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Enhancing Patient-Centric Services and Experience

The  Hospital  Authority s
committed to exploring patients’
needs in different areas and
driving feasible enhancements to
improve patient-centric services
and patient experience.

§% Patient Needs Exploration

A Feasible Enhancements

Service Excellence

& Experience Optimization



Challenges for Specialist Out-patient Clinics (SOPC)
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High volume of Overwhelming Clinic Long Queues &
SOPC Attendances Service Demand Overcrowding Waitin
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Main Goals

Reduce
Journey Time

Minimize
clinic journey
times to
ensure faster
access to
care and
medications

Enhance
Patient
Experienc

Enhance

experience with

real-time

gueue updates
and HA Go

reminders

©

Increase
Digital
Literacy

Support and
encourage
patients to

navigate their
healthcare

journey

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

e e e . . J gqueuing time
a Revolutlonlzmg pqtlent—centrlc cdadre . J

H 1 ’ H ° Il att ti
2 Integrating ‘HA Go’ and self-service kiosks /- overall attendance time

2 Empowering patients to manage healthcare journeys | travelling time
.;
: Smart Clinic HA Go
Features "EasyQ .

HA Go
"My appointments .

Integrated Patient HA Go "BookHA ; /Blood Convenient HA Go
Service Station taking appointment kiosk Medication Pick up ' EasyQ .



Patient-Centric Approach for Outpatient Journey
No Extra Waiting:

es
¢

Pre-Consultation Consultation Post-Consultation Home!
HEefelel) ¢ Al Genie Translate FeEClslilis Feedback Surveys
Payment Information Summar
L\ _ Medication Delivery Patient-reported
e=YiEls Cnea D SCemsE Service Outcome Measures

Easy Q

Real-time Queue
Status

e-Medical Blood Taking HA Go Appointment
Certificate Appointment Management



HA Go Mobile App

The one-stop mobile platform
designed to improve patient
experience in the overall
healthcare journey and
empower self-care
management




Integrated Patient Service Stations

One-stop service for patients with complex follow-
up investigations and referrals __

Patient Service Ambassadors

Support patient for the use of HA Go and
kiosks, optimizing service processes
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Consultation

=
Pre- e-Vitals for Clinics —
: ..I'ﬁ

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
Patients can view results

in HA Go MyHealth - My
Measurement

e |

BP/P Measuring Station BMI Scale Station Mobile Vital Signs Station




rre-  Patient Centric Queueing

Consultation Enhancement is underway

HA Go Easy Q / PIE2EmIER 4

b OUTPATIENT CLINIC QUEUING SYSTEM

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

B IRERINE
EIRESR

Get Queue No. after
Register-and-Pay

Queue status information in real-time Queue Reminders

\\ Anywhere

RIS g u@iﬁ,ﬁi@i@ﬁg%

2 Specialist Outpatient Clinic 'b
Uch easie®

-
ﬁ 1 v
i Current Queue Status
— 4
8 f ) P 21-Apr-2021

MEDICAL CLINIC (GENERAL)

Real-time update

£ HA Go SR KEEFR
EEHB AR ER

\:‘ Last Update: 21-Apr-2021 12:24 PM
@ VIRTUAL HOSPITAL

Accident & Emergency 3ﬁ 38 E’i’ g,:i E‘: iR i
Patients of the following slot please be prepared L3 2 4 gf 'qL‘jre\;Je status in 0
or Chinic
11:00 AM, 11:15 AM,
Specialist Outpatient Clinic 11:30 AM
y .. =il
® Plea gh( 1 go back to *ﬂﬁﬂki“ﬁmu! J
Patients of the following slot des 9 ‘ d " tio Know my queue status now! W
please be prepared v
11:00 AM to
MEDICAL CLINIC 11:30 AM My Appointment Time

(GENERAL)
My Appointment Time 12:00 PM

|Called at12:22PM | 12:00 PM Called at time: 12:22 PM, 12:21 PM

Q  Last Update: 21-Apr-2021 12:25 PM
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Streamlining the Outpatient Journey:
Digital Documentation

e-Medical Certificate e-Consent

Access records anytime, anywhere Su!oporting the digital transformation
of informed consent process

amieh (AREMD)
2021 2021%6A218
MU
0 ] BETLR (f§#2BRB)
3
_: % 1 2023 2021%6A218
% _ﬁﬁﬁfﬁ; _’ s (REBHEN) & e
2023 2023%3878 = e e
o= PRENEL, 'y . JOOREIORI . e —
g; ' 2023%3878 C%‘l s e Consent
: BEIAR J

HEEN 2 lteiisies JIN1 SN _'_
HAVACER (%E%ﬁﬁﬂ%
My Record Medical Certificate




Support Patients with Language Barrier

Consultation

Genie Translate — Al Speech Translation

Select Patient Language | IBERAES %

S LA P
== i 1 Support 16
il e ik = . Lo

English # WS e Frangaks

S languages
_— - = @) o

T it B

lapanese Kooan

==

o

‘‘‘‘‘‘ o

3!

| RN
E B T = m
e N @ e
| 24

] LB b o an GRS u—'LFE
Malay Porlguase Spaevsn Thai Urdu Punijabi
Bahasy Melay orugués Eapanol unjabi
(Pakistani)
*
H
Veramese
Tideg Vigt

This speech translation tool provides an
immediate solution to overcome language
barriers, enhancing patient care and
operational efficiency
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Post- Medication Delivery Service

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

- pnal"‘"’y

Request via HA
Go after
obtaining

pharmacy ticket




Post-
Consultation

Goal: Offering more convenient and flexible
blood-taking arrangements

W |

Physical kiosks

Convenient on-site
self-service kiosks
available at clinics

-

HA Go Mobile App

Anytime, anywhere

Under Development

Making Blood Taking Appointment

P I
Select:

malEEEaR:
mEw _
M T w HOSpltal
20234108 e = Date
8 l_‘TI me
T e
‘ Lk

R | Foaol e £ IR
— BE | Foomaains Jm
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Post-
Consultation

A Summary of drugs and
investigations fees patient needs

to pay

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

< My Record

Visit Doc Lab Report Rad Report

In-patient Record (Admission Date)
No record found.

Accident and

(Attendance Date) &
Emergency Record

No record found.

Post-Consultation Information Summary

() Post-Consultation Information Summary

D PRERANE
HOSPITAL Virtual Hospital
AUTHORITY EEERE

Name of Patient S AREE: SORC, TWO EP BRI
HKID No. S8R#®K: L~4918(")

Episode No. fi%#¥: SOPD-25-26032(S) DOB H4EBRE: 05-Apr-1985

Specialty #8l: VH/MED/GEN Appointment date P13 B 8i: 26-Nov-2025

Sex ¥ B / AgefEll: M/ 40y

EisenpiE Health in Your Hand - HA Go Just One Click Away
e _’ You can download Hospital Authority's mobile application “HA Go”, which is a one-stop mobile
L  platform integrating various functions for patients including bill settlement, etc.

LSS

REGaEh  SLE(RET T SR — HA Go —HRirE|

@p WA T kE EHFEFI N HA Go, fE—uiURE) P Gt & S FEIE -
{2 555 3 {4 U

Out-patient Record  (Document Print Date) A

2025 26-Nov-2025
Post-Consultation Information =)
Summary

MyHealth

available in HA Go

Reference of Drug/ Pathology/ Radiology Services fees prescribed after this consultation:
R PR P R O7 A9/ R A B B R R A B

Drug 41
Total Chargeable Units # I BE {6

Total Charge #&%8i: HK$ 120

Pathology Services IRER R 8BX
Request No. Amount (HK$)
BRERY S (BY)
VH OR250018470Y $0.00
VH OR250018471W $ 50.00
VH OR250018472U $ 200.00
Radiology Services & H i #
Request No. Service Particulars Amount (HK$)
BEER PRI RE 1R & (B
VH OR2500184735 | oo ed Tomearapny - Advanced ftem $ 500.00
BRBEEY - SWER

Important notes:
The listed fees on "Post-Consultation Information Summary” serve as reference only. Please check the final fees at the
time of payment for accurate billing. If there is any question, please consult the staff of the Hospital Authority.

EEEW
"SRR L PSR RS - BETIRLUNIRRE - ORI TREMR W EERRA N -

Printed on: 26-Nov-2025 14:58 Page 1 of 2
Printed by: Chan Tai Man
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pg- Optimising Post-consultation Process via HA Go

Consultation

Submission of Prescription to Pharmacy
(Remote ticketing & Medication delivery via HA Go)

\ Booking of New Appointment

Apply changing of follow-up
e appointment via HA Go

I —

Booking of Blood Taking via HA
Go (under development)

Changing of blood taking
appointment via HA Go 16



Outcome - Reduce SOPC 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

Registration to Registration to Consultation
Medication collection o within 60 mins
within 120 mins ng x 70% |:> ~ 85%
79% |:> ~85% —r - 4Q 2022 1Q 2026
4Q 2022 10 2026 Jourie;cﬁme (proportion of patients)

(proportion of patients)

90% 84%

80%
70%

60%
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Supporting Patients in Adverse Weather Conditions

Leveraging HA Go to bridge the gap in care and strengthen
communication when weather interrupts the journey

Communication “°
channels e\

Timely alerts, push notification and
banner via HA Go

Hospital Authority Service Arrangement
@ Due to the current adverse weather,

your appointment may be affected.

Please pay attention to HA Go and...

@2 e BRLERNE
HA Go v B8 PR R s FRBYBRFS R HE

| Service Arrangements of Hospitaland
Clinics for Adverse Weather

Critical Support === §)
Features 9

Conveniently apply for rescheduling
affected appointments and arrange
medication refill via HA Go

4 Details

o

AHOP - Digtetics

27-Jul-2025
(Sun)

Apply for appointment deferral

9:00am [5]
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Q
HA Go Clinic Companion :Q

Provide guidance for patients throughout their entire out-
patient journey

O ri
AR}

ERBR
2026%F2R20H T4 3:00
(2HR)

-

Appointment
information

After ‘Reg &
Pay’ on HA
Go OR Scan

Step by step
guidance with
action details

BRI TS BRRSERE
(D Bmxm—manrs e o)

QR code on e
receipt EEEERY

RZE )

BERRETRE
#IHA

REENEEEAREE )
W
e

&)

S
0 Navigating to next tasks 0’))@
° Where to go next

On receiptfor
Non-HA Go users

Clinic Companion ["1328hF-

Step | 88—

%o

ENT SOPD, 3/F Ambulatory Care Block
(HAGo registered patient)
Use Physical Amval Reporting System to check in
HRA RS Sop e
(HAGOZ3CHA)

’

i f il &4

Step2 88

Waiting Arca
Await calling for consultation
T
rRar 2 B S

Step 3 58—

ENT SOPD Appointment Booking Office
Arrange appointment as required
HSBEI"ERENE
s

Step 4 #5204

Main Block Pharmacy
Collect medicine as required
¥R

b AL

For illustration only

Only 1 Appointment Today
%04 | MRS

<

e
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Way Forward...

Q
o

Patient-Centric
Enhancement of
Outpatient

Services
-

‘a: __:"‘-____-;..“.______‘
==
::‘-___-:_‘-

5
<

AL

Ongoing review and refinement of operational
arrangements

Q%%, Continued streamlining of service workflows across
L[ e

SOPCs

@ Maximising the use of appropriate technologies,
aligning with frontline operations

Sustained efforts to enhance patient experience
throughout the care journey
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Thank You

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




