
User Experience in Using 
“BookHA” in Patient Journey  

 
2018 Hospital Authority Convention 



Content 

1. Background 
2. Introduction to “BookHA” 
3. Public survey on “BookHA” 
4. Conclusion  

 



In-person 

Fax 

Hospital Authority 

Specialist Out-patient Clinics 
(SOPCs) 

Background of   
Specialist Outpatient Clinics (SOPCs) 

new case appointment workflow  

http://www.google.com.hk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi0geOrnr_VAhUBNpQKHdR5Br0QjRwIBw&url=http://designingflicks.com/footprint-svg.html&psig=AFQjCNEEBghmUZFU2jPFeeFjM2tkD1fEFA&ust=1501993065395141
http://www.google.com.hk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi0geOrnr_VAhUBNpQKHdR5Br0QjRwIBw&url=http://designingflicks.com/footprint-svg.html&psig=AFQjCNEEBghmUZFU2jPFeeFjM2tkD1fEFA&ust=1501993065395141
http://www.google.com.hk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi0geOrnr_VAhUBNpQKHdR5Br0QjRwIBw&url=http://designingflicks.com/footprint-svg.html&psig=AFQjCNEEBghmUZFU2jPFeeFjM2tkD1fEFA&ust=1501993065395141


Patient Experience  



「預約通」“BookHA” 

• The first interactive mobile 
app for HA patients 
 

• Provides a simple and easy 
alternative for booking  
new case appointment at 
SOPCs 

 



Simple    Easy  

Step 3 
Provide doctor’s 
referral letter 

Anytime    Anywhere 

Step 2 
Snapshot of identity 
document, address 

Step 1  
Input personal data 
Choose clinic 



Pilot at Gyneacology SOPCs 

March 

8  

2016 



Survey on “BookHA” User Experience 

Aim  
• To confirm “BookHA” is an 

alternative for booking SOPC 
new case appointment :  
Simple · Easy · Anytime · Anywhere 

 

• To engage the public to 
provide their valuable opinion 
on the usability of “BookHA” 
 
 
 

Target: All “BookHA” users 



Survey Result  

“BookHA” rollout  

Data period : 13 months 

25,500+ surveys collected 
 

38.4% response rate  



Strongly 
disagree 

1% 
Disagree 

1% 

Neutral 
7% Agree 

25% 

Strongly  
agree 
66% 

"BookHA" makes submission
of booking request  
easy and convenient. 
 
使用「預約通」遞交 
預約申請簡易方便。 
 

“BookHA” - Easy · Convenience 

91% 
Agree + 



Strongly 
disagree 

1% 

Disagree 
1% 

Neutral 
10% 

Agree 
27% 

Strongly  
agree 
61% 

I am satisfied with my  
experience in using  
“BookHA”.        
 
我很滿意使用「預約通」 
的經驗。 
 

Feel GOOD with “BookHA” 

88% 
Agree + 



I can complete booking  
request in a single  
attempt. 
 
我第一次嘗試已能成功
遞交預約申請。 
 

 

Yes 
92% 

No 
8% 

92% 
In one go 

Done in ONE GO 



65 
Patient   

35 
Other 

Myself 
65% 

Other  
people 

35% 

I submitted booking 
request for ______. 
 
我為 _____ 遞交預約申請。 
 

Used by Patient or Carer 



Media  
5% Other  

8% 

Poster 
pamphlet 

8% 

Hospital 
Authority 
eReferral 

27% 

Hospital / 
clinic staff 

41% 

Hospital 
Authority 
ePlatform  

11% 

I know about "BookHA" 
from . . . 
 
我從 . . . 得知 
「預約通」。 
 

LEARN “BookHA” from … 

Various 
channels 
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很方便繁忙
的香港人。 

Very convenient.  
Save lots of my time! 

 

是一個非常切合病人的需
要，唔駛再另找時間親身
去醫院預約。 
 
可加強這服務的宣傳，或
請工作人員主動派小册子。  

非常方便 快 正 

方便簡單。 

好方便病人
的不方便行
走情況  

Very Good and 
effective 

Clear n easy 

This "BookHA"  
could have wider 

publicity. 

非常好及方便，老
人家省了週車劳 
顿，多谢多谢！  

如在媒體各方多一
點介紹更好。  

非常方便，太好了，
好感謝有了預约通，

多謝你們啊！  

very convenient 

Good, because no need  
to spend time and money 

to travel to make the  
appointment! 

Good and  
user friendly. 

Other Comments
其他意見 



Conclusion 

• BookHA is proven to be a user-friendly mobile 
app which meets the expectation of the public 

 

• The experience of planning, development, 
implementation and promulgation of 
“BookHA” set a good reference for upcoming 
mobile application projects in HA 
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