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Patient Service

1 Admission

Booking for admission must be made through the
patient’s attending doctor.

Please bring along your Hong Kong Identity Card/Passport
and deposit for registration on admission. Details of
guarantor and emergency contact person should also be
provided on admission.

(Patients under the age of 18 must be accompanied by a
parent/guardian, and birth certificate must be provided. We
encourage one parent/guardian companion in the Paediatric
Ward at all times.)

You are advised to bring with you the following personal
items: pyjamas, dressing gown, slippers, towels, toothbrush
and toilet articles. Please do not bring valuables or large sums
of money with you as the Hospital is not responsible for any
loss of your belongings. Personal electronic safe is provided
for safe keeping of patient’s personal belongings. Do not
leave your purse, cash, jewellery, watch, personal electronic
device/ mobile phone/ computer, etc. unattended at any fime.

Aftending Doctors

All attending doctors must be medical practitioners registered
with the Medical Council of Hong Kong and have been granted
hospital privileges by our Hospital. Professional fees for
consultations, surgical operations, anaesthesia, etc. should be
arranged between the patient and the attending doctor.

Charges & Payment
A deposit is required prior to admission.

Hospital charges such as room/bed rate (excluding meals),
medicines, meals, Operating Theatre (OT), OT materials,
diagnostic examinations (e.g. MRI, CT scan, PET/CT scan,
nuclear medicine, X-ray, ultrasound, laboratory tests),
radiotherapy, lithotripsy, angiography, physiotherapy, nurs-
ing procedures, equipment, medical supplies, doctor’s
consultation, etc. are made in accordance with the Hospital’s
scales of charges for the particular type of accommodation.
The inpatient medicines will be charged at a higher rate
than the outpatient medicines. For details, please contact
the relevant department.

Additional charges will be made for certain services (e.g. OT,
MRI, CT scan, cardiac catheterization & intervention, nuclear
medicine, lithotripsy, etc.) on public holidays and after
working hours. For details, please contact the Accounts
Department or the relevant service department.

11
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Oral medications once dispensed are not returnable.
Unopened vials/bottles of medicine for injection may be
returned to our Pharmacy for refund if these are
discontinued by the attending doctor. However, a 10%
dispensing administration charge will be deducted.

Room/bed charges are based on daily rates.
(Meals not included)

First 24 hours — (Commencing from registration) any stay
for 2 hours or less, a half-day rate will be charged; stay for
over 2 hours, a full-day rate will be charged.

After 24 hours — Any period less than 12 hours, a half-day
rate will be charged; any period over 12 hours, a full-day
rate will be charged.

Room Transfer — The room/bed rate for the day of transfer
will be the total of HALF OF EACH of the daily rates for the

respective rooms/beds involved.

Bed for each additional patient staying in the same private
room: One-half of the normal room rate will be charged.

Patient Companion:

An extra bed can be provided after 9:00 p.m. each day and
it will be cleared out by 7:00 a.m. on the next day.

An extra charge will be made for persons staying in the
room after 10:00 p.m regardless of any use of extra bed.

Only one person is allowed to accompany each patient in
a semi-private room or general ward.

The first parent/guardian companion in Paediatric Ward
is free of charge.

The Hospital does not differentiate the gender of compan-
ions. To enhance your personal privacy, you may choose to
stay in semi-private ward, private ward or suite.

The Hospital is not responsible for collection of medical
insurance payments for patients except those with the prior
approval of the Hospital.

Any damage to Hospital property shall be charged to the
patient’s account.

The Hospital reserves the right to collect the differences

# fl % Bt Hong Kong Sanatorium & Hospital

Opening hours of the Accounts Department and Cashier:
8:00 a.m. to 9:00 p.m.

Patients who have to leave before or after the opening hours
should make prior arrangements with the Accounts Depart-
ment before 9:00 p.m. on the day of intended departure or
the day before for the settlement of the account.

4 Room Facilities

5

Personal Electronic Safe

Personal Electronic Safe is available in rooms for patients to
lock up their personal belongings with a code.

IE Buddy

All hospital beds are installed with IE Buddy, a Patient
Infotainment Terminal (PIT) that provides clinical information
for medical professionals as well as free access for patients
to broadband internet, VolP and various TV channels.

No laundry is permitted in the wards.

Infection Control

Wear face mask if respiratory symptoms presented.
Clean hands before eating and after toileting.
Keep your room tidy and clutter-free for ease of cleaning.

Patient with suspected or confirmed infectious disease may
need to be admitted / transferred to a single / isolation room.
Room rate and other hospital fees will be charged according
to the new room class.

The hospital’s visiting arrangement may change according
to the Infectious Disease Response Level announced by the
Department of Health.

6 Private Nurses and Companions

Private nurses and companions are available for employment by
the patient and may be engaged on application to the Nursing
Administration through the Nurse In-charge. For patient staying
in Private Room and Suite, the private nurses or companions
should not be more than 2 persons at any given time.

in charges incurred in respect of patients who change their
accommodation to a higher grade.

e All charges for room rate, medicines, meals, diagnostic
examinations, Operating Theatre, OT materials, medical
supplies, equipment, etc. are payable every 5 days (for
ICU every 3 days) and full settlement must be made to any
outstanding bills before discharge from hospital.

Duty hours : Day — 8:00 a.m. to 8:00 p.m.

Night — 8:00 p.m. to 8:00 a.m.
Payment of hospital charges may be guaranteed by producing

an acceptable letter of guarantee from a company in Hong Kong

on admission. Payment may be made by cash or cheque drawn

on a local bank in Hong Kong. EPS, China UnionPay and VISA/

MASTER/DINERS/American Express cards are also accepted.
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Food

The Hospital Canteen is open for visitors and patients.
Opening hours : 7:00 a.m. to 9:00 p.m.

Room service is available 24 hours a day, please refer to
ward menu for meal details. All food is prepared upon request.
It may take around 50 minutes to prepare and deliver the
food to the wards.

THE LOBBY, the Hospital’s lounge, and Kiosk are located
on the G/F of Li Shu Fan Block.

Opening hours : 8:00 a.m. to 8:00 p.m.

No cooking or heating of food is allowed in the rooms.
If needed, the ward attendant will provide assistance.

No washing of bowls, plates, etc. is allowed in the rooms.

No food or item with strong smell (e.g. durian) is allowed
in the rooms.

Special diets and dietitian services are available on request.

Telephone
Dial “9” for outside line.
Dial “0” for operator.

There is a service charge for International Direct Dialling
(IDD) Service in addition to the IDD charges. Please contact
your ward nurse for details.

Internet

Free wireless internet access is available in most areas of the
Hospital including all patient wards. Patients may bring their
own laptop computers, PDAs, or other WiFi-capable devices
and connect to browse websites, check e-mail, or perform
other basic internet tasks while in our facility. Feel free to seek
assistance from your ward nurse if you have any question.

Reassignment of Accommodation

The Hospital reserves the right to reassign a patient’s
accommodation, whenever necessary.

Patients are asked not to change bed allocation at will within
the same grade of accommodation.

11
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Visiting Rules

To maintain peace and tranquillity in the wards for the comfort of
the patients, visitors are requested to observe the visiting
rules. (ICU visitors are requested to refer to the specific
visiting regulations separately.)

Visit between 8:00 a.m. and 10:00 p.m.

Only two visitors per patient at any time.

Visit by children under 12 is not advisable.

Visit by people having fever or illness is not advisable.
Perform hand hygiene before and after visit.

No smoking in all indoor and outdoor areas within the
Hospital compound.

Gambling of all forms is strictly prohibited.

Patients and visitors are requested to refrain from creating
noises which may disturb others. Radio and television sets
must be turned down to minimum volume.

No personal furniture or electric appliance is allowed in the
rooms except with prior permission of the Hospital.

When air-conditioning is on, please do not alter the control
knobs or open the windows at will.

Burning of incense and joss sticks is not permitted within the
Hospital premises.

No pet is allowed within the Hospital premises.
No loitering in wards and corridors.

Patients and visitors are requested to switch their mobile
phones to the silent/vibrate mode and to conduct the
conversation at a low level so as not to disturb others.

Due to limited space in the operating theatre, visitors are
strongly encouraged not to wait at the Operating Theatre
while a procedure or surgery is in progress. Visitors should
wait in the ward to be informed when the procedure is
complete.

15
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Car Parking

The Hospital car park and valet parking are under the
management of Wilson Parking (Hong Kong) Ltd. All drivers
should follow the directions of the car park attendants.

Wilson Parking (Hong Kong) Ltd has prominently displayed
parking charges and regulations at the car park.

The Hospital will not be responsible for the loss or damage to
any vehicle or for articles kept therein or for injury to any
person.

When the car park is full, all vehicles arriving subsequently
must leave the Hospital compound.

Public Transport

Bus route No.1, 8X, 19 & 117
Tram

Minibus No.30 from Causeway Bay

A taxi stand is located in front of Li Shu Pui Block
(Route map is enclosed)

Chaplaincy Service

The Chaplaincy Service at our Hospital is provided for
free by the Hong Kong Island Private Hospitals Chaplaincy
Committee to offer counselling and assistance to patients
and their relatives. The Chaplain’s office is located on 8/F
of Li Shu Fan Block. If you need the service, please contact
your ward nurse.

A service is held every Sunday at 2:00 p.m. in the Chapel on
7/F of Li Shu Fan Block. Patients, their relatives and friends are
welcome to attend.

Gifts

All staff members and students are not permitted to solicit
gifts or benefits in any form from patients.

Patients’ Rights & Responsibilities

1
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Patient’s Rights

The right to know

* Patients have the right to know the medical fees or charges
in advance.

* Patients have the right to know the details of their illness,
including diagnosis, progress, investigations, method, plan
and effectiveness of treatment.

* Patients have the right to know the name, dosage,
method of administration, and side effects of the
prescribed medications.

* Patients have the right to know the purposes and common
complications of any treatment procedures or investigations,
and whether there are other alternative methods before
giving consent to these procedures.

* Patients have the right to obtain information concerning
their illness. They are entitled to request a medical report
from their attending doctor(s) or a copy of the medical
record from members of HKSH Medical Group but patients
will be required to pay respective processing charges.
Patients should ask about the payable charges in advance.

The right to decide

* Patients have the right to consult more than one doctor
before giving consent for any treatment.

* Patients have the right to decide whether to accept or refuse
any medical advice from their doctors. If patients decide
to refuse the recommendations from their doctors, they
should understand the consequences of their decision and
be responsible for any possible outcome.

* Patients have the right to decide whether or not to participate
in medical research.

The right to privacy and confidentiality

* Patients are entitled to privacy and confidentiality regarding
their medical information.

17
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* Unless with patients’ prior consent for disclosure, any
information collected during the management of their
illness should be kept confidential, as far as practicable,
by all medical personnel. However, sometimes in order
to facilitate the management of illness, doctors may have
to disclose health information to other relevant medical
personnel.

* Under special circumstances, when patients are suspected
to be involved in illegal activities, doctors may also disclose
such information to relevant authorities.

The right to complain

Patients should be made to gain a good understanding of
their illness and the treatment. If they are dissatisfied with
their medical care, they can make a complaint to the nursing
or other staff members of HKSH Medical Group.

The right to be respected

Patients’ dignity, culture, religious belief should be respected.

Patient’s Responsibilities

¢ Patients should tell their doctors and medical personnel
providing services to them all about their present illness, past
medical history and other relevant information.

* Patients should cooperate with the medical and para-
medical personnel on the agreed treatment plans or
procedures.

* Patients should not ask the medical personnel to provide
untrue documentation or to issue false receipts, sick leave
certificates or medical reports.

* Patients have the responsibility to settle all charges before
leaving HKSH Medical Group.

* Patients should abide by the rules laid down by HKSH Medical
Group, be considerate to and respect the rights of other patients
and medical/para-medical personnel.

* Whenever there is any matter concerning their treatment
which they do not understand, it is the responsibility of the
patients to ask their doctors or medical personnel providing
services to them for adequate explanation.

* Patients should report immediately any change in their
medical condition to their doctors or medical personnel.

# fl % Bt Hong Kong Sanatorium & Hospital

Personal Data (Privacy) Ordinance

Please read this notice before you provide any personal data to
HKSH Medical Group Limited (“Group”) and any of its members
including Hong Kong Sanatorium & Hospital, medical centres of
HKSH Healthcare, HKSH Eastern Medical Centre, HKSH Cancer
Centre and affiliates.

As your doctors/nurses/healthcare providers, we may ask you to
provide your personal data (including health information) or obtain
from any appropriate third party regarding your medical history
and any relevant information for your health care purposes and/
or generally for medical care and treatment purposes and/or for
the purposes stated below.

When you provide personal data to us, please make sure that the
data is accurate and complete. If you do not provide us with the
information required or if the information provided is inaccurate
or incomplete, our ability to provide appropriate health care to
you may be affected.

Please note that your personal data may be made available to:

* Your attending doctors and authorised staff of HKSH Medical
Group to access and view your medical records under HKSH
Joint Medical Record (For details, please refer to the Information

Sheet for the Purpose of Collection and Use of Personal Data
and HKSH Joint Medical Record); or

¢ Other doctors/health care providers who require it for purposes
related to your health care; or

¢ The Court if ordered or subpoenaed by the Court, or to such
other persons as we are required by law; or

* Related parties for billing and accounting and service quality
control purposes of HKSH Medical Group.

If you wish to access and/or correct your personal data under the
Personal Data (Privacy) Ordinance, please contact our staff member
during office hour, or send email to Health Record Unit of HKSH
Medical Group (recordenquiry@hksh.com). Any request is subject
to a reasonable fee.

19
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Comments

We welcome suggestions and feedback from patients and relatives
to enable us to improve our services. Please make use of our Patient
Satisfaction Questionnaire available in the Hospital.

Should you find any of our service not up to your satisfaction, you
may contact:

* The Coordinator or Supervisor of the Ward/Department, or
¢ The Night Supervisor, or

¢ The Hospital Administration during office hours

(Tel: 2835 8800)

You can also provide your feedback through an email that we send to
your registered email upon discharge. All comments will be attended
and responded to promptly.

If patients remain dissatisfied with the explanation of the Hospital,
they may lodge a complaint to Client Relations Unit of the
Department of Health (Tel: 3107 8451).

In the best interest of patients and all others in the Hospital, it is
important for peace and quiet to be maintained at all times.

To this end we urge that when there are problems to be settled,
these should be conducted courteously and quietly. Please refrain
from using strong language. In case of any verbal abuse towards
the Hospital staff, the Hospital reserves the right to request the
patients or visitors concerned to be transferred to another hospital
or leave the Hospital area.

All patients and visitors are required to comply with the
rules and regulations of the Hospital.
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Tel : 2572 0211

EFBBSHLETR Fax : 2835 8008
2 Village Road, Happy Valley, Hong Kong — hospital@hksh-hospital.com
www.hksh-hospital.com

A member of HKSH Medical Group
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