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Established in April 2009
(722009454 H 5417)
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Provide telephone advice as an
innovative service model to
better support elderly patients
(BFBFEER) with high risk of
hospital re-admissions, as well
as patients with chronic

diseases (P& RIK E#)
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Mental Health Direct (MHD)

Patient Support Call Centre
(PSCC) (&1 <) in TSKH (FER{EREEER) in KCH
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e provides support to high risk e provide telephone support
for patients with mental

elderly patients discharged
from HA hospitals (5 E&%& illness (& R £ &)

J75 A) and patients with
Diabetes Mellitus (/KA A)



PSCC Service ZEz#5
High Risk Elderly Program
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Q.P High Risk Elderly Program & & & & R#% isp
Target Client (AR EETR):

* High risk elderly patients discharged from hospitals of the Hospital
Authority
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Purpose (HHY):

* We adopt a proactive outbound call approach to provide

one-stop support and continuity of care to post-
discharged high risk elderly patients
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@ High Risk Elderly Program & & & & R#% ise

Characteristics (455h):

* Make use of an advanced information
technology system and a risk prediction tool
to identify elderly patients with high risk of
hospital re-admissions upon discharge
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e Proactively provide outbound calls to high risk elderly patients (or
their carers) by professional nurses
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e Clinical advice is given based on more than 90 robust evidence-based
protocols
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Q@ High Risk Elderly Program Bf5EZR% . -
- Integrated System Support B&SEA R 1%
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Cluster Service

PSCC Nurses: Proactive
Outbound Call within 2 days
after the day of discharge

Target Patient List &/

Response Teams ——

Referrals

Documentation

Protocol-guided Advice
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Facilitate Early identification of problems,

prompt advice
@ Health advice on symptom control ({EFIRT)

» Medication advice (Z£47/& )
» Community resources ({1 EZIRAELEN)

» Follow up appointments (B2 T)
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Providing Territory-wide Services,
190,000 calls per year
Supporting > 50,000 high risk elderly patients per year




PSCC Service 15
Chronic Disease Management
(Diabetes Mellitus) Program
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1) Chronic Disease Management (Diabetes Mellitus) 4¢,
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Target Client (IRF5ET2R):

* Patients with chronic diseases (Diabetes Mellitus) (&4: =
7% fEFKIE ) under the care of the Hospital Authority

Purpose (HEY):

e We provide support to high risk diabetes mellitus patients
through telephone advice to strengthen their self-
management (HEEREHE) of disease conditions
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qp Chronic Disease Management (Diabetes Mellitus)s,
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Engage patients to set goals and plans for disease management
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e Supporting GOPC in all clusters since 2013, extended to DM patients in
Medical SOPCs by phase since 2016/17
e Recruited around 10,000 DM patients, providing 95,000 calls yearly
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@ Appreciations & Awards

{ Appreciations from patients & carers J
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e Grand Award
e Gold Award (Postgraduates and Open Stream)
e Special Mention — Commercial Value
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Won 3 prizes in the Category of “Best Innovation and Research” in
HK Information & Communication Technology (HKICT) Awards
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People & Service
Integration

Clinical Information &
Telephony Systems
Integration
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