS

a) After submission, GP may close RefX and return to the HSG CMS to view and track the submitted referral



Saving & Editing a Draft Referral

a) For any referral with “Draft” status, GPs can either edit or resume the draft from last saved or delete the draft referral

b) For editing/resuming draft referrals, GP will be led back to RefX to continue from last saved 

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

7: Click “Save as Draft” in RefX

a) GPs may choose to save a referral as draft at any point and come back 

to it later to continue the submission. ▪ Before saving a referral as draft, GPs to ensure that the 
mandatory information is filled up (i.e. Patient Contact 
Number, Nationality, Referrer/Clinic Email / Contact 
Number)

PLEASE NOTE

8: Accessing “Draft” referrals from CMS

a) GPs can view the referral in the CMS 

with the referral status as “Draft”

PLEASE NOTE

▪ GPs may fill in the clinical portion of the referral form and save it. Clinic Assistant (CA) with 
access to the HSG CMS may then continue editing the referral from last saved to fill in the 
remaining administrative portion of the referral and submit it (the referral will remain linked 
to the GP who created the referral)

▪ For any account access matters (e.g. Clinic Assistant access to HSG CMS) please contact your 
respective HSG CMS provider

9: Edit or Delete the draft referral



Cancelling a Submitted Referral
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

10: Search for the Submitted Referral in “Pending” status to cancel in CMS

image is for illustration purpose 

only and is not taken from any 

CMS. Design of list of referrals 

page may vary with different 

CMS vendors 

11: Cancel the Pending Referral

a) After locating the referral, click on details of the referral and cancel it. SOC will receive the cancellation request & no further action will 

be taken from their side w.r.t. that referral.

PLEASE NOTE

▪ GPs may only cancel a referral when it is in “Pending” status 

▪ Once a referral is accepted, GPs cannot cancel the referral via their CMS. The GP / Patient may still cancel through other means such as 
phone call, email, Health Hub, SMS 

▪ Cancellation of a referral is not applicable for direct appointment scheduling referrals, as the appointment is confirmed upon successful 
referral submission. Should the appointment need to be cancelled, the GP or patient may contact the respective institution directly for 
assistance

a) After submission of a referral, the referral status will 

appear as “Pending” in CMS 

b) GP to locate the referral in the list of referrals page in CMS 

to cancel



12: View List of Referrals Page

a) After submission of a referral, GPs can go to the List of Referrals Page to view all the submitted referrals

Tracking a Referral After Submission

image is for illustration purpose only and is not taken from any CMS. 

Design of list of referrals page may vary with different CMS vendors 

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 



13: Click on Individual Referral to view Referral Details 

Tracking a Referral After Submission

a) GPs can click into individual referrals to view detailed referral information such as:

➢Patient Information (i.e. Name, DOB, ID Number etc.)

➢Referral Information (i.e. Referral status, Referral ID, Submitted Date etc.)

➢Appointment Details (i.e. Appointment Status, Institution Name, Specialty Name, 

Appointment Date & Time etc.)

➢Correspondence Notes (only applicable for referrals to selected SingHealth referral 

destinations which support direct appointment scheduling)

Image is for illustration purpose only and is not taken 

from any CMS.

 

Format of how information is displayed and level of detail 

of information may vary with different CMS vendors

Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 



Tracking a Referral After Submission
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

PLEASE NOTE

▪ When a referral is Rejected; GPs will receive an email notification with reason for rejection. The rejection reason will also be displayed within 
the existing referral record in the CMS [refer to annex B for sample rejection email to GP]

▪ When a referral is Rescheduled by PHI SOC; The new appointment details will be reflected in the existing referral record in the CMS and the 
initial appointment status will be cancelled



Tracking a Referral After Submission
Creation and Submission of a Referral Saving and Editing a Draft Referral Cancelling a Submitted Referral Tracking a Referral After Submission 

In the event whereby a SOC schedules multiple appointments for 1 Referral for example:

 

Image is for illustration purpose only and is not taken from any CMS.

 

Format of how information is displayed and level of detail of 

information may vary with different CMS vendors

Screenshot taken from NUH NGEMR for multiple 

appointments tagged to 1 referral

• The appointment description and clinic location information will be made available in the CMS in future releases

• For 20 Jul Go Live, patients will receive this information via SMS directly from the PHI SOC

Appointment description 
in NGEMR

Clinic Location in 
NGEMR

What the GP will see via their CMS:  2 appointments with “Scheduled” status and different appointment timeslots

 



What GPs can do or expect 
during System Downtime
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Example of error Message Displayed in RefX What it Means What GP can do

Full screen error if the 
RefX service may be 
disrupted

GPs may submit the referral via email with softcopy 
CHAS form to Cluster PHI Contact Center email 
address . 

Alternatively, they may contact the PHI Contact 
Center out of the CMS and pass a hardcopy of the 
CHAS/private referral form to the patient. 

Once submitted via email, GPs should not submit 
the same e-referral via Referral Exchange again. 

RefX is unable to check 
for patient CHAS 
status

GPs may proceed with private referrals only. For 
subsidised referrals, GPs should either email the 
referral with a copy of the CHAS form, or hold off 
until the system is restored. 

SingHealth Partners 
Buddy service is 
unavailable/facing 
errors

If direct appointment scheduling is down where no 
preferred timeslots are shown, GPs may still submit 
the referral which will be manually triaged

If the entire Partners Buddy system is down, GPs to 
proceed to submit the referrals manually

What GPs Can Do or Expect During System Downtime

• Error states depicted here are subject to change depending on the errors encountered. 

• Information displayed and level of detail may vary depending on the system error type and actions suggested to be taken.

• In the event of any system downtimes, GPs will be notified by our Partner Engagement Team (PET) via Telegram 



Accessing Support For Referral Exchange (RefX)

The Referral Exchange Support Portal is available at any 
time from the “Need help with referrals?” link on the 
referral pages.

You can also access it directly at:
go.gov.sg/referralexchangesupport

The portal provides guidance, troubleshooting, and reference 
materials to help you create, submit, and manage referrals 
through RefX.

https://go.gov.sg/referralexchangesupport
https://go.gov.sg/referralexchangesupport


Questions & Answers
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Frequently Asked Questions

1) After the launch of HSG Referrals 2.0 on 20 July 2026, will HSG GPs still be able to make referrals through existing channels? 

(e.g. direct e-mail/fax/call to PHIs, physical CHAS referral form, Health Appointment System, SingHealth Partners Buddy)

Yes. Although HSG Referrals 2.0 is the preferred referral channel from 20 July 2026 and is strongly encouraged for all eligible referrals, 

HSG GPs may continue to submit referrals through selected existing channels: 

i. Direct e-mail/fax/call to PHIs (as indicated on the CHAS referral form) 

ii. Health Appointment System (HAS)

iii. SingHealth Partners Buddy 

iv. Physical CHAS referrals form

Please note that with the upgrade to HSG Referrals 2.0, the HSG Simple Referrals service will no longer be available from 20 July 2026. 

2) If a referral is submitted through HAS or Partners Buddy, will the HSG GP still be able to track the referral outcome within 

their HSG CMS?

No. Referral status tracking and closed loop notifications within the HSG-compatible CMS are only available for referrals submitted 

via HSG Referrals 2.0. Referrals submitted via HAS or Partners Buddy will only be reflected within those platforms.

3) Can Clinic Assistants edit and submit a referral on behalf of the HSG GP?

Yes. Clinic Assistants with HSG-compatible CMS access may edit and submit referrals on behalf of the HSG GP. However, only HSG GPs 

can create a new referral. Clinic Assistants cannot create a referral. The submitted referral will remain associated to the HSG GP who 

created the referral. 



Frequently Asked Questions

4) With HSG Referrals 2.0, are patients still expected to bring along a hardcopy referral form for their SOC appointment?

Patients do not need to bring a printed referral form for most referrals apart from the following referrals (based on referral type 

/ referral destination):

i. Advanced Care Planning (ACP) 

ii. GPFirst, A&E / Urgent Care Centre (UCC) / SCDF 

In addition, until HSG Referrals 2.0 is enhanced to support the below use cases, HSG GPs should continue using the manual 

CHAS referral form for eligible Singapore Citizens (including non-CHAS card holders) requiring subsidised SOC referrals for:

- Follow up for abnormal Pap/HPV results under Healthier SG screening

- Follow up for post-childhood developmental screening / childhood vaccination 

5) Will referrals submitted via HSG Referrals 2.0 appear on NEHR?

Yes. Existing care reporting requirements continue to apply with the introduction of HSG Referrals 2.0. 

If you have questions about how your clinic's CMS submits referral information to NEHR, please contact your CMS vendor.

6) Do HSG GPs need to subscribe or pay for HSG Referrals 2.0 service?

No. HSG Referrals 2.0 will be available on all HSG-compatible CMSes from 20 July 2026. No action is required from HSG GPs or clinics. 



Frequently Asked Questions

7) Will HSG Referrals 2.0 limit the number of referrals for a Patient in the event of multiple referrals for the same condition / 

referral specialty / destination to PHI (e.g. referred by more than one HSG GP Clinic)?

No. HSG Referrals 2.0 does not prevent multiple referrals from being submitted for the same patient.

Where multiple referrals are received, the receiving PHI will assess and triage the referrals, including clarifying with the patient 

where necessary, before arranging the appropriate appointment(s).

8) Can a referral be saved and completed later? 

Yes. HSG GPs may save a referral as a draft and complete it at a later time. Draft referrals can be edited until they are submitted.

9) Can a referral be amended after it is submitted via HSG Referrals 2.0?

No. Once a referral has been submitted, it cannot be edited. If changes are required:

i. If the referral is still in Pending status, the HSG GP may cancel the referral and submit a new referral

ii. If the referral has already been Accepted, it cannot be cancelled through HSG Referrals 2.0. The HSG GP or patient should contact 

the receiving PHI directly if changes or cancellation are required



Frequently Asked Questions

10) What happens if a referral is rejected?

If a referral is rejected, the reason for rejection will be reflected in the HSG-compatible CMS. Where appropriate, please address the 

reason for rejection and submit a new referral.

11) With the new closed loop notification features introduced in HSG Referrals 2.0, are HSG GPs expected to monitor the 

referral status beyond referral submission? 

(i.e. appointment actualization / no-show)

No. Once a referral has been successfully submitted via HSG Referrals 2.0, the onus is on the patient to turn up for the 

appointment.

Referral and appointment status updates (e.g. Scheduled, Actualised, No-show or Cancelled) are provided to keep the referring 

GP informed of the referral outcome. They do not create any additional responsibility for the GP to follow up on the patient's 

appointment attendance.

12) Does the new closed loop notification feature track referral appointment status beyond Patient’s First Visit (FV) 

appointment? (i.e. for subsequent appointments after FV)

The appointment status (e.g. Scheduled, Actualized, No-show or Cancelled) relates only to the patient's first visit. Subsequent 

follow-up appointments are not tracked through HSG Referrals 2.0.
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