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The Hospital Authority is
committed to exploring patients’
needs in different areas and
driving feasible enhancements to
improve patient-centric services
and patient experience.
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Enhancing Patient-Centric Services and Experience

Patient Needs Exploration

Feasible Enhancements

Service Excellence

Experience Optimization



Challenges for Specialist Out-patient Clinics (SOPC)

Long Queue
How long to 

wait?What tasks to do?
Where to go next?
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Overwhelming
Service Demand

Long Queues & 
Waiting

in 2025/26

High volume of 
SOPC Attendances

Clinic 
Overcrowding



Main Goals

Reduce 
Journey Time

Enhance 
Patient 

Experienc
e

Increase 
Digital 

Literacy

Support and
encourage 
patients to 

navigate their 
healthcare 

journey

Enhance 
experience with 

real-time 
queue updates 

and HA Go 
reminders

Minimize 
clinic journey 

times to 
ensure faster 

access to 
care and 

medications
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Easy Channel- The Patient-Centric Approach 
for Outpatient Journey

↓ queuing time 

HA Go and 
Kiosks

HA Go
「 EasyQ 」

Smart Clinic 
Features

HA Go
「EasyQ」E-Channel

Consultation

Convenient 
Medication Pick up

↓ overall attendance time

↓ travelling time

Integrated Patient 
Service Station

Revolutionizing patient-centric care
Integrating ‘HA Go’ and self-service kiosks
Empowering patients to manage healthcare journeys
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HA Go
「My appointments」 HA Go「BookHA」/Blood 

taking appointment kiosk



Patient-Centric Approach for Outpatient Journey 
No Extra Waiting: 

Direct-to-Consultation Workflow  via Multiple Initiatives

Registration & 
Payment

e-Vitals Check up

Easy Q
Real-time Queue 

Status

AI Genie Translate

e-Consent

e-Medical 
Certificate

Post-Consultation 
Information Summary

Medication Delivery 
Service

Blood Taking 
Appointment

Feedback Surveys

Patient-reported 
Outcome Measures

HA Go Appointment 
Management

Consultation Home!Pre-Consultation Post-Consultation
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HA Go Mobile App
The one-stop mobile platform 
designed to improve patient 

experience in the overall 
healthcare journey and 

empower self-care 
management
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Integrated Patient Service Stations
One-stop service for patients with complex follow-
up investigations and referrals
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Patient Service Ambassadors
Support patient for the use of HA Go and 
kiosks, optimizing service processes



Pre-
Consultation

Enable patients to perform self-measurement of vital 
signs before medical consultation
Streamline the clinical workflow by capturing vital 
signs data through the system automatically

e-Vitals for Clinics

Patients can view results 
in HA Go MyHealth – My 

Measurement
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Patient Centric QueueingPre-
Consultation

HA Go Easy Q
Provides the real-time queue status information of SOPC, 
A&E and Pharmacy

Queue status information in real-time Queue Reminders
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Enhancement is underway



Streamlining the Outpatient Journey: 
Digital DocumentationConsultation

Supporting the digital transformation 
of informed consent process
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e-Medical Certificate e-Consent

Access records anytime, anywhere



Support Patients with Language Barrier
Consultation

Genie Translate – AI Speech Translation

This speech translation tool provides an 
immediate solution to overcome language 
barriers, enhancing patient care and 
operational efficiency

Support 16 
languages
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Medication Delivery ServicePost-
Consultation

Select the Options via HA Go to receive medications:
Deliver to home or a specified address or collect from 
Community Collection Points without the need to wait at 
pharmacies after consultation

Request via HA 
Go after 

obtaining 
pharmacy ticket
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OR



Post-
Consultation

Making Blood Taking Appointment
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Goal: Offering more convenient and flexible
blood-taking arrangements

Convenient on-site 
self-service kiosks 
available at clinics

Physical kiosks

Under Development

Anytime, anywhere

HA Go Mobile App

Select:

Hospital

Date
Time



Post-Consultation Information SummaryPost-
Consultation

available in HA Go 

• A Summary of drugs and 
investigations fees patient needs 
to pay

Enhanced Communication: 
Facilitates better coordination 
between healthcare providers 
and family caregivers
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Post-
Consultation

Optimising Post-consultation Process via HA Go
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Submission of Prescription to Pharmacy 
(Remote ticketing & Medication delivery via HA Go)

Booking of New Appointment 
via HA Go

Apply changing of follow-up 
appointment via HA Go

Booking of Blood Taking via HA 
Go (under development)

Changing of blood taking 
appointment via HA Go



Outcome - Reduce SOPC Journey Time
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Registration to Consultation 
within 60 mins

70%                      
4Q 2022                

(proportion of patients)

Registration to 
Medication collection 

within 120 mins
79%                      

4Q 2022               
(proportion of patients)

70%

84%

60%

70%

80%

90%

79%
84%

60%

70%

80%

90%

Reduce
Journey Time

“Easy-Channel” has delivered significant time savings and enhanced patient 
experiences, while simultaneously reducing administrative burdens to allow staff a 

greater focus on clinical care, supporting sustainable healthcare delivery



Supporting Patients in Adverse Weather Conditions
Leveraging HA Go to bridge the gap in care and strengthen 

communication when weather interrupts the journey

Hospital Authority Service Arrangement
Due to the current adverse weather, 
your appointment may be affected. 
Please pay attention to HA Go and…
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Communication 
channels

Timely alerts, push notification and 
banner via HA Go

Critical Support 
Features

Conveniently apply for rescheduling 
affected appointments and arrange 

medication refill via HA Go

Apply for appointment deferral



HA Go Clinic Companion
Provide guidance for patients throughout their entire out-
patient journey
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Appointment 
information 

Step by step 
guidance with 
action details

Text-to-Speech 
feature 

On receipt for 
Non-HA Go users

After ‘Reg & 
Pay’ on HA 

Go OR Scan 
QR code on 

receipt

Navigating to next tasks

Where to go next

For illustration only



Way Forward…
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Continued streamlining of service workflows across 
SOPCs

Maximising the use of appropriate technologies, 
aligning with frontline operations

Sustained efforts to enhance patient experience 
throughout the care journey

Ongoing review and refinement of operational 
arrangements

Patient-Centric 
Enhancement of 
Outpatient 
Services 



Thank You
Every minute saved in the patient journey is a 
minute returned to the patient’s care


