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Partnering with consumers

In 1978, the Declaration of Alma Ata stated that
‘The people have the right and duty to participate
individually and collectively in the planning and
implementation of their health care.” Since then,
there has been an emergence of policies promoting
the rights and responsibilities of consumers and carers
within the healthcare system, and an increasing focus
on consumer and carer participation and collaboration
in the planning, design, delivery and evaluation of
health care.

A\NIRE IN1E — mnaroa than a dAarcada af haalth adiuicatinn in HCNMC

Hop tac véi khach hang

Nam 1978, theo tuyén bd ctia Alma Ata: ‘Con ngw®i cé
quyén va nghia vu tham gia vao qua trinh Ién ké hoach
va thwc hién cham séc sirc khée cho chinh ho.’

D34 c6 nhivng chinh sach khuyén khich quyén loi va trach
nhiém cla khach hang va ngu®i cung cép dich vu y té,
tang cwong tap trung vao viéc tham gia va hop tac gitra
khach hang va ngudi cung cap dich vu trong viéc 1ap ké
hoach, thiét ké, cung cap va danh gia chat lwong cham séc
strc khoe.
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There has been a slow but steady shift towards the
recognition that healthcare providers, healthcare
organisations, consumers and carers are all partners in the
healthcare system.

The way that health care is organised and delivered
is important to consumers; both as individuals who
may be receiving care and as citizens interested in
maintaining the efficiency and effectiveness of the

health system.
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C6 sw chuyén dbi tuy cham nhwng virng chc trong nhan

thirc rang ngudi cung cap dich vu y té, cac té chirc y té va

khach hang déu |a nhivng ddi tac trong hé thdng chadm séc
strc khoe.

Cach thire t6 chirc va cung cap dich vu cham séc strc khde
doéng vai trd quan trong dbi véi khach hang; véi tw cach ca
nhan 1an tw cach clia cdng dan quan tam dén viéc duy tri
hiéu qua va nang lwc cla hé théng vy té.
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There is evidence to show that the involvement of
consumers in service planning, delivery, monitoring and
evaluation is more likely to result in services that are more
accessible and appropriate for users.

Effective partnerships with consumers and carers
exist when they are treated with dignity and respect,
when information is shared with them and when
participation and collaboration in healthcare processes

are encouraged and supported to the extent that
consumers & carers choose.
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C6 bang chirng cho thay suw tham gia ctia khach hang vao
viéc 1ap ké hoach, cung cép, giam sat va danh gia dich vu
khién dich vu tr& nén dé tiép can va phu hop hon voi
khach hang.

Viéc codng tac gitra khach hang va nguwdi cung cp dich vu
tr& nén hiéu qua khi ho dwoc tén trong va cw xir dung
murc, khi théng tin dwoc chia sé va viéc hop tac trong qua
trinh chdm séc stre khde dwoc khuyén khich va hd tro dén
murc ho lwa chon.
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Benefits to partnering with

consumers

Delivering care that is based on partnerships provides
many benefits for the healthcare consumer, provider,
organisation and system. These include-

+ Improved clinical outcomes including associations
with decreased re-admission rates

Decreased rates of healthcare acquired infections
Improved delivery of preventive care services

Improved adherence to treatment regimens as well
as

*

*

*

*

Reduced hospital costs &
Reduced length of stay.

*
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Lol ich trong hop tac voi
khach hano
Cung cap dich vu chém‘séc dwa trén viéc hop tac voi
khach hang dem lai nhiéu lgi ich cho ngu®i st dung dich

vy, nguoi cung cap dich vy, cac co sy té va hé thong y
té, bao gom:

Cai thién két cuc |am sang, ké ca gidm ty |é tai nhap
vién

Giam ty I& nhiém tring bénh vién

Cai thién cung c4p dich vu y té dw phong

Cai thién tuan thua diéu tri

Gidm chi phi ndm vién &

Giadm thoi gian ndm vién.

*

*

*

*

*

*
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Not all consumers & carers

are the same

Consumers and carers can be
+ people who currently use your health service or
+ people who have used your service in the past;
« they can be representatives of community groups,

» can be interested in contributing to your organisation
as a patient, as a general consumer of health
services or as a citizen interested in improving health
care generally.

It is often useful to include a range of consumers and/or
carers in your partnership activities to ensure that
different voices contribute to the design , delivery &
evaluation of health services.
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Khéng phai tat ca khach hang va nguei

cham séc déu giébng nhau

Khach hang va ngudi cham séc co thé la:

+ Nguwd&i hién dang st dung dich vu cham séc strc khde cla
ban;

+ Nguwdi da tirng str dung dich vu cua ban;

+ Dai dién cta cong dong,

+ Co6 thé quan tam dén viéc dong gop cho co'sé'y té clia
ban v&i tv cach la bénh nhan, n,gu’b’i st dung dich vu y te
hoac moét cong dan quan tdm dén viéc cai thién hé thong
cham séc strc khde noi chung.

Viéc quan tam dén cac dbi twong khach hang va’hodc nguoi

cham so6c khac nhau trong cac hoat déng hop tac la co ich,

dam bao co sw dong gop tlr nhixng phuong dién khac nhau
vao viéc thiét ké, cung cap va danh gia dich vu y té.
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Engaging consumers

Within Hunter New England Health, we engage with
consumers & carers via feedback through surveys, focus
groups, patient stories, committees, compliments and
complaints processes. Also incident management
systems is increasingly being seen as a useful
mechanism for establishing partnerships, informing
quality improvements and imﬂproving consumers’
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Gan két véi khach hang

Trong t& chirc Hunter New England Health, chiing t6i gan két
v&i khach hang va nhan vién y té thdng qua cac cudc khao
sat, cac nhdm quan tdm chinh, trwdng hop cu thé cla
khach hang, nhém dai dién, nhirng I&i khen va than phién.
Hé thdng quan ly sy cb ngay cang dwoc xem nhw co ché hiru
hiéu nham thiét 1ap méi lien hé hop tac, cai tién chat lvong
va trai nghiém cho khach hang

- = \‘
ANIDE IN1E — marvoa than a dacada Af haalth adiicatian in UICNMO




Follow up Phone Calls

» Follow up phone calls are an important part of Hunter
New England’s Health’s commitment to Excellence for
every patient, every time

» Making the calls allows staff to follow up with patients
after their encounter with our health service, check up on
patient safety & to obtain feedback

» A simple call can reduce adverse events & provides an
opportunity to clarify the patient’s understanding of
discharge & medication instructions
care & appointments.
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Theo déi bang dién thoai

« Theo dbi bang dién thoai la mét phan quan trong trong
cam két ctia Hunter New England’s Health dbi véi moi
khach hang, bat ké thai gian

» Goi dién thoai giup nhan vién co thé doi theo khach hang
sau khi khach hang bat dau st dung dich vu y té, kiém
tra mrc 6 an toan va nhan phan hdi

« M6t cudc goi don gidn co thé gidm thiéu tac dong bét loi,
tao diéu kién lam rd sw hiéu biét ctia khach hang vé qua
trinh diéu tri va xuat vién cling nhw theo ddi quy trinh
cham sé6c va hen kham.
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Follow up phone calls

* Follow up phone calls are generally undertaken within
24-48 hours of the patient being discharged or
transferred

» Long term outcomes of follow up phone calls may
include-

+ Decrease in readmission to hospital

+ Improved patient outcomes & satisfaction

+ Provide positive feedback & recognition to staff &
+ Identify opportunities to improve clinical practice

+ Staff members acknowledged as “doing a good job
are thanked by way of a personal email

+ Areas for improvement are acknowledged & directed
to the Director of Newborn Services/Nurse Manager
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Theo déi bang dién thoai

* Thwong du’o’clthl_,vc hién trong vong 24-48 gi& sau khi
bénh nhan xuat vién hoac chuyén vién
« Két cuc lau dai:
+ Giam ty |é tai nhap vién
+ Cai thién két cuc va murc do hai long chia bénh nhan
+ Mang lai cho nhan vién phan hdi va nhan thire tich
cuwc va
+ Nhan dién co hdi gitp cai thién thwc hanh lam sang
+ Nhan vién dwoc cdng nhan la “da lam viéc tot” qua
thw dién t&r ca nhan
« Caclinh vire céi thién dwoc céng nhan va duwgc bao
cao tryc tiep dén Trwdng khoa So sinh/Y ta trwdng
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PETS-Patient Experience Trackers

* Implemented as a source of listening to our patients &
clients to respond to what they are telling us

« PETS is an electronic consumer feedback system with a
touchpad, that offers a simple & fast solution to measure
consumer experience

« Consumers can respond to five questions that have
been developed to provide staff & managers with highly
actionable feedback

« PETS enables Health Leaders, Managers & front line
staff to

+ Have a better understanding of what consumers think
about the service they receive
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PETS-Patient Experience Trackers

» Buoc trién khai nham lang nghe bénh nhan va khach
hang, tr d6 c6 phan hdi phu hop

« PETS la moét hé théng phan héi dién tl cho khach hang
v&i chi 1 phim cham, cung cap giai phap nhanh va don
gidn dé do lwong trai nghiém cutia khach hang

» Khach hang co thé tra 10 5 cau hoi dé cung cap phan
hoi cho nhan vién va nha quan ly

« PETS gitp nha lanh dao, quan ly:

+ Hiéu rd hon khach hang nghi gi vé& dich vu cung cép
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» Highlight areas where improvement initiatives could
be focused

+ Measure the effects of changes in practice on service
delivery & the consumer experience

Benefits of using PETS is that it is very easy to use &
takes less than a couple of minutes to complete

The PETS system highlights areas where staff are
providing excellent service as well as areas that
consumers identify for improvement
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+ Tap trung vao nhirng linh virc co thé bat dau cai thién
» Do lvong hiéu qua céac thay doi trong qua trinh tién
hanh cung cap dich vu va trai nghiém cta khach hang

Loi ich: dé& st dung va chi can vai phat d& hoan thanh

Hé théng PETS xac dinh nhirng linh vwe dang dwoc
cung cap dich vuy tbt va nhitng linh vie can cai thién twr
phan héi ctia khach hang
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PETS- Patient Experience Tracker

e Please take a Moment to provide

us with your feed
CYPFN: ACUTE CARE Y baCk

Did each staff member treat yourour
child in a friendly and respectful
manner? y

MOSTOF
N.wus, Mmlml smml ml
Were staff available when you needed

to speak to or had any queries for them? ‘Lw"s, mlml ml s I
Has your child's plan of care been . '

discussed and written on the care board YES lm‘wl o I
in a way you understand?

Did feel confident that staff OF
waﬁtmjgmdsinfecnrgmmarvég; "W“'S, fm’ml samul ml

Overall, how satisfied were with EXTREMELY| sr:snez
L J mmymrecewedma%w SATISFED samw,ms:,gf’ —

- ." 4
@ [HANK YOU FOR YOUR FEEDBACK ‘L.“_" Health

Hunter New England
soverment | LOcal Health District

A\NIRE IN1E — mnaroa than a dAarcada af haalth adiuicatinn in HCNMC

PETS- Patient Experience Tracker
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i PETS results NICU September 2015
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Children Young People & Families

Advisory Council —

The Children, Young People and Families Family
Advisory Council (CYP&F FAC) was set up to provide a
consumer perspective on key strategic issues including -

« Infrastructure improvement
+ Planning

+ Policy development

+ Quality of services

+ Patient care and safety

+ As well as service expansion within hunter new
england local health district (hne Ihd).
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Hoi dong tw van cho tré em, thanh
nién va gia dinh

i

CYP&F FAC dugc thanh Iap nham cung cap quan diém
cla khéch hang vé mét s6 van dé mang tinh chién lwoc
bao gom -

+ Cai thién co s& ha tng

Lap ké& hoach

Phat trién chinh sach

Chét lwong dich vu

Cham so6c nguwdi bénh va an toan ngwéi bénh
M& réng dich vu trong HNE LHD

*

*

*

*

*
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Family Advisory Council

* The FAC gives advice to the Director of CYP&F on ways
to help improve the experiences of children, young
people and their families’ access and use services within
HNE LHD. This committee is responsible for -

» Providing district wide representation of families who
use Children, Young People and Families services

« Working in partnership with families across Hunter
New England and CYP&F staff to enhance family
centred care

+ Raising significant issues and recommendations of a

systemic nature from a family perspective which it
would like the Director of CYP&F and Executive

Team to consider.
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Héi dong tw van gia dinh

« FAC cho nguoi dirng dau CYP&F 16i khuyén dé cai
thién trai nghiém cuda tré em, ngudi tré va gia dinh ho vé
st dung dich vu trong HNE LHD. Héi déng nay co trach
nhiém -

+ Cung cép dac diém chung clia cac gia dinh trong khu
vire c6 str dung dich vu danh cho tré em, nguoi tré va
gia dinh

+ Hop tac lam viéc voi cac gia dinh trong Hunter New
England va nhan vién CYP&F dé nang cao chét
lwong cham soc gia dinh

+ Dat ra cac van dé ndi com va khuyén nghi vé ban
chét cé tinh hé théng ctia quan diém gia dinh can
duwoc ngudi dirng ddu CYP&F va nhan vién thyc hién
xem Xeét.

ANIDE IN1E — marvo than a dacada Af haalth adiicatian in UICNMO



Partnering with Consumers

» Areas where partnering with Consumers has been used
within Hunter New England Health-

+ Development of Parent Fact sheets

+ Provide feedback on the design & layout of parent
areas when new wards/units are being developed &
designed

« Input into the development of an Aboriginal culturally
sensitive cot card for NICU & maternity services

« Input into the contents of handbooks given to parents

« Input into artwork that is used within the Children’s
Hospital
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Hop tac vé&i khach hang

» Linh viec hgp tac véi khach hang tai Hunter New
England Health-

+ Phat trién T& thong tin vé phu huynh

» Cung cap phan hoi vé thiét ké khu vic danh cho phuy
huynh khi don vi/lkhoa méi dwoc thiet ké va hoat
dong

+ Nhirng diéu can thiét dé tién hanh:

- Cung cép néi, ciii phu hop véi van hoa ngudi ban dia
tai NICU va khoa San

- N&i dung handbook danh cho cac bac phu huynh

- Cac tac pham nghé thuat st dung trong bénh vién
nhi.
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Examples of completed

consumer feedback form
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Parent Pamphlets

& 2 John Hunter
Hospital

We value your Compliments
feedback and
Complaints

How to lodge a
compliment or

- Information for patients
complaint i

- and their families

February 2013

m; Health
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: Information for patients
complaint i

and their families

February 2013
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“The purpose of the health system is
caring for patients. It is their health
system, their facilities, staff and
services. They too will respond with
respect if that is their experience”

(Commissioner Peter Garling, 2008)
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“Muc dich cta hé théng cham séc stre
khoe la cham séc bénh nhan. Do 1a
nhiém vu clia hé thdng cham sdc sirc
khde, cac tién ich va trang thiét bi, doi
ngli nhan vién va dich vu. Ho déu phai
phan hdi lich sy néu nhw d6 1a trai
nghiém cua ho”

(Commissioner Peter Garling, 2008)
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