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“The patient will see you now” 
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About today’s presentation 
 

 

  Quick Facts on Eastern Health 

 

  Our focus on creating “a GREAT Patient Experience” 

 

   What our patients are saying  

 

   Contribute to the debate and deliberations 

 

 

 

 





 

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 

 

 

 



 

Patient Experience 
 
  

Now please take 4 minutes to reflect … 
 

 - a short DVD to set the scene – 
 

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



 



 

 
  



 

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. 





We can learn from others … 



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.  

 



 

“In the patient’s shoes” 
 
  

Eastern Health’s  
Patient Experience of Care Program 

• Set the standard and expectation 

• Measure and monitor performance 

• Report performance 

• Engage for action 

 



To better 

understand  

and  

respond to  
the experience  

of patients  

and carers  

who use our 

services 

Patient Experience of Care Program 

 



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. 

Principles 



10 Patient Experience of Care Principles 

1. The patient’s needs, wants, preferences and values are known and taken into account 

2. The patient is a partner in decision-making about their care 

3. The patient has access to safe, effective and high quality healthcare delivered by skilled staff 

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

possible 

5. Communication is open, honest and respectful, ensures confidentiality and is responsive to individual needs 

6. The physical environment promotes healing, is comfortable, clean, safe and allows privacy 

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

compassion 

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

9. 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, I am ….” 



At Eastern Health,  
putting ourselves  

 

‘In the Patient’s Shoes’  
 

means actively seeking 
and responding to  

feedback from people 
that use our service 

In the Patient’s Shoes 

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

Patient Experience Trackers (PETs) 

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. 

Eastern Health Patient Experience Survey 

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. 

Victorian Healthcare Experience Survey (VHES) 

A range of ways to provide specific feedback include: 
• Direct feedback to staff at the local level 
• A feedback button on the Eastern Health website  
• Via email:  feedback@easternhealth.com.au  
• Via phone:  1800 EASTERN 
• Feedback brochures available in all patient areas 

Complaints and Compliments 

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. 

Patient Stories 

Patient Experience Feedback 

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

Mystery Shopper 

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

Consumer Forums 

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.  

Rapid Improvement Events 

Consumer Perspective 

Patient Survey 

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. 

In the Patient’s Shoes  
Using a feedback framework to inform service improvement  and create a GREAT patient experience.  

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.  

Shadowing 

Updated February 2015 

mailto:feedback@easternhealth.com.au


What our patients are saying... 

 

In the Patient’s Shoes … 

 

 

 
  > 22 000 pieces of coded qualitative data 

> 15 000 quantitative surveys 







 

 

 

 

 

 





Outbound Patient  Surveys 

Undertaken by Contact Centre 

Month Number 

June 2015 87 

July 2015 62 



Now please take 4 minutes to reflect … 
 

 - a short DVD to set the scene - 





 

Patient Experience 
 
  

Now please take 4 minutes to reflect … 
 

 - a short DVD to set the scene - 

132 stories read 

40,983 times 

as at 8 Dec 2015 



 

Patient Experience 
 
  

Now please take 4 minutes to reflect … 
 

 - a short DVD to set the scene - 



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 

 
  





Number of respondents 8 3 1 3 1 6 5 8 53 95 93 

Rating 0 – 10 0 1 2 3 4 5 6 7 8 9 10 

Detractors Passives Promoters 

9.9% 22.1% 68.1% 

n= 276 

Average 

rating 

8.4 

Family & Friends Test  

 (Net Promoter Score [NPS] methodology) 

Moving to FFT 

via SMS – trial 

in 2016 



Patient Experience of Care Expert Advisory Committee: 

(includes staff and consumers) 
 

 

–  Recommends the performance standards 

–  Monitors performance 

–  Identifies and recommends improvement 

 priorities which are fed-back for 

 implementation across Eastern Health 

Who oversees the process? 

Communicating our priorities for action … 



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 

 

 

 
  



Communication (Principle 5) 



Physical Environment & Noise  (Principle 6) 



Meals are Enjoyable and Nutritious 

(Principle 10) 



Performance Monitoring 

‘In the Patient’s Shoes’ 

 
 

Systematically embed the patient feedback 

cycle into the organisation’s continuous 

improvement approach 



Patient Experience of Care Report 



Eastern Health Scorecard – June 2015 



Eastern Health Scorecard – June 2015 





Reporting Performance annually is 
our Quality of Care Report 







CONCLUSION 

 

Culture is: 
 

 Driven by organisational values and beliefs 

 Demonstrated in the behaviours of all members of the 

organisation 

 Changed over time by appropriate ‘modelling’ of preferred 

behaviours by organisation’s leadership group. 

 

 

Thank You 


