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About today’ s presentation

*

< Quick Facts on Eastern Health

L)

L)

*

Our focus on creating “a GREAT Patient Experience”

o,

*

s What our patients are saying

L)

>

Contribute to the debate and deliberations

L)



L

easternhealth

' g / 1
¥ 1 : GREAT HEALTH AND WELLBEING
£ - B e »

Glenburn Buxton
Woods Point

EASTERN
HEALTH
CATCHMENTS

Healesville & District Hospital

Kangaroo
Ground
Eltham

Yarra Ranges Health

Kew Box Hill Hospital

Maroondah Hospital

Peter James
Centre

Wantirna Health

Angliss Hospital

Mulgrave Rowville

® Localities
Gembrook

@ Eastern Health Campuses

Upper Beaconsfield B Primary Catchment

W Secondary Catchment
Garfield



easternhealth

GREAT HEALTH AND WELLBEING

What's important to us ?

« The culture of the organisation — to see the values in action

« Strong work ethic in a “can do” culture

* Clear and regular communication

« Accountability for responsiveness and follow-up

* To be the provider of the highest standard of care

 To be GREAT at what we do

« Patient centred care — “put yourself in the patient’s shoes”
« Improving the patient experience

« Maintaining public confidence in our services
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Patient Experience

Now please take 4 minutes to reflect ...

- a short DVD to set the scene —

(First item on pre-reading/pre-viewing !)



1 2
A PROVIDER OF

A GREAT PATIENT

GREAT HEALTHCARE EXPERIENCE

3
A GREAT PLACE TO LEARN
AND WORK

4
A GREAT PARTNER WITH
OUR COMMUNITIES

5
A GREAT ACHIEVER
IN SUSTAINABILITY

1.1 Mesting o exceeding all required 221 Taking a person-centred approach

standards of service and cana. which acthvely invobies patiants In
decision-making
1
QE 1.2 Delivering modeds of cee 2.2 Aligning our services and
Eg and treatment that are basad resources ko meet the changing
d onavidence neads of our commaanities.
13 Monltodng, reparting and 2.3 Ensuing sendoes e ezsy to
continuously improving tha arcess and navigate.
quality and safety of clinical care.
1.4 Taboing serdces around the 2.4 Ensuning access to health servicas
needs of a diverse population fior the most disachantaged within
QUr COMITILrEty.

Our mission is to

provide positive health
experiences for people and
communities in the east.

3.1 Ensuring flexible, highly skilled
and capable workforce and
woluntear networks.

32 Communicating with our staff
and offering feadback, reward
and recognition.

33 kdentifying leaders and providing
k=arning opportendties for our staff.

3.4 Fartnering with education and
training organisations to drive
research and education.

4.1 Delivenng models of care with
our commamnity pertmears that
provice 3 seamiess patiant joumey
and deliver the right service In
the right place.

4.2 Partnering with other hospitals
and community partness to
provide a comprahenshe and
Intagrated range of sendces.

4.3 Embracing technologies that
enhance our partnerships.

4.4 Baing sodally responsible and

actlve in owr community.

5.1 Ensuring optimal utiksation of
TESOLICES 31055 the organisation.

52 Bullding flentbda, sustainabla
ervinonments and tachnologias.

53 Meazwing the things that matter.

5.4 Living within cas means and
rrilrimising westa.
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A GREAT PATIENT
EXPERIENCE

2.1 Taking a person-centred approach
which actively involves patients in
decision-making.

2.2 Aligning our services and resources
to meet the changing needs of
our communities.

2.3 Ensuring services are easy to access
and navigate.

2.4 Ensuring access to health services
for the most disadvantaged within
our community.
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Defining Patient Experience

Patient experience is ...

a reflection on a set of interactions, observations and the
environment, through the
lens of the patient and is typically
characterised by the story they tell.
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Mid Staffordshire [JIK] JRA

NHS Foundation Trust
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Don Berwick says ....

A promise to learn —a commitment to act, 2013

Place the quality of patient care, especially patient safety, above all other
aims. Engage, empower, and hear patients and carers at all times.

Foster whole-heartedly the growth and development of all staff, including their
ability and support to improve the processes in which they work.

Embrace transparency unequivocally and everywhere, in the service of
accountability, trust, and the growth of knowledge.
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« Set the standard and expectation

« Measure and monitor performance
 Report performance

« Engage for action

Eastern Health’s
Patient Experience of Care Program
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To better

understand
and

respond to

the experience
of patients
and carers
Who use our
services
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Principles

In order to set the Performance Principles,
we needed to understand what a

GREAT Patient Experience would look like
and identify how we will know when we
are providing It.
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The patient’s needs, wants, preferences and values are known and taken into account
The patient is a partner in decision-making about their care
The patient has access to safe, effective and high quality healthcare delivered by skilled staff

There is clear information that helps patients understand and manage their health as independently as
possible

Communication is open, honest and respectful, ensures confidentiality and is responsive to individual needs
The physical environment promotes healing, is comfortable, clean, safe and allows privacy

Staff listen, provide emotional support and treat patients, their families and carers with dignity and
compassion

Family and friends are involved in care in accordance with the wishes of the patient

Care is well coordinated to ensure that the patient experiences continuity and smooth transitions

10. Meals are enjoyable and nutritious



And it all starts with, “hello, | am ....”

Ashlea O Hea |

Communications




In the Patient’s Shoes .: = asterr ke alth

Using a feedback framework to inform service improvement and create a GREAT patient experience. @ GREAT HEALTH AND WELLBEING

Updated February 2015

Consumer Perspective

Mystery Shopper

Volunteers act as ‘Mystery Shoppers’- make
observations and ask patients / carers about
their experience.

Y

Consumer Forums

These are also known as workshops or focus
groups and provide an opportunity to hear the
consumer perspective regarding a specific topic
or issue.

Rapid Improvement Events

Consumers work with Eastern Health staff
collaboratively and objectively to evaluate a
process, determine a future state and identify
solutions to achieve the future state in a way
that will meet patients’ needs and expectations.

Shadowing

Observing patients and families during various
stages of their care journey to help us to gain an
understanding of what the experience is like
from the patient and family’s point of view.

Patient Experience Trackers (PETs)

At Eastern Health,
putting ourselves

means actively seeking

and responding to
feedback from people
that use our service

Patient Survey

Eastern Health Patient Experience Survey

’ Patient Experience Feedback

Complaints and Compliments

A range of ways to provide specific feedback include:
* Direct feedback to staff at the local level

* Afeedback button on the Eastern Health website
* Via email: feedback@easternhealth.com.au

* Via phone: 1800 EASTERN

* Feedback brochures available in all patient areas

Patient Stories

Patient stories are captured and shared in a variety of
ways:

Leadership Walkrounds

Walkrounds involving discussion with current patients
are conducted by senior leaders and managers across
the organisation.

‘Patient Opinion’

An online public platform that enables people to safely
and easily share their experience. The organisation is
able to demonstrate how patient experience is used to
improve services.

Discharge Phone Calls
Routine phone survey of discharged patients inviting
feedback regarding their experience.

Victorian Healthcare Experience Survey (VHES)

Collection of data using a handheld devise
asking 5 questions and PETs provide near real
time insight into patient experiences.

Patients are surveyed once a month in most services
across the organisation using ‘audit angels’ to measure
compliance with our Patient and Family Centred Care
Standard.

The Department of Health and Human Services conduct
5 surveys: Adult Inpatient, Emergency Department (ED),
Maternity, Paediatric Inpatient and Paediatric ED.
Reports are provided quarterly.

The Family and Friends Test Score is a widely used strategy in the UK and is based on feedback to one question — “On a scale of 0 — 10, how likely is it that you would
recommend this service to a family member or friend?” We ask this question as part of our Patient Experience Feedback processes and Patient Surveys.
All feedback about the patient experience is themed against the Eastern Health Patient Experience of Care Principles.
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In the Patient’s Shoes ...

LEADERIP

INTHEPUBLIC ' - 55 000 o1 Tt
pieces of coded qualitative data
SEGTOH AWARDS > 15 000 quantitative surveys

WINNER
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Principle 1: Do you feel staff consider your individual needs?

Principle 5: Are staff honest and respectful in their

100% - communication with you?
90% - 100% -
80% -
70% - 95% - —
60% - B Never%
50% - 90% - m Never%
u Sometimes %
40% 85% = Sometimes %
30% - ® Most of the time %
0% B Most of the time %
A= m Always % 80% -
10% - B Always %
0% 0y | T T T T 75% 0| T T T T
April-June  July-Sept  Oct-Dec  Jan-March  April -June April-June  July - Sept Oct-Dec  Jan-March  April -June
2013 2013 2013 2014 2014 2013 2013 2013 2014 2014
Principle 8: Do staff invovle your family and friends in your Principle 10: Are your meals enjoyable?
care when you want them to be involved? 100% -
100% - 90% -
90% - 30% -
80% - 70% - Bid %
J H Did notreceive any meals
70% # Did not want any involvement % 60% ’
60% - 50% - B Never%
50% - mNever%
240% - . 40% - 1 Sometimes %
B Sometimes % 30% -
30% + . u Most of the time %
20% - m Most of the time % 20% -
10% - wAl 5 10% - m Always %
ways
0% - : : : ; ¥ 0% A : ; ; .

April -June July -Sept  Oct-Dec Jan - March April - June
2013 2013 2013 2014 2014

April -June  July -Sept
2013 2013

Oct-Dec Jan-March April -June
2013 2014 2014




Organisation: Eastern Health

Audit- Patient Experience Survey
Date: 01 March 2014 - 31 March 2014

Service/Program/Site: Box Hill

cCS
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Audit Results by UnitWard: 1 East; Service/Program/Site: Box Hill

MNumber of Surveys: 15 M on M: 5
Owerall Score: 983 M on M: B9%
_ Are you involved in decisions | Do you feel that staff have the Are you given clear Are staff honest and
Do you feel staff consider your) and = to = = information that helps you P -
individual =7 about your care treatment | right skills [lm:iellﬂl e respectful in their
? i ? t healtt "““’il";u communication ?
as much as you want to be? quality care’ 7 with you?
Cisestion Soore: 1000 Question Scone: 95.7 Cuestion Score: 100.0 Gestion Score 100.0 Guestion Scone: 1000
M on M 50% M on M: 1.7 % M o M s50% M on M 5.0% M on M ol
Imﬁ.m:m Imu.an Imisnm Imm'ls.im Im.1s,1m
Sometimes, 0, 0% Sometimes, 1, 7% Somefimes, 0, 0% Sometimes, O, I%: Sometimes, 0, 1%
I Hewer, 0, D% I Hever, 0, 0 I Hever, 0, 0% I Mever, [, 1% I Mever, 0, 0%
Did not want 1o be
renbeed, O, O
Does the hospital's Do you feel all staff involved in| Do staff involve your family
enviomment meet your Are staff compassionate? your care are working well | and friends in your care when | Are your meals enjoyable?
‘Cuestion Scoe: 96.7 ‘Question Scons: 100.0 Question Score: 100.0 Cuestion Score 100.0 Question Scone:; 84.5
M on At 11.7% M on M: 10.0% M on M: 15.0% M on M: 5.6% M on M 2B.5%

IM1.'M

I Adways, 14, 93%

I Arsmys, 10, 67%

Bometimes, 1, TH Sometimes, 0, 0% Sometimes, 3, 20%
I Never, 0, D% I Mever, 0, 0% I Mever, 0, 0%
I Not appicabie, 0, Didl nort waant any Did not receive any
% Invoivement, 1, 7% meals, 7, 13%
Pieass Moba: Thess audit results are based on & random sampls of audits undertaken during the Month Page 3 of 12
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EH overall Patient Experience score

Jun-14

Jul-14

ALg-14

sep-14

Dct-14

Mow-14

Dec 14

lan-15

Feb-15

Par-15

Apr-15
May-15

Jun-15

= EH overall Patient
Experience score

Linear (EH overall
Patient Experience

sCOre)
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Outbound Patient Surveys
Undertaken by Contact Centre

June 2015 87
July 2015 62
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l:. Victorian Healthcare Experience Survey

Health Service Experience - April - June 2015

In April - June 2015, 88.15% of patients from Eastern Health rated their overall hospital experience as either 'very good' or

'good'.
This is no significant change in the proportion rating their experience as either 'very good' or 'good' compared to April - June

2014, when this proportion was 89.4%.

Overall experience Adult Inpatient Adult Emergency Paediatric Inpatient
| I I |
‘ 88% ‘ 909% ‘ 86% 95%
Paediatric Emergency Maternity

-
‘87%I [ -




s

€ - C [ htips//www.patientopinion.org.au/opinions/61108

"The nurses, doctors and
paediatricians have been
nothing short of amazing!”

About: Marcondah Hospital

P FPosted by Nellooo (as a parent/guardian), 3 days ago

| want to say how incredible Marcondah Hospital has been with my new born bub!
We came in recently with really high temps and not a happy baby. They treated our
baby so quickly diagnosing viral meningitis. They have bent over backwards for us
and have constantly made sure I'm comfortable and happy while we stay. We are a
‘private hospital' type and | was anxious about taking our baby to Maroondah but |
am so impressed! ! The nurses, doctors and paediatricians have been nothing short of
amazing! Thanks Maroondah!

More about care, doctor, emergency, emergency department, hospital, infant,
meningitis, nurse, nursing staff, paediatric, public hospital, staff and VIC

p Tell your story & make a difference »»

Do you have a similar story to tell?

W Tweet | 2

G+ 0 [ Email  Embed

Responses

Dear Nelloo

ﬂl Wow, thank you for your very positive story on Patient

' Opinion - that's a great story indeed and | can see that this
?’ .
V/

would have been a concerning time for you, your baby and
your family.

| will pass on your feedback to our front line staff and their managers - it is

v fie 2 roronio Eoaordbacls lilro srmt e mmmd 14'c criro e miem iy cdbmnfE mm owdrn

STORY HAS A RESPONSE

) @ JO

This story has had a response

o Published by Patient Opinion on
14/09/2015
Patient Opinion has rated this opinion not
critical (criticality score 0)
This story has been viewed by public users
on this site 102 times

You can add your response to this story
below.

. Story summary

What's good? What could be improved?

® hospital stay
® treatment

Initial Feelings: impressed

=@ Activity

staff members have read this story

Who has Patient Opinion told about this story?

Show your support

Have you experienced something like Nellooo

did, here or elsewhere?

If so, show your support below.

» I've experienced this



PATIENT
OPINI@N:

Number submitted in month

25

20

15

10

When these stories were told

132 stories read
40,983 times
as at 8 Dec 2015

Sep Aug Oct Mar Apr May Jun Jul Aug Sep Oct Nov Dec
L2012 | 2013 I 2015 !

Month submitted

140

120

100

80

60

40

20

[2303 Buluuny



PATIENT
OPINION:

How moderators have rated the criticality of these stories

Severely critical 3(2%)

Strongly critical 7 (5%)
moderately critical

mildly critical 18 (14%)
minimally critical

34 (26%)

not critical

0 % 10 % 20 % 30 % 40 % 50 %

NB: criticality scores are assigned by moderators (not the public) to stories to support our alerting service. They are assigned per story not
per service, so may reflect criticism of services other than your own. We provide them here purely for information, with these caveats in
mind.
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Some simple changes arising from
Www.patientopinion.org.au

Improved temporary signage during building works
Provision of more Ultrasound Scans

Turning or reducing impact of a “negative” experiences
Complimentary car parking

Review of Patient Entertainment System

Timely responses often lead to no further action required
More discussion about general courtesy

Patients being heard and responded to more quickly
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‘ Bboutus Services Locations Research & Ethics  Health Professionals = Media & Events Careers  Contact us

VIR ANJALIN/ )

READ MORE

Patients & Visitors Our Services

Details of the services and care we
provide across Eastern Health.

Information including visiting hours,
carparking and contact phone numbers.

Locations Latest News * % * 1y

PATIENT
EXPERIENCE

Tuesday, August 04, 2015 RATING

i o Opportunity on offer to enter health wd

Box Hill Hospital People interested in a career in health are invited to learn more abo
Esstern He latest opportunity to spply for nursing assistant roles

Maroondah Hospital &t Sox Hil, Angliss and ...

Healesville & District Hospital Read More... >

Peter James Centre

Christmas comes early for kids at Box Hill
. Read more >
Spectrum Hospital 7

Thursday, July 30, 2015
Turning Point Volunteer

Donate

The Festive Season has come early for Box Hill Hespital's Paediatric



n= 276
Average
rating
8.4

Family & Friends Test
(Net Promoter Score [NPS] methodology)
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61
o0

59

Oct-Dec 2013

Number of respondents

Rating 0 — 10

Family and Friends Test score

58
57
3
55

Jan- Mar 2014

m FFTscore
Apr-Jun 2014
8 53 95 93
7 8 9 10
Passives Promoters
22.1% 68.1%

Moving to FFT
via SMS - trial
in 2016
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Who oversees the process?

Patient Experience of Care Expert Advisory Committee:
(includes staff and consumers)

— Recommends the performance standards
— Monitors performance

— ldentifies and recommends improvement
priorities which are fed-back for
Implementation across Eastern Health

Communicating our priorities for action ...
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So what are our priorities based
on patient feedback ?

Our focus In on:
Improving communication and customer service (p5)
Improving interpreting services (p5)

*Improving meals (p10)
*Reducing noise — in particular in wards at night (p6)

p - Principle
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Communication (Principle 5)

100%

| |

90% —
80%
70%
60%
0% B Never %
10% Sometimes %
30% Most of the time %
20% M Always %
10%

0% T | T | T T T T

Apr - Jun Jul - Sept Oct - Dec Jan-Mar Apr - Jun Jul - Sept Oct - Dec Jan- Mar Apr-Jun
13 13 13 14 14 14 14 15 15
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Physical Environment & Noise (Principle 6)

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

e

e — [
W Not applicable %
W Never %
Sometimes %
Most of the time %
W Always %
T T T T T T T 1

Jul-Sept Oct-Dec Jan-Mar Apr-Jun Jul-Sept Oct-Dec Jan-Mar Apr-Jun
13 '13 '14 '14 '14 '14 '15 '15
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Meals are Enjoyable and Nutritious
(Principle 10)

100%
90%

80% +—

70%
60%
50%
40%
30%
20%
10%

0%

FEEN"E== =

I

m Did not receive any meals %

Apr - JunJuI Sept Oct-  Jan-

13

13

Dec '13 Mar'14

| W Never %
Sometimes %
Most of the time %
W Always %

Apr JunJuI Sept Oct -

14

14

Dec '14

Jan - Apr Jun
Mar '15
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Performance Monitoring

‘In the Patient’s Shoes’

Systematically embed the patient feedback
cycle into the organisation’s continuous
Improvement approach
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jence of Care Report
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A Provider of Great Health Care

Health Scorecard — June 2015

-

s0%
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Eastern Health = £9% Scorecard total score for June 2015
Jun-15 = T2% Statement of Priorities composite score for June 2015
= B6% Scorecard total score for May 2015
=] T8% Statement of Priorities composite score for May 20135
Jul-14 Aug-14 Sep-14 Dci-14 How-14 Dec-14
composks Scors [ e sew | % | e1% | e0% 8%
S0P Composits Scora (Part B) [ == 7% | oeew | mew [ eme | ow |
Jan-15 Felb-15 Mar-15 Apr-15 May-15 duni-15
[compeste scors [ e Bam | 6 | mw g% | &a% |
mpo_ma Seors (Part B) | EEEEEEE T ECE R
Month result unisas otherwise
Epacified
Feb-13 Mar-13 Apr-13 May-15 Jun-15 Result Targst War
= HC1 Reported incidents rated as ISR1 or ISR2 B = B =2 = M 20 14
- HC2 Murniber of sentinel events [ = B = B o 1 -1
= HCZ3 Seriows medication incidents B = B e [ 3 2 1
- HZ4 Patient falls resulting in injury rate = = = = = D081 0.145 o
= HCE FPressure injury rate B = B =2 = 1.03 0.65 .39
4= HOE Inpatient mortality rate = = | = =i = [E-x] 0.7E (022
= HCI0 Staphylococcus aureus Bacteraemia rate # B = B = B 0.56 2 [1.44)
- HC12 Adult Mental Health Readmission to Inpatient Satting # [~ = = =2 [~ 18.33 14.00 433
= HC15 % HITH re-admission rate L) = = @ L) Rk 535 1.35]
= HC18  ICU minimum operating capacity # = =] = = @ 1 o 1
- HZI1T QTR Hand Hygiene Compliance Rate # [l a = = [l BO.10 B0.00 0.10|
= HC1E QTR Cleaning standards # B =a B B B 86542 85.00 11.42)
- HCZ18 QTR % of planned improvements on EH OIF that are ‘on-track’ B = B B B =] a0 15|
- HC20 % of RCA reports submitted to DHHS within 60 working days B a B = = 000 100.00 {100.0)
= HC21 % of RCA and IDCR actions implemented by due date =] ® = =2 =] 5278 s0.00 127.22)
- HCZ23 QTR Cassarean section rate (2] ) = = = 45 2310 [1.65)
=~ HC28 YTD Healthcare worker immunisation - influenza # = £2.50 7E.00 {22.50)
= HCIT QTR ICU CLABSI Infections Per 1000 Central Line Days # = = B i) B 1.00 1.00 E
= HC28 QTR Healthcare associated infections surveillance # = = = = = 0.0 000 -
+~ HC20 National Standards Accreditation # B = B = B 1.00 1.00 -
= HC3D Patient Safety Cultures o =) o =i o 56.00 80.00 156.00]
= HCZ31 QTR Residential Care Accreditation # = b= | = =a = 100.00 100.00 -
= HC32 QTR Eastem Health Accreditations B = B B B 100.00 100.00
% of operating time on hospital bypass *# B =a B =] [ 24 30 0.4
- % of operating time on HEWS = =a = = B 62 0.0 {3.8)|
- % of patients off stretcher > 40 minutes # B a B = [ 13 10 3
- No of pts with a LOS in ED > 24 hours *# B = B =B = o o [
- of ED pts seen within recommended time *# (2] a [l = [ e an )
NBAT % of patients leaving ED within 4 Hours *# (= = (= & B B4 R Rk
% of Cat 1 ED pts seen immediately *# [l a [l = [l 100 100 o
patients on ESIS waiting list *# @ @ @ = B 2,907 3,024 -117]
HIPS per 100 scheduled admissions *# B = B =] B 63 en (1.7
2 elective surgery pts admitted under 30 days *# & & & & & TE4 B5.0 (118
3 elective surgery pts admitted under 365 days *# B L [ e [} 873 ] =y
YTI} Elective admissions # [} = B B B 15.367 15.320 47)
% /of Cat 1 ESIS pis admitted within 30 days *# = a = 2 = 100.0 100.0 §
- werage acute length of stay (2] L) (2] = = 432 3.91 0.31
- PE16 Awerage waiting time in days for admission to sub-acute bed B =a B 2 B 058 1.0% [oLS51)|
Mental Heakh average length of stay <=35 days B = B B B BE1 .43 (DB
Mental Health seclusion episodes per 1000 bed days # &= =B &= =il &= 1 15 (14
Mental Health mechanical restraint episodes per 1000 bed days B = B a B s as (E-DD|
Median wait time (in days) from refemral to first new outpatient appointment = © [ e [ 67 &1 |
Fail to attend outpatient appomtment [} = [} L [} 135 1.5 20
% of complaints closed within the month that were closed within 30 days [} o = @ [} E5.85 80.00 {11.15)
= PE25 QTR Percentage of Leadership Walkrounds completed = =a = = = 105.56 S0.00 15.55]
- PE2ZT Victorian Healthcare Experience Survey (VHES) # B a B =B B 100.00 100.00 -
= PE2B Continuing Care Average Length of Stay [ a [ & [ 2034 1944 0.90|




Eastern Health Scorecard — June 2015

A Great Place to Learn and Work = Lwi  Unplanned absence rate B H B B ° a8 3= o
100% - W3 Annual leave rate = = = = = 6.38 6.28 0.10]
0% - WS ‘Workcower hours lost rate B =] @ =] B 03z 0.3 0.03),
— - LWE Staff Retention rate 2 =] @ =] [} £8.22 2500 (0.7E)
- Lwg Rate of Scheduled Mock Evacuation Drills Completed B = @ =2 B 107.62 100.00 7.69)
T = LW12 ISR 1 & 2 staff incidents = = = = =] 7 B (1)
B - LWi3 Recorded performance apprasals rate B = = =] B 7.0 60.00 17.00
- LWiT % of Online Orientation program completion = o = = [ BS.00 100.00 {15.00)
A = LW2D Percentage of Performance Standands which are cument E = =] = = To.O4 100.00 {20.9E)
[ = Lw2i Staff satisfaction rating B =] B =] B 2400 8000 14.00
0% - || LwWZ2 % of staff completing OHS and EQ training B = = =2 B 75.00 4B.00 27.00
= LW2Z2  Hazard Inspection Rate = = = ] =] 50.00 S0.00 -
ok T T ||= Lw24 LTI Werkeover Claims Frequency Rate = = = = = 13.50 11.00 2.50,
0% = - o ‘ - = - z = - LW25 LT Manual Handling Workcower Claims Frequency Rate = = = = = 6.00 5.50 0.50
z & E z g E & E’ i E, = A +~ LW28 LTI Sips, Trips & Falls Waorkeover Claims Frequency Rate = =2 2 = B 1.E0 220 (0.4D)
=" == 7" B "B ¥ \W2 LTI Aggression Workcover Claims Frequency Rate = = = = ] 27 L0 1.0
W Grezn W Orangz MAed
A Great Partner with Our Communities = FC1 Postnatal home care # a L L a a 100.00 100 g
- PC2 % of records coded with discharge summany ] =] = =] [ 56,68 97.50 (063
- PC3 Discharge rate from outpatisnts -] 2 =] 2 [ 1430 15.00 [0.20)
= PC5 % of A&C clients with a documented care plan within 10 days of admission B = B = B 55147 B0.00 15.17
~ PCB ATE| patient separations B = = ] B 43 45 4
= PC7 Media favourabiity score = = = = = 7619 S0.00 {13.81)
- PC3 Eastern Health Foundation meets denation target YTO, (D00's) = = = Lo L 299136 304172 {50.38)
- PCo Mental Health post discharge follow-up rate # a = =] =] a 50 75 15
«= PCI1 % of Chronic Care in the Community -] l = =2 B 4885 4500 20
= PC12  E@H Activity B 2 =] ] B 518 Ed 13
= PC13 AZERT Weekend Discharges = ] = =2 B 57.00 35.00 220
= PC18  Ambulatory and Community Services Diversion ] = = = = A4 A5.00 {1.0)
= PCI7 % of dischange summaries completed within 24 hours of discharge = = = 5TOS 65.00 (1241
S - O A A A
= - & - =4
Ber=en Morang: ER=d
A Great Achiever in Sustainability = A3l ¥TDunderying Operating Result to budget # i il L i L oo oo oo
100% o _||= ASZ2 Average trade debtor days *# = = = = = 51.66 60.00 [6.34)
. I - AS3 Average trade creditor days *# -] 2 =] 2 -] SE44 50.00 [1.58)
- AS4 ¥TD WIES parcentage achieved vs target '# 2 ] =] a B 100.01 97.00 an
=% - AZD Sub-Acute Weighted Bed Day Activity B = = =2 B 5,351 7.852 1499
To% - ASE Total YTD HIF Target Contacts = = @ ] = 11,125 10,538 527
s0% |- o[- AsT Compensable patient rate = = @ = = 1933 1698 035
| _ |- ASBE % of breakdowns resolved within 30 days = = @ -] [ o947 E=rl ] 23
- ASD ‘Water Consumption - KiloLitres per open bed B =] B =] B 247 17.98 8251
i " ||+ AS10  Electricity Consumgtion - KWH Per Open Bad B 2 =] ] B 190671 342171 {1,515.00)
30% - AST Y¥TD % of Economic Sustainabiity Program achieved B ] = =2 B o3 BS.0 E.3
20% = AS12  PadEFT = = @ ] =] 567751 572831 {S0.80)
0% - AZS13 Percentage of purchase onders processed within 24 Hours "] = = = =] an7 8.0 17
= AS14  Basic Asset Management Plan# = = = = = 10 10 E
- T =3t [} =] @ =] [} B 1 -
E % g ? ; g E. ; E g f E AS15 Private Health Insurance Utlisation Rate 3T BS.D {1.3)
= = = = = = ] ] = B =]
WGresn WOrange W Red
[T Tpe— * Partorrraren Morscrig Framewr (PRF] P = Crate o 2 iy W5
[ChA - Dot e ifrartly vl & Stemant of Priceities KPI -Past B cnly 2] P o6 20 Auig 2018
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easternhealth

GREAT HEALTH AND WELLBEING

Domain

DHHS Performance Assessment Score
DHHS SoP Quality, Safety & Access KPls
DHHS SoP Strategic Objectives

Eastern Health Total Scorecard

Eastern Health Strategic Directions (SD)

SD1 - A Provider of Great Healthcare

Eastern Health

Governance Traffic Light Report

Last Five Quarters

Our focus on the organisation

SD2 — A Great Patient Experience

SD3 - A Great Place to Learn and Work

SD4 - A Great Partner with our
Communities

SD5 - A Great Achiever in
Sustainability

Eastern Health Operations &
Improvement Plan

DHHS — Department of Health and Human Services
SoP — Statement of Priorities

Q4 zo1a/15) Q1 Q2 Q3 Q4
89 82 83 83 89
91 87 &8 89 91 % In Range/On Target
100 95 95 96 96 % On Track
30 79 79 81 88 % In Range/On Target/Improving
74 74 89 87 83 % In Range/On Target/Improving
87 87 68 91 92 % In Range/On Target/Improvi
78 67 75 63 81 % In Range/On Target/Improving
69 83 83 75 25 % In Range/On Target/Improving
92 83 62 80 100 % In Range/On Target/Improving
100 95 95 96 98

GREEN

80%+

AMBER 60% to 79% . 0% to 59%

% On Track

Last updated: 14 August 2015
Source: Scorecard June 2015



Reporting Performance annually is
our Quality of Care Report

In the patient’s sj

- QUALITY §




easternhealth

GREAT HEALTH AND WELLBEING

Complaints lodgement method 2011

email

9%
feedback
button
1%

Complaints lodgement method 2012

other
feedback form 7%

5%
feedback

button
7%

Complaints lodgement method 2013

feedback
button
5%

Complaints lodgement method 2014

other
5%

feedback ’

button
4%
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GREAT HEALTH AND WELLBEING
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