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AGENDA

A little about Barwon Health:

Overview of Australian National Safety and Quality
Standards;

Focus on Standard 2 — Partnering with Consumers;
and

Questions.

NOI DUNG

So lwgc vé Barwon Health:

So lwoc vé Hé théng tiéu chudn Quéc gia vé an
toan va chat lwgng cham soéc strc khoe;

Tiéu chuén 2 — Hop tac véi khach hang; va

Cac cau hoi.




BARWON HEALTH PROFILE.....

BARWON-SOUTH
WESTERN REGION

» Acute — University Hospital

Geelong (390 beds + 120 under
construction).

Sub Acute — McKellar Centre
and Aged Care beds (511 beds).

Mental Health — Swanston
Centre (40 beds).

18 Community/Community
Mental Health Sites throughout
the region.

VE BARWON HEALTH .....

BARWON-SOUTH
WESTERN REGION

« Bénh cap tinh — Bénh vién Dai

hoc Geelong (390 givong + 120
giwvdng sap dwa vao hoat dong)

Bénh ban cap — Trung tam
McKellar Centre va Trung tam
cham séc ngudi cao tudi (511
giwvong).

Strc khée tam than — Trung
tdm Swanston (40 giwdng).
18 diém cham soc strc khoe
tam than




BARWON HEALTH PROFILE.....

+ Largest employer in the region

(6500 staff).

* Regional Receiving Hospital

servicing 250,000 people across
Barwon South West Region.

+ All services except - NICU,

Neurosurgery, Burns, Transplants.

+ 3 busiest Emergency Department

in Victoria.

VE BARWON HEALTH .....

]

« Trung tam I&n nhét trong khu vire
(6500 nhan vién).

* Bénh vié'n phuc vu 250.000 khach
hang khap vung Tay Nam Barwon

« Tatca cac dich vu ngoai trr NICU,
phéu thuat than kinh, diéu tri bdng,
cay ghép.

« Trung tam cap clru déng thir 3 &
Victoria.




NATIONAL SAFETY AND QUALITY
STANDARDS

» Developed through the Australian Commission
on Safety and Quality in Healthcare;

* Followed extensive national public and
stakeholder consultation;

* Provide a nationally consistent and uniform set
of measures of Safety and Quality for application
across a wide variety of health services;

HE THONG TIEU CHUAN QUOC GIA VE
AN TOAN VA CHAT LUO'NG TRONG
CHAM sOC SUC KHOE

» Do Uy ban An toan va Chét lwong trong cham
soc strc khoe cua Uc de ra.

« Duwa theo chuan québc gia va y kién chuyén gia
tr cac linh vuee lién quan

- Thiét 1ap hé thong do lwdng, danh gia thdng
nhat vé an toan va chat lwong cho tat ca cac
dich vu y té;




NATIONAL SAFETY AND
QUALITY STANDARDS

* Propose evidence-based improvement
strategies to deal with gaps between current and
best practice; and

» Are used by national accreditation bodies to
audit and accredit health services.

HE THONG TIEU CHUAN QUOC GIA VE
AN TOAN VA CHAT LUONG

» Dé xuat chién lwgc cai tien dwa trén y hoc
chirng ctr dé rut ngan khoang cach gitra thyc
tien thwe hanh lam sang va thyc hanh |am sang
dwoc khuyén cao; va

« Puwoc Hoi ddng qubc gia cong nhan, stra dbi va
ap dung cho cac dich vy y té




OVERARCHING STANDARDS

- Standard 1, Governance and Standard 2,
Partnering with Consumers set the overall
requirement for health care services;

* They provide a context within which the other
eight standards operate;

 The remaining eight standards, 3 to 10 relate to
specific clinical areas and patient care;

» Today we will focus on Standard 2.

TIEU CHUAN TONG QUAT

« Tiéu chudn 1, Quan ly va Tiéu chuan 2, Hop tac
v&i khach hang thiét lap cac yéu cau chung cho
dich vu cham séc sirc khoe.;

« Co s& dé trién khai 8 tiéu chuan con lai;

« 8 tiéu chuan con lai, tr 3 dén 10, tuy thudc vao
tlrng Iinh vre lam sang va cham séc¢ bénh nhan
riéng biét;

« Chung ta sé ban dén Tiéu chuan 2.




WHY ARE CONSUMERS
IMPORTANT?

In Australia, some areas of health (for example
Mental Health) have been very good at involving
consumers for a long time.

Other areas are just learning.

TAI SAO KHACH HANG QUAN
TRONG?

Tai Uc, mot s6 chuyén khoa (nhw Tam than) da
hop tac rat tot vai khach hang.

Céc chuyén khoa khac van con hoc héi.




WHY ARE CONSUMERS
IMPORTANT?

For me this is important because:

» Provides real feedback about our quality from the
people who use the service;

» Having real people provide feedback assists
changing clinician practice; and

* If consumers understand why (for example) hand
hygiene is important, they can assist educate
family members who visit and clinical staff.

TAI SAO KHACH HANG QUAN
TRONG?
B&i vi:

« Cung cap nhirng phan héi chinh xac vé chat lwong
dich vu tr nhirng nguw&i thu hwdng dich vu do;

* Gilp cai thién thwc hanh Iam sang; va

« Néu khach hang hiéu dwoc ly do (vi du) vi sao vé
sinh tay la quan trong, ho sé gilp giao duc cac
thanh vién gia dinh va nhan vién y te.




STANDARD 2

Partnering with Consumers requires the involvement
of consumers in:

* Planning;
» Design; and

» Evaluation of health service.
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TIEU CHUAN 2

Hop tac voi khach hang doi hoi sy tham gia cua
khach hang vao viéc:

« Lap ké hoach;

* Lén chwong trinh; va

« DPanh gia vé dich vu y té.
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STANDARD 2 - DETAIL

Health Service organisations must demonstrate a
range of actions to ensure compliance with
Standard 2.

Within Standard 2 there are:
* 9 Criterion; and

» 17 Actions that must be demonstrated against
these criterion.

Health Services are subject to a major national
audit every three years to test compliance.

TIEU CHUAN 2 — CHI TIET

TO chire Y t€ phai dé ra ké hoach chi tiét dé dam
bao tuan thu tiéu chuan 2.

Tiéu chuén 2 gbém:
 9tiéu chuan: va

« 17 bwéc phan anh cac tiéu chuan nay

Kiém tra danh gia méi 3 ndm




CRITERION 1

Criterion 1 requires structures that facilitate
partnership with consumers.

This involves:

* Involving consumers and/or carers in the
governance of the organisation; and

« Ensuring that partnerships are reflective of the
diverse range of backgrounds within the region
served by the health service.

TIEU CHUAN 1

Tiéu chuan 1 doi hdi co s& tao nén méi lién két hop
tac voi khach hang.

Bao goém:

- Duwa khach hang va/hoac ngwdi cham séc vao qua
trinh quan ly co sé y té; va

« Pam bdo rang viéc hop tac c6 thé phan anh nhiéu
khia canh khac nhau trong khu vwc dwgc cham séc
y té




CRITERION 2

Criterion 2 requires policies and protocols for
partnering with consumers and/or carers.

This involves:

* Implementing a systematic process for involving
consumers and/or carers in strategic and
operational planning; and

* Involving consumers and/or carers in decision
making about safety and quality.

TIEU CHUAN 2

Tiéu chudn 2 doi hdi cac chinh sach va quy trinh cu

thé trong viéc hop tac véi khach hang va/hodc than

nhan.

Bao goém:

« Tién hanh mét quy trinh hé thdng trong d6 dat
khach hang va’hodc than nhan vao chién luvgc va
ké hoach hoat ddng; va

« Khéch hang va/hoac than nhan tham gia vao cac
quyét dinh lién quan dén an toan va chat lwong
dich vu




CRITERION 3

Criterion 3 requires the provision of training and
resources for consumers who participate in their
health service.

This requires the health service
to provide orientation training
and resources to these
consumers and/or carers so they
can perform their role
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TIEU CHUAN 3

Tiéu chudn 3 yéu cau ngudn lwc va viéc huan
luyén dé khach hang tham gia vao dich vu y té

Tiéu chuan nay yéu cau nguon
lwc va viéc huan luyén dé khach
hang tham gia vao dich vu y té
va thé hién dwoc vai tro cua
minh

28




CRITERION 4

Criterion 4 requires health services to consult
consumers on patient information distributed by
the organisation. - —

This involves:

« Soliciting feedback from consumers
and/or carers; and

* Incorporating that feedback.
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TIEU CHUAN 4

Tiéu chuan 4 yéu cau co s@'y té phai tw van cho
khach hang vé nhirng théng tin can thiét.

Bao gom:
« Yéu cau phan héi tlr khach hang
va’hoac than nhan; va

« Phéi hop dwa trén cac phan hbi do

30




CRITERION 5

Criterion 5 requires a health service to partner with
consumers and/or carers in the identification,
development and implementation of design
processes.

31

TIEU CHUAN 5

Tiéu chuan 5 doi hdi co sé y té hop tac véi khach
hang va/hoac than nhan trong viéc xac dinh, phat
trién va tién hanh dé ra qué trinh cham séc y té.

32




CRITERION 6

Criterion 6 requires training of senior management,
clinical leaders and the workforce in the value and
ways to facilitate consumer engagement.

It involves:

* Provision of training on patient centred care and
how to engage consumers; and

 Involving consumers in training the workforce.

TIEU CHUAN 6

Tiéu chudn 6 doi hdi co sy huén Iuyen cho nguo’l
quan ly, ngwdi dieng dau don vi lam sang va
ngudn nhan Iyc trong viéc gan két véi khach hang.

Bao gbém:

* Huan luyén vé cham soc va gan két véi khach
hang; va

« Quan tam dén vai trd cla khach hang trong
huén luyén nhan s




CRITERION 7

Criterion 7 requires an organisation to inform
consumers and/or carers about safety and quality
performance.

This must be done in a way that is meaningful and
easy to understand.

TIEU CHUAN 7

Tiéu chuan 7 doi hai phai thiét 1ap 1 bo phéan thong
tin cho khach hang va/hoac than nhan vé an toan
va chat lwgng trong cham soc sire khoe.

Phai dung, du va dé hiéu.




CRITERION 8

Criterion 8 requires involvement of consumers in
the review and analysis of organisational
performance.

The health service should also have a process for
involving consumers in the planning and
implementation of improvement processes.

TIEU CHUAN 8

Tiéu chuén 8 ddi héi vai tro cta khach hang trong
bé&o cao va phan tich vé hoat déng ctia co s y té.

Co s& y té pha| c6 quy trinh cu thé, dwa khach
hang vao qua trinh lap ké hoach, thye hién va cai
tién cac hoat dong.




CRITERION 9

Criterion 9 requires consumers to participate in the
evaluation of patient feedback data.

This should also include the involvement of
consumers and/or carers in improvement activities
identified through evaluation of the data.

TIEU CHUAN 9

Tiéu chuan 9 yéu cau khach hang tham gia vao
viéc danh gia cac phan hoi tr nguwoi bénh.

Bao gom su tham gia clia khach hang va/hoac
than nhan vao viéc cai tién cac hoat dong cua co
sy té dwa trén viéc danh gia tir cac dir liéu.




STANDARD 2 SUMMARY

Standard 2 represents a systematic approach that
requires health services to appropriately involve
consumers and/or carers in the planning, delivery
and assessment of health services.

It requires active partnership with consumers and
their carers and a move away from a paternalistic
approach sometimes associated with health care.

It requires health services to ensure highest focus
on consumer partnerships, at Board and Chief
Executive level.

TIEU CHUAN 2 - TOM TAT

Tiéu chuan 2: phwong an hé théng yéu cau co sé
y té dwa khach hang va/hoac than nhan vao viéc
lap ké hoach, cung cap va danh gia dich vu y té.

Phai hop tac chu dong véi khach hang va than
nhan, loai bd 16i cung cap dich vu kiéu ban on.

Doi hdi co s& y té phai c6 sy tap trung cao nhat
vao viéc hgp tac véi khach hang.




BARWON HEALTH
ACCREDITATION

Barwon Health recently underwent our first audit
under this new national framework.

Overall we did very well although there are areas
for improvement.

In Standard 2 we performed really well. Achieving
“met with merit” for every criteria.

CONG NHAN CUA BARWON
HEALTH

Barwon Health vira c6 dot kiém tra dau tién vé viéc
thuc hién theo hé théng tiéu chuan quéc gia mdi nay.

Nhin chung, chidng t6i d3 thuc hién t6t du cé nhiéu
mang c6 thé cai tién t6t hon.

Chung ti d3 thuc hién t6t tiéu chuan 2, dat tat ca cac
tiéu chuan trong tiéu chuan nay.




STANDARD 1

That concludes my talk today.
Thank you

Questions?

TIEU CHUAN 1

Cam on céac ban!

Cau hai?




