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Frequently Asked Questions (FAQSs)

About General Out-patient Clinic (GOPC) appointment booking service

1.

I have never used GOPC services before. What should I do to make an appointment?

Answer: Members of the public can make an appointment with GOPC through two booking
means offered by the Hospital Authority (HA), namely the GOPC telephone appointment system
and “Book GOPC” function in HA’s one-stop mobile app “HA Go”.

People who have registered or used services of HA may make appointment through either
booking means. If you would like to make appointment through the telephone appointment
system, you may call the telephone appointment system directly. To make appointment through
“Book GOPC” mobile app, you may simply download “HA Go”, register and activate your account
(please click here for more details on account activation).

For those who have never registered nor used services in HA, you may bring your original
identity document to make registration in person at any GOPC. Once the registration is done,
you may make appointment through the telephone appointment system or “Book GOPC” mobile
app according to the aforementioned steps.

I have registered for using GOPC appointment booking service. Can | make appointment at any
GOPCs?

Answer: For the convenience of patients, once you have registered in a GOPC or used hospital
or clinic services of HA, you may use telephone appointment system or “Book GOPC” mobile
app to make appointment at any GOPC.

I want to make an appointment. When should | make the appointment?

Answer: Boththe telephone appointment system and “Book GOPC” mobile app operate 24 hours
a day and quota status is updated continuously. Quota update includes consultation timeslots
cancelled by patients, which will be immediately released to the system for other patients to
book. This arrangement aims to bring convenience to patients and avoid busy operation of the
system at a specific period of the day. You may therefore use either appointment booking means
anytime and it is not necessary to make appointment at any designated time point.


https://www2.ha.org.hk/hago/en/patient/registration/adult

Can I make an appointment beyond the next 24 hours?

Answer: The telephone appointment system and “Book GOPC” mobile app allow patients with
episodic illnesses (e.g. influenza, colds, gastroenteritis) to reserve consultation timeslot available
in the next 24 hours. Although episodic cases are usually non-urgent, we encourage patients to
seek medical consultation as soon as possible. If appointment timeslot beyond the next 24 hours
is offered, this may not meet the need of patients on receiving timely medical treatment. On the
other hand, there may also be an increase in default rate and wastage of quota.

Can I select my consultation timeslot?

Answer: To optimise the use of resources and avoid wastage of quota, the telephone
appointment system and “Book GOPC” mobile app would identify the earliest available
consultation session in the next 24 hours and allocate consultation timeslot on a sequential basis.
If you do not accept the offered timeslot, you may give up the offer and choose to search for
available quota in other sessions of the next 24 hours, such as morning, afternoon and evening.
The system would allocate the earliest available timeslot in your selected session depending on
quota availability.

I forgot the time of my booked appointment. How can | check the details of my booked
appointment?

Answer: Please call the telephone appointment system of the clinic with which you have the
appointment and follow the instruction to enquire your appointment details. You may also use
the “Enquire for self” option in “Book GOPC” mobile app to make the enquiry.

How can I cancel my appointment if | cannot attend as scheduled?

Answer: Please call the telephone appointment system of the concerned clinic or use the “Cancel
for self” option in “Book GOPC” mobile app to make the cancellation as soon as possible, i.e. at
least one hour before your scheduled appointment. The quota will then be released for booking
by other patient so as to optimise the use of quotas. If you fail to attend an appointment for 3
separate occasions within 2 months at any GOPCs, you will be suspended from using the
telephone appointment system and mobile app to make appointment temporarily. Please enquire
at clinic in person if you would like to make appointment for consultation service.



What should I do if I encounter difficulties in using the telephone appointment system or the
mobile app?

Answer: The HA GOPC website (http://www.ha.org.hk/gopc) provides details about GOPC
appointment booking means and other relevant information which you may find them helpful.
Besides, help desks are also set up in GOPCs to provide assistance for people who encounter
difficulties in making GOPC appointment.

About “Book GOPC” mobile app appointment booking service

9.

10.

11.

I have never made appointment with the mobile app before. What should | do to use this service?

Answer: “Book GOPC” is a function of HA’s one-stop mobile app “HA Go” for members of
the public to make GOPC appointment through this simple, time-saving and customised platform.
To make appointment through “Book GOPC” mobile app, you may simply download “HA Go”,
register and activate your account (please click here for more details on account activation).

How does the mobile app protect my data privacy?

Answer: The “Book GOPC” mobile app emphasises not only on a simple booking flow but also
its safety to protect patient data privacy. The booking, enquiry and cancellation flow can only
be operated with a personal account after verification. When handling booking, enquiry and
cancellation for others, users will be required to declare consent being obtained from the persons
concerned to ensure patient data privacy. During the booking process, patient data is secured
with multiple encryptions, and the mobile app will neither read nor collect data from photo album
and personal calendar of the user’s mobile device.

How can I conveniently make appointment at GOPCs which | usually visit?

Answer: “Book GOPC” mobile app is fitted out with the “Bookmark clinic” option for users to
garner up to two clinics. The bookmarked clinic(s) will be placed on the booking interface. Users
can make appointment according to their preference conveniently by skipping clinic search.
Even no clinic is bookmarked, the design of the mobile app allows the last visited clinic to be
placed on the booking interface so that users can make appointment at the same clinic more
easily.


http://www.ha.org.hk/gopc
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12.

13.

14.

15.

Can | use both the telephone appointment system and mobile app to make appointment at the
same time?

Answer: To safeguard patients’ opportunities in using GOPC services and protect patient data
privacy, our system can only allow processing one command made from either booking means
at the same time by one user. Under such circumstance, command made from another
appointment booking means will not be processed. For example, your booking attempt on the
mobile app will not be processed while you are making an appointment and inputting your
personal information through the telephone appointment system. Vice versa.

I have made a GOPC appointment successfully. Would the mobile app remind me of my
appointment schedule?

Answer: To protect patient data privacy, “Book GOPC” mobile app will neither read nor collect
any data from the user’s mobile device. The design of the mobile app allows you an option to
add the GOPC appointment details to the personal calendar of your mobile device from the
“Appointment details” page. Your personal calendar can remind you of the scheduled
appointment according to your personal setup.

I have made an appointment through the telephone appointment system. Can | cancel my
appointment with the mobile app?

Answer: For the convenience of patients and members of the public, and the optimal use of
quota, appointment cancellation can be made through either the telephone appointment system
or the mobile app, regardless of the booking means.

Can I use my account to make appointment for my family members?

Answer: For the convenience of members of the public to take care of their family members
and / or others in need, the “Book for others™ option is available in “Book GOPC” mobile app.
When booking for others, you need to login to your own account and have the patient’s HKID
card number and date of birth on hand. To protect patient data privacy, you are required to
confirm whether you have obtained the patient’s consent to use his / her personal information
during the booking process. Once the appointment is made successfully, the mobile app also
allows you to email the appointment details to the patient using the “Share” option.



16. Why do I have to input information of “Clinic booked” while I am helping others enquire or

17.

18.

19.

cancel the appointment?

Answer: When you are enquiring the appointment details or cancelling an appointment for other
persons, you will be required by the system to input information of “Clinic booked” for further
verification so as to ensure the proper use and safety of patient data.

I am a patient with chronic illnesses. Can | reschedule my next appointment with the mobile app?

Answer: In general, patients with chronic illnesses require persistent drug treatment to sustain
their medical condition. Hence, sufficient drugs will be given until the next follow-up
appointment offered by the clinic based on clinical needs. Therefore, if you need to reschedule
your appointment, please contact the concerned clinic for arrangement. To ensure timely and
appropriate follow-up care as well as individual medication needs, the clinic staff will make
appropriate arrangement for you based on your clinical needs (e.g. medication needs).

The appointment quota of the clinic | selected has been fully booked. Can the mobile app search
for quota in other GOPCs?

Answer: Same as the telephone appointment system, to increase the chance of getting an
appointment for patient and better utilise the resources by avoiding wastage of quota, “Book
GOPC” mobile app links the nearby GOPCs together as a network, within which quota of
different clinics could be checked and offered for booking. If the consultation quota of the
selected clinic is fully booked, the system will automatically identify available quota in nearby
clinic(s) for patient to book.

Is it a must to login or input the date of birth every time | help others to make an appointment,
enquire appointment details or cancel an appointment? Can such information be saved in the
mobile app in order to save time?

Answer: To protect the safety of Internet users, the design of the mobile app only allows you to
book for others when you are logged in to your own account. Every time you make an
appointment, enquire the appointment details or cancel an appointment, you will be required to
input the patient’s personal information, such as his / her HKID card number, date of birth
and / or the “Clinic booked” (applicable to appointment enquiry and cancellation), for further
verification purpose. Besides, the system will confirm whether you have obtained the patient’s
consent to use his / her personal information in order to safeguard patient data privacy.



20.

21.

Why am I stopped from using the “Book GOPC” mobile app suddenly?

Answer: To safeguard the security of user accounts, the system will temporarily suspend mobile
device from using “Book GOPC” mobile app if incorrect information is entered repeatedly. You
may try using the mobile app again later. Besides, if you fail to attend an appointment for 3
separate occasions within 2 months at any GOPCs, you will also be temporarily suspended from
using the mobile app to make appointment. Please enquire at clinic in person if you would like
to make appointment for consultation service.

How can I make GOPC appointment apart from using “Book GOPC” mobile app?
Answer: Members of the public may make an appointment with GOPC through two

appointment booking means offered by the HA, namely the telephone appointment system and
“Book GOPC” mobile app.

About GOPC telephone appointment service

22.

23.

What should I do to use the telephone appointment service?

Answer: GOPC telephone appointment service is provided to people who have registered or
used services in HA previously. If you have used hospital or clinic services of HA before, you
may make an appointment through the GOPC telephone appointment system directly. If you
have never registered nor used services in HA, please bring your original identity document and
make registration in person at a GOPC. After registration, you may make appointment through
the telephone appointment system.

I have successfully made an appointment through the telephone appointment system. Why do |
still have to proceed with the registration procedure when | attend the clinic for the first time?

Answer: If it is for the first time that you successfully made an appointment at a GOPC, you are
required to complete the registration procedure at your first attendance for identity verification.
Clinic staff would take this opportunity to verify with you in person your personal information
and confirm if update to the information in the system is required. The arrangement is one-off
and it would not be required for you to repeat the concerned procedure in other clinics.



24.

25.

26.

217.

Should I use key-in or voice input to operate the telephone appointment system? Can two input
methods be alternatively used?

Answer: The telephone appointment system supports both input methods. You may choose the
most comfortable way to use. At each step throughout the process, you can choose to use either
input method.

When should 1 say the instruction if | use the voice input method? Is there any reason that my
instruction cannot be recognised by the system?

Answer: There will be a “beep” after each instruction script. You may say your instruction after
the “beep”. The volume of your voice instruction is one of the common factors that are not being
recognised by the system. Speak louder or say the instruction clearly in a quiet environment can
usually help.

If | want to re-enter the information. What should | do?

Answer: If you would like to re-enter the information, you may either press “*” anytime during

the data input or wait for the system’s instruction for re-input.

I have already made an appointment using the mobile app. Can | enquire or cancel my
appointment with the telephone appointment system?

Answer: For the convenience of patients and members of the public and the optimal use of quota,
appointment cancellation can be made through either the telephone appointment system or the
mobile app, regardless of the booking means.

(February 2022)
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