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Eastern Health...we are many but we are one !  

• 7 acute and sub-acute hospitals 

– 3 Emergency Departments 

• 2 area mental health services 

– multiple community sites and services  

– 2 prevention & recovery centres and 2 community care units 

– 5 acute inpatient units 

• 2 statewide services 

– Turning Point and Spectrum - both with bed based services 

• 4 residential care facilities 

– specialist and general residential care 

• 1 community health service 

– multiple community accessible outlets 

 



Quick Facts on Eastern Health  

Last year...in 2014/15, we provided care...  

• across six shires spanning 2816 square kilometres 

• in a primary population catchment of 750 003 people 

• from 65 sites across 21 different locations 

• of which 11 of the 21 locations provide 24 hour care 

• with the support of 8683 staff and 921 volunteers 

• for patients of whom 22% are from a NESB 

• in 1358 health service beds and 54 acute@home beds  

• at a salary cost of $1164.59 per minute 

• at a non-salary cost of $396.10 per minute 

 



 

 
  



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 Standards, 

we needed to understand what a  

GREAT Patient Experience would look 

like, and identify how we will know when 

we are providing it. 

Performance Standards 



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  

 



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 

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 score 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 via SMS. 

The Family and Friends Test Score 

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 

All feedback about the patient experience is themed against the Eastern Health Patient Experience of Care Principles. 

In the Patient’s Shoes Framework 
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 May 2016 

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) 

mailto:feedback@easternhealth.com.au




Making Our Performance Visible 





 

 

 

 

 

 



Performance Monitoring 

All VHES questions aligned with the 10 Patient Experience of Care Principles 



n = ave 490 surveys per month 

87.3% 

n = ~1263 surveys past QTR 



n = 510 surveys this QTR 

n = ~1071 surveys last QTR 



www.patientopinion.org.au 





How are we using Patient Opinion? 

Some simple changes: 

• Improved temporary signage during building works 

• Provision of more Ultrasound Scans 

• “Turning around” the impact of a negative experiences 

• Timely responses often lead to no further action required 

• Complimentary car parking 

• Review of Patient Entertainment System 

• More discussion about general courtesy 

• Patients being heard and responded to more quickly 

• Updated “on hold” messaging to encourage email contact instead 

• “You said …” “ we did ….” now on our feedback pages 

 





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? 



So what are our priorities based 

on patient feedback ? 

From 2012 to 2015, our focus was 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) 



How do we manage feedback at 

the local and program level?      

• Complaints 

• Survey data 

• Improvement & Innovation plans 

• Reports at program Quality & Strategy 

committees 



Patient Experience Improvement Collaborative  

• A one year improvement collaborative was designed to test an approach to: 

– Support ward teams to develop skills in using the patient experience audit results 

to understand the patient experience in their areas 

– Undertake work to deliver improvements in the patient experience (as measured 

by the patient experience survey), using the Eastern Health model of improvement 

 

Results 

• Medical staff directed to ask patients if there are areas of concern or anything else 

they wish to follow up on at the end of each consultation 

• Patient information sheet for patients prior to discharge 

• Relevant bedside nurse present on morning ward rounds to improve communication 

• A sticker in the notes to highlight when and what was communicated with relatives  

• The Eastern Health Contact Centre will now has the ability to transfer calls for 

inpatients directly to their bedside phone at the Maroondah, Angliss and Peter James 

sites. 

 



Priority for 2016: Courtesy & Kindness 

– every time, everywhere 



Action plan 

IDENTIFIED THEMES PROPOSED ACTION  

Individual personal factors Training 

Lack of skill /understanding of Person centred care 

practice 

Training 

Work place stress / environmental factors 

and 

Lack of skill / understanding of Person centred care  

Proactive training in relation to ‘customer 

service’ 

Lack of skill /understanding of Person centred care 

practice 

Improved Communication with patients at 

Box Hill Hospital project  

Strategies to acknowledge and reinforce good 

practice 

Patient Experience Week 

Local Level reporting 

EHW – regular ‘Kindness and Courtesy 

section’ 



CONCLUSION 

 

Culture is: 
 

ä Driven by organisational values and beliefs 

ä Demonstrated in the behaviours of all members of the 

organisation 

ä Changed over time by appropriate ‘modelling’ of preferred 

behaviours by organisation’s leadership group. 

 

 

Thank You Thank You 

 


