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What affects quality in health care?

The level of quality in hospital environments 

is affected by:

(1) the quality of technical care; 

(2) the quality of interpersonal relationships;

(3) the quality of hospital amenities and the 

environment 

(Potter et. al, 1994. Int J of Health Care Qual Assur, Vol 7, pp.4–29). 



High performing organizations

Hospitals with high levels of ‘patient care 

experience’ reported by patients provide 

clinical care that is higher in quality across a 

range of conditions.

Jha A et al (2008) N Engl J Med 2008; 359:1921-1931.



Patient centred high performers:

Organisational characteristics:

• Strong committed senior leadership

• Communication of strategic vision

• Engagement of patient and families

• Sustained focus on staff satisfaction

• Regular measurement and feedback reporting

• Adequate resourcing of care delivery change

• Staff capacity building

• Accountability and incentives

• Culture strongly supportive of change and learning

*Luxford et.al. 2011 Int J Quality in Healthcare Vol 23(5): 510-515.





2.8 million patient surveys

4,610 hospitals 



Red = low performance + high impact

Driver matrix – US data





“Hospital improvement 

priorities do not seem to 

match up with what 

hospitals need to 

improve...”



Building partnerships

‘Fear of the unknown’ by providers is the 

greatest barrier to involving patients in 

safety improvement work 

Robert Wood Johnson Foundation





Proactive:

Feedback Vs Complaints
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Building Staff Capability 

Planetree

Frampton S



Patients leaving hospital 

even sicker….



American Hospital Association 

"Improving the Patient Experience Through the Health Care 

Physical Environment". Guide explores how the 

environment affects the patient experience and correlates 

these findings to HCAPHS. Nature scenes positively 

influence four metrics on the HCAPHS: Pain Management, 

Perception of Room Cleanliness, Hospital Rating, and 

Willingness to Recommend the Hospital. 





Driver?: Service 

accreditation since 

Jan 2013

Standard 2. 

Partnering with 

consumers







• Medication management

• Bedside handover

• Alerting staff to deterioration
In own care

• Patient involvement throughout organisation
(e.g. governance, patient safety, quality 
improvement, new staff recruitment, systems 
and building redesign). 

• Models include Patient Advisory Committees 
through to full integration throughout 
organisation

In 
governance

Engaging patients & carers
“Patients and carers as active partners”



Health services 

rising to the 

Challenge 



Are you up to the Challenge?

 Involve patient advisors in strategic planning

 Involve patients, family & carers in governance 

(e.g. Quality & risk management committees)

 Involve patients, family & carers in process co-

design, facility design & staff employment panels

 Implement organisation-wide training in patient-

based values and associated communication 

skills techniques

 Use patient feedback from a range of sources to 

gauge and drive service quality and inform all staff



Transparency - performance     



Casting the safety net wider
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Communication & safety

- Reduced falls: the average cost of hospital care following a fall with 

injury is estimated to be $18,454AUD/patient

- Reduced use of chemical restraint: 68% reduction in average cost 

per month of anti-psychotic drugs.

- Reduced use of intensive 1:1 nursing: reduced staffing costs.



Image of Visiting signs 

coming down



NSW Health services rising to the Challenge 



Patients and their families and/or carers are viewed 

as integral members of the health care team

Unit level 
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