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Report Summary

Company Background

Founded by Mrs. and Mr. Alan Koo in 2011, River Cam Medical Group (River
Cam) is an emerging private outpatient healthcare medical group that provides
a full spectrum of both online and offline Chinese medicine services.
Committed to excellence and professionalism, River Cam aims to deliver
patient-oriented Chinese medicine.

With more than 40 staff members in Hong Kong, River Cam has established
itself as one of the pioneers in modernized Chinese medicine services. Over the
past 12 years, the company has grown from a small office to a total of 10
outpatient medical offices by the end of 2023, serving over 50,000 patient visits
annually.

By adopting Baldrige Framework in 2017 and integrating other tools, such as
DMAIC (Define, Measure, Analyze, Improve, and Control) and PDSA (Plan-
Do-Study-Act) cycle, River Cam maintains its competitive advantages and
continue to find ways to improve the strategic challenges identified.
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River Cam adopts a systematic customer engagement and
management cycle to build higher patient loyalty through
satisfactory experiences.
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Leadership

River Cam’s management shares its vision and values with employees,
customers, and business partners throughout the entire employee lifecycle. The
company employs various communication tools, including face-to-face
interactions, printed materials, and online platforms, to engage stakeholders.

River Cam actively supports the community through partnerships with
charitable organizations and participation in beneficial activities. All the
workforce at River Cam is required to comply with the company policies on
governance and ethics.

The senior management adopts a hybrid leadership system, which involves
establishing their own hybrid leadership styles and conducting yearly self-
evaluations using a scoring system to drive improvements in four major areas
of managerial and leadership skills: technical, interpersonal, organizational,
and entrepreneurial. Peer evaluations are also implemented to reduce self-
serving bias in scoring.

Strategy

River Cam develops and deploys business strategies employing both top-down
and bottom-up approaches through strategic dialogue and planning processes.

Taskforces within the organization develop detailed strategic plans using tools
such as SWOT analysis, PEST analysis, and Porter’s Five Forces. These plans
are then approved by the Board of Directors (BoD), and resources are allocated
accordingly. Action plans are implemented through the Plan-Do-Study-Act
(PDSA) cycle, overseen by designated individuals. Gantt Charts are used to
manage the progress of action plans and tasks, while metrics and key
performance indicators (KPIs) measure progress and success.
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At River Cam, we believe that effective
coaching, clear goal setting and a fair
reward mechanism, form the foundation
of a reliable workforce performance
management system.
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Customers

To fulfill its vision and mission, River Cam strives to understand customer
behaviors, needs, market requirements, and trends. The company utilizes
various approaches, such as input from the BoD and advisors, market research,
and listening and learning techniques to gather useful information from
potential and current patients. This information helps address unmet customer
needs and identify new business opportunities.

River Cam adopts a systematic customer engagement and management cycle to
build higher patient loyalty through satisfactory experiences. The company has
a complaint handling policy that emphasizes timely resolution and considers
every complaint as an opportunity for improvement and turning crises into
opportunities.

Measurement, Analysis, and Knowledge Management

River Cam systematically selects, collects, and organizes information known as
metrics to track daily operations and organizational performance at different
hierarchical levels. Key Performance Indicators (KPIs) are quantifiable
measures specifically chosen to gauge overall organizational performance,
categorized into structure measures, core process measures, and outcome
measures.

The company emphasizes professionalism and ensures the accuracy, validity,
integrity, reliability, timeliness, up-to-date-ness, security, and confidentiality of
all organizational information.

River Cam utilizes a reliable cloud system for over 12 years to collect and
manage knowledge from multiple sources and stakeholders. Knowledge is
refined through management procedures and transformed into reports, training
materials, policies, and procedures.

Workforce

River Cam believes that an excellent workforce performance management
system relies on effective coaching, clear goal setting, and a fair reward system.
Managers and supervisors receive training on effective coaching to develop
skills such as relationship building, communication, analysis, and motivation.
The company employs a differentiated compensation scheme using a tier-
scoring system for different work levels.

River Cam prepares the workforce for changing capability and capacity needs
through the idea of stewardship that is transparent, well-planned, and caring.
River Cam fosters an inclusive team-based culture that encourages open
communication, respect for others, and serves as a key engagement factor
between employees and the company.

The company has signed pledges in the Labour Department’s Good Employer
Charter and joined the Joyful @ Healthy Workplace Charter to promote
employee welfare.
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Operations

At River Cam, all workforce members are trained to understand the detailed
work processes involved in providing medical services. The company utilizes
listening and learning approaches to consolidate input from patients, suppliers,
and collaborators to develop comprehensive patient journeys, provider
workflows, and business continuity plans.

Key indicators and in-process measures are employed to control and improve
work processes in areas such as product and process, customer, workforce,
leadership & governance, financials, market and strategy.

River Cam prioritizes the security and cybersecurity of sensitive patient data by
following best practices available on InfoSec of the Hong Kong SAR
Government. The company also prepares for emergencies through an
emergency preparedness plan.

Results

Despite the challenges posed by the pandemic, River Cam Medical Group
achieved a positive annual growth rate in terms of total patient visits from 2020
to 2022. The number of new visits continued to grow over the past three years.
Patient satisfaction scores remained consistently high, indicating a positive
patient experience.

River Cam’s financial performance exhibited stability and growth, with revenue
increasing steadily over the years. The workforce turnover rate remained

relatively low, reflecting a stable and motivated workforce.

River Cam received recognition and awards for its commitment to excellence,
patient care, and community service. These awards include:

* 2022 & 2023 Top Brand Services Award
* 2022 & 2023 Brand HKiD

e 2021 & 2022 Excellent Services Awards
* 2023 Best SME’s Award

* 2021-2023 Caring Company

e 2021 & 2022 Partner Employer Awards

2023 HKMA Quality Award Souvenir Programme

JREA] A A B4 B A BB RS2 Bl DA T
it B A B S i e B A AR © 2
R PR B HER B 1973k - AR A BE
BUERMM SR HENER - flIE 2 EHE
AR ~ PRAEIRGS A 0 AR RN B A

it o

PR ) IR G 5 A R 208 R o 10 A e A 42 o) A Bl
e LA EMAIRAE - BFF - TAREEK
SEAEANE B~ TRBS T A R SR S SR T
PEURAE -

RIS AR B TR ) 22 A A A Al 2 2 A
AL > A LA R AT B A AR
SIS IC/ARIDIN - ¢ SRS L RVAR L
o

845 Z B R AE AR PR - 3 ] B R AR [ AE
2020 F 2022 FF AR AN RIS g > ER
IEMAR R o i A W BOR 7R3 5 = AR R
12 o i AT A B — BRI S KT > AR
FoHm N BB AT -

FRAT I B R B R S AIBAE RS -
B T A AL > e TAEE B2
[EvER Tl

T PR S AR R~ Bl R AR A [ 5 T
MG TR FNBEIA - f5 SLAR TR A

o 2022412023 4 Uk B 44 1

o 20224 2023 457 ik il 4 Tt

o 2021 4FFN2022 4F [ Bl h IEs |
o 2023 4FER /MR EE

o 2021 4F % 2023 47 SR B

o 2021 4EM20224F [ KT A K FwrslH





