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Our organisation acknowledges
Tasmanian Aboriginal people as the
traditional owners and ongoing
custodians of the land on which we work
and live. We pay respect to Elders past,
present and emerging, and extend that
respect to all Aboriginal people.



What did we set out to do?

Provide a way

 for primary healthcare providers to
collect evidence-based consumer
experience

* In a way that would enable them to
easily analyse the data

« and use it to iInform improvement
opportunities

 without any big $$$ license costs




My
healthcare
rights

Future focused primary health care:
Australia's Primary Health Care

10 Year Plan 2022-2032

March 2022

This is the Australian Charter of Healthcare Rights.

These rights apply to all people in all places where health care is provided in Australia.
The Charter describes what you, or someone you care for, can expect when receiving

health care.

I have a right to:

Access

* Healthcare services and treatment that meets
my needs

Safety

= Receive safe and high quality health care that
meets national standards

= Be cared for in an environment that is safe and
makes me feel safe

Respect

* Be treated as an individual, and with dignity
and respect

= Have my culture, identity, beliefs and choices
recognised and respected

Partnership

= Ask questions and be involved in open and
honest communication

= Make decisions with my healthcare provider, to
the extent that | choose and am able to

= Include the people that | want in planning and
decision-making

Information

® Clear information about my condition, the
possible benefits and risks of different tests and
treatments, so | can give my informed consent

= Receive information about services, waiting times
and costs

= Be given assistance, when | need it, to help me to

understand and use health information

Request access to my health information

Be told if something has gone wrong during my

health care, how it happened, how it may affect

me and what is being done to make care safe

Privacy
= Have my personal privacy respected

= Have information about me and my health kept
secure and confidential

Give feedback

= Provide feedback or make a complaint without it
affecting the way that | am treated

= Have my concerns addressed in a transparent
and timely way

= Share my experience and participate to improve
the quality of care and health services

AUSTRALIAN COMMISSION
on SAFETY ano QUALITY wHEALTH CARE
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For more information,
ask a member of staff or visit
safetyandquality.gov.au/your-rights
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Better
health

outcomes

Better
experience
for people
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Better
experience
for healthcare
workforce

Lower cost
of care

Quintuple aim: Key elements of
high quality primary health care

Why is this importan:?



How did we go

..we didn't have to 9o back to abOUt |t7
the drawing bodrd ds we had

alreoto(g done work in this space

and even had a previous
platform developed so that gave

us o lolace to start.......

We defined the barriers then worked with a web developer
to create a whole new platform using DRUPAL an open-
source content management system



What did we create?

* aweb-based portal

* providing access to
evidence-based consumer
experience surveys

* with minimal ongoing costs
to Primary Health Tasmania
and no cost to the provider

YOURSAYCARE




How does it work?

* Primary Health
Tasmania perform
system o [N

administration L B
O  Portal Management
U Prometion Data security and consumer anonymity

* Providersloginto -~
the portal

 Embedded In the
portal is a range of
guidance and
support materials

Patient experience, feedback, complaints, incidents - What is the difference?

Health literacy

Person-centred care




Consumers access via a
provider specific unique
URL and QR code

QR Code
Use this QR Code to send people to your
questionnaire.
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Right-click this image, or drag it to your

desktop, to save it to your computer.

Share URL

Use this URL to send people to your questionnaire.

https://yoursay.care/7

, ([ YOURSAYCARE

yoursay.care is a website developed by Primary

Health Tasmania to help primary healthcare
— ’ — \ providers collect information about patients’
and clients’ experiences of the service.

[ HAVE YOUR $AY |

©]Jolelel) ‘

This information is used to consider changes

We want to hear about your so future patients and clients have the best
experience with our service. posslole.expatience:

This is all part of Primary Health Tasmania’s
work to embed person-centred care and
improve the safety and quality of health

Please take a few minutes to answer some services for all Tasmanians.
questions on the yoursay.care website.

Your anonymous feedback will help us think
about improvements we can make.

Collection, use and storage of data on
Simply scan the QR code below using the yoursay.care complies with the Privacy Act 1988.
camera on your smartphone, or go to the
website link shown.

YOURSAYCARE =
(oo

Eﬁm Mark’s Medical Centre ) ©®

% yoursay.care/7 lc®
=k

primaryhealthtas.com.au

yoursay.care is an initiative of Primary Health
Tasmania (Tasmania PHN) through the Australian
Government's Primary Health Networks Program

Providers can access
customisable promotional
materials " -




Consumers
can provide
responses at a
time and using
a device of
their choice
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Iconsumer Experience Survey [Insert business .

Wa value your feadback. Please take a moment to answer a faw name""oQo here
questions that will help us to identify possible improvements.

S ——A B S Manual data entry is supported

respect; not cold or abrupt)

...letting you tell your "story”?

{giving you time to fully describe your illness in your own
wards; not interrupting or diverting you)

....really listening?
{paying close attention fo what you wers sayings; not
looking &t the notes or computer as you were talking)
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...being interested in you as a whole person?

{asking’knowing relevant details about your life, your Mark's Medical Centre content

sifuation; not treating you as “just a number”)

Content

-..fully understanding your concerns? Share URL

{communicating that he/she had sccurately understood
your concemns; not owerlooking or dismiszing anything)

Use this URL to send pex

0 your questionnaire.

]
a
A
e

...showing care and compassion?

{seeming genuinely concerned, conneciing with you on a
human lewvel; not being indiffzrent or “detached’)

...being positive?

{having a positve approach and 3 positive aftitude; being i Title Content type Status Updated ™ Export data
honest but not negative about your problems) O
Selup Download

Erl Marks Medical Centre Custom Questions Webform Published
...explaining things clearly?

({fully answering your questions. sxplaining clearly, giving
you adeguate information; not being vague)

IMark's Medical Centre Care Measure

Published 17/10/2022-1329 Setup Download

-..helping you to fake control?

(exploring with you what you can do to improve your
health yourself; encoursging rather than “lecturing” you)

®
®
®
©
®
®
®
©

...making a plan of action with you?

(discussing the options, involving you in decisions as
much as you want to be involved; not ignoring your
views)

(9 (9 69 (69 69 (69 (69 (9 (9 (9
0000000000

Doss not | Poar Falr very | Excallent
spply Good

Is there anything else you would like to tell us about your experience?

BCARE SW Mercer, Scottish Executive 2004

Please tum over
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Mark's Medical Centre My Account &

Data Is
viewable In

~ollow us on social media or go to our home page.

000606

Social media links
and organisational
branding included




Telling people about
yoursay.care

We met with our commissioned
service providers to set the scene,
explore the why, the how and the

change management involved.

Corumbene
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Ellie O’Brien
Primary Health Program Manager
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Overview

How does it work?

What does the service user see?

Want to start using yoursay.care?
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For health professionals For the community = Who we are ~ What we do Contact us Q

How does it work?

yoursay.care has two interfaces — what the service provider sees and what the consumer sees.

Once set up, a provider has access to their own area within the portal and can customise the welcome message as well

as adding their logo and social media links.
A QR code and weblink unique to the organisation is provided for use in promoting the portal to service users.
When people complete the questionnaire, the data is displayed in real time on a dashboard and available to export.

A range of guidance material is embedded within the portal and updated over time.

What does the service user
see?

Once the service user enters the portal via the weblink

or QR code, they land on the welcome page.

They are then asked a set of questions from the
Consultation and Relational Empathy (CARE) Measure,

along with some basic demographic questions.

When they get to the end of the questions, there’s an
option to link to the service provider's website and

social media pages.

Promoted on Primary Health Tasmania website "~ -
and cross promoted in other resources
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Number of responses

Number of provider Responses overall Responses percentile Normative median Normative percentile
score range overall score range

151 12 456 50-75% 4.65 50-75%

Gender by age group Aboriginalflslander status Date
aFemale s Male o Other - Prefer not to say

To support Primary Health |

O

sNo

Tasmania Outcomes o o

» fes, both Aborigi....
128

Framework and PHN o
reporting requirements the S —— —

Does not apply = Poor « Fair  Good »Very Good = Excellent ase Ease

4.66

data is fed into a Power BI | .
providing high-level - -- =
visibility of change over — .

time In results.
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What next?

Bracor
Multilingual access "

S landards for general pracy;,
Q1 XA RO o -

Select your preferred language

English Patient feedback guide
Frangais / French
Deutsch / German ®
_ . . ¢ e
_ o TER % AT 7 i i
A7 / Chinese (Simplified) o ® o9 .
= LE= PP
2,1l / Arabic @ ® .......
L
Cestina / Czech °00 : .: .
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DETRACTORS PROMOTERS

Adding Net Promotor Score popular in the Allied Health sector Y&
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Stay informed P O

An Australian Gov

@ www.primaryhealthtas.com.au
n www.facebook.com/primaryhealthtas

www. twitter.com/TasPHN
@TasPHN
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