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A case study of building on the past to achieve

a better future

The aim of the presentation:
* to present a framework for consumer participation in the acute setting;
* to illustrate how consumer participation is occurring at Austin Health;

» to discuss challenges, barriers, strategies and successes encountered
by consumer participation;

* to introduce the Austin Health Community Advisory Committee (CAC);
» to reflect on the CAC consumers’ expectations and experiences; and

= to provide opportunity for discussion and sharing of the learnings.
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About Austin Health

» three sites: the Austin Hospital, Heidelberg Repatriation Hospital and
Royal Talbot Rehabilitation Centre;

" SCcope — acute, sub-acute services, clinical teaching, training and
research;

= number of patients —95,665 inpatients and 160,000 outpatients
(during 2009-10);

= number of staff — 7,986 (during 2009-10);
= Emergency Department attendances — Dec 2010 — 197/day;

» record on 19 June 2010 — 238 people, 58 ambulance
deliveries, 10 presentations an hour.
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Consumer participation - the framework

» the Australian Safety and Quality Framework for Health Care (the Australian Commission on Safety

and Quality in Health Care);

» the Safety and Quality Improvement Framework for Victorian Health Services (the Victorian Quality

Council);
= accreditation standards:
> current (the Australian Council on Healthcare Standards);
» proposed national (ACSQHC);
» healthcare rights
» the Australian Charter of Health Care Rights;
> the Australian Charter of Health Care Rights in Victoria;
» the AH Charter of Health Care Rights and Responsibilities
» policy and plans:

> at the state and local levels.
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Austin Health Community Participation Plan 2009 - 2012

Objective

Actions

Deliverables

To enhance consumer participation
i ing and

IF acilitate the process for informing

in
at Austin Health

To strengthen the capacity of Austin
Health staff to work in partnerships
with consumers and community

| To maintain and enhance
ips with

and
community across the AH
catchments.

and staff of the Austin
[Health Charter of Health Care Rights
and Responsibilities

| Appropriate process developed

Year2

[Review the inclusion of consumer
Iparticipation activities in quality
business plans.

Gap analysis undertaken

Year3

[Develop and implement a consumer
articipation leadership provess

System consoidating
consumer participation data

[Health Consumer Record of
influence

inform the community about
consumer paricipation across Ausfin
Health

Qualty of Care Report

Map outan model for

consumer and community input in the

development of Patient Information
Jmaterial




Our Priorities Aﬁustin Health

Working through partnership
Better, SAFER, e AND PARTICIPATION

» Dirive evidence_based care = Plan our services from the perspective of the patient and
through peer-review, clinical audit, improve patient satisfaction.
benchmarking and clinical outcome = Enhance imternal communication, care coordination and
monitoring. optimise efficiency.

» Reduce adverse events. = Improwve consumer access to information, iInformed

= Provide care in clinically appropriate consent, advance care planning and open disclosure.
time frames. = Engage external stakeholders in service planning and ewvaluation.

= Streamline care from hospital = Support consumeaer and community participation in guality,
to community care or home. safety and service improvemeaent initiatives.

= Implement the recommendations
of the Strategic Services Plan.

= Maintain accreditation across
all areas.

Leading in
RESEARCH

Investing in VA LUE% - Promote Austin LifeSciences as

a leader in translating ressarch

OUR STAFF INTEGRITY into better health.

= Build our reputation as a centre

- ;-?duelup clear ml?-:' atxmu:ibiliﬁes ACCG U NT.AB I LITY . of T{)ﬁc{:&llzx. "

- e aurﬁil{gaglble mﬁm RESPECT - :ncmease- our ﬁ-::lcuﬁ on excellence

= Establish processes to develop " EKCELLEN CE in clinical education and training.
staff to reach their full potential. « Embrace an integrated,

= Pro—actively recruit and retain
high calibre staff.

= Provide a safe, healthy working
environment.

mukltidisciplinary approach to
education and training.

Advancing leadership

Building a strong,
SUSTAINABLE FUTURE - Build ii'ff": s{s’gggdiﬂ:f?pfm

= Achieve a balanced budget and pursue additional quality, value and efficiency.
funding sources. = Provide contemporary clinical and business

= Develop a master plan for the Austin Hospital and information systems that support excellence in
Heidelberg Repatriation Hospital sites and pursue decision making, patient care and accountability.
appropriate redevelopment of the Heidelberng = Continually enhance information technology and
Repatriation Hospital site. communication systems.

= Develop a capital plan to upgrade eguipment and = Identify and develop future leaders at every level.
faciliies. = Recognise the contribution of staff across the

= Pursue environmental strategies to reduce waste, health service.
improwe efficiency and increase recycling.




Consumer participation - further context

the Victorian Department of Health

Quality, Safety and Patient Experience branch

Health Issues Centre

other healthcare services and resource officers
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http://www.health.vic.gov.au/divisions/hhsp/quality.htm�
http://www.healthissuescentre.org.au/�

Consumer participation at various levels

Individual level
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What did we do well?

‘My Say’

In trying to achicve the best possible

quality of service and care, we invite

you ta share your views on how vie can
improve things.

My Say’ gives residents, carers,
relatives, and staff ity to

provide feedback about their recent

experience at Darley House.

Participation i optional and all

responses are welcomed. What needs improving?

Please place your “My Say’
form into the boxes provided in Darley

House, or hand to a staff member.

Alternatively you can take it home and

mail it to the: Consumer Participation

Support Officer, c/o Austin Health,

PO Box 5444, Heidelberg West,
Victoria 3081

You may remain anonymous if you
wish, or receive feedback to your

suggestions by leaving your contact

details below:

Hame: How can we do it better?

Address:

Phone:

Email:

Program level

This ‘My Say’ is completed by a:

[ Resident [] Parent/Guardian

[ Family/Relative of a resident

[ Friendvisitor [ Staff Member

Thank you very much for taking the time

Date Completed: ___/__/
ate Completed: to help us improve.
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Organisational level

Tell ik what yous Hik:
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Challenges and barriers

Consumer participation has to consider:
* relatively new discipline
 organisational culture and structure

e communication

 large number of stakeholders involved

the separation of the operational and strategic

various skills required at different levels of participation

resources

sustainability of responses
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Expression of Interest

First nama/s:

My preferred contact arrangement is by (tick v one box): 0 Phone OEmail O Mail

Please v'the response most relevant to you.
Your age range:

[1s-25yrs|_]o6-35[ | as-45_] 46-59 ] s6-55 [ ] ss—75 [ >75yrs

‘Your connection with Austin Health:
| am a current patiant of Austin Haalth | am a carer of a patient/cliant of Austin Haalth
| am a past patienticlient of Austin Health | am a relative of a patient/cliant of Austin Heaitt
Other

Are you a member of any local community groups? |:| Yes D No
(ag: support group, church, leisuraffitness club, social group etc)
If yes (provide details of the group)

Which of the following Austin Health sites have you accessed services at?
[ ] Ausiin Heath [__| Heidelberg Repatriation Hospital |_] Royal Tabot Rehabitation Gentre

Austin Health — Corsumer Fagiser




The Austin Health Community Advisory

Committee — the work In progress

The changes
= shift to the Strategy, Quality and Service Redesign Department;
= change of membership;

= change of the Resource Officer;

» enhancement of the strategic approach; and
* new working model;

BUT

= continuity of issues.
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Key strategies:

= engagement with interested individuals;
= nurturing relationships;

» understanding the role;

= creating partnerships with others across the hospital,
* maintaining the focus on issues;

* reaching compromise in an environment characterised by
multiplicity of demands;

= allowing time to achieve things; and
= welcoming new opportunities.
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CAC consumer’s reflections

Expectations (before engaging with the AH CAC):
= more actual physical involvement in some departments (operational);

= decisions would happen more quickly, followed by speedier implementation
(process);

= everyone would be on the committee to be energetically involved in its
activities (engagement);

Experiences/learnings so far:

= change moves slowly in a large organisation with complex administrative
structures (process);

= not always a simple structure in place to allow accessibility to resources —
people/ materials;

= consumers participate in the voluntary capacity juggling their work/other
responsibilities with the CAC (engagement);

» the committee operates on the strategic/planning level and its role is to advise
and advocate rather than ‘do’ staff around the hospital.
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CAC consumers

Other thoughts:

= the excitement being part of a research training hospital, tends to show
everyone is on the job looking to the future;

= hospital Department Heads are proactive in giving their time to provide
new information/knowledge, engage with consumers and seek our input;

= the hospital encourages the CAC members to attend conferences both
interstate and local, so that new ideas can be brought back and
considered,;

= the CAC members are invited to have a strong input into a number of
activities, including the development of the Quality Care Report from the
planning phase;

= my Palliative Care Ward work enables direct contact with the patients
and provides a very personal insight into the human face of joy and grief
as well as the quality of services delivered by the hospital,;

= this also provides the opportunity to discuss with patients their rights and
responsibilities as outlined in the current Hospital Charter and seek their
feedback on services.
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