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 ‘Dawning of the first light’ 

Kia Ora 
‘Be well/healthy’ 

Auckland 

New Zealand 



 

When you start to work closely with patients to 
understand their needs and support them to 
achieve their health goals you cannot go back 

to your old way of working. 

https://www.google.co.nz/url?q=http://www.wpclipart.com/signs_symbol/safety_signs/safety_signs_3/warning_sign.png.html&sa=U&ei=PMdYU_XsLoTFkwXO3oCgDg&ved=0CCUQ9QEwAw&usg=AFQjCNHQS5A0lkNJzg2LhtYZapKIrsrc1Q


“Stories from patients are inspiring, 
insightful, humbling, uplifting, 

reassuring and above all remind us of 
why we are here”. 

 

Liz Goldie- Partners in Care Programme New Zealand 



 

 

IHI National Forum December 2013 



“Those that believe patient experience is simply about making people 

 happy have simply missed the point. 

 Patient experience must be delivered by everybody in the organisation  

 to achieve the goal but only an organisations leader can drive it.” 

 

 

James Merlino  

Chief Experience Officer 

Cleveland clinic.  

 
 



 

 

     

 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. 

Positive patient experience is associated  
with higher quality care 



 
 
Improved patient experience is positively 
associated with: 

  

 

 

• Objectively measured health outcomes 

• Adherence to medications and treatments 

• Health resource usage 

• Technical quality of care & adverse events 
 

 

 

Doyle C et al BMJ Open Jan 20, 2013 

 

 



 
 
There is evidence that poor patient 
experience is linked to poor quality 

  

 
Lessons from Mid Staffordshire  

• Need for a common culture of ‘putting patients first’ 

• Every single person serving patients needs to contribute 

to a safe, committed and compassionate and caring 

service 

• Need for strong, patient centred healthcare leadership 



We need to learn from The Garling Report  

 “Patient experience and satisfaction is one of the most 

important indicators alongside access to hospital 
services, clinical performance, safety and quality of the 
clinical care, costs associated with the provided clinical 
care, staff experience and satisfaction and 
sustainability”. 
Special Commission of Inquiry into Acute Care Services in NSW Public 
Hospitals (Commissioner Garling, 2009)  

 



Methods and 
approaches to capture 
and understand patient 
experiences blend with 

and enhance our 
improvement toolbox 



How do we design services with patients?  

1. Don’t listen very much to our users and we do the designing 

2. Listen to our users then go off and do the designing 

3. Listen to our users and then go off with them to do the designing

       

 

 

(Professor Paul Bate 2007) 



How might you use these methods in  
your practice? 

• As a regular way to understand patient experiences 

• In an area where you have challenges- perhaps 

where you know you have a number of complaints 

• As part of an improvement project  
• All of the time 





Emotion mapping and flow mapping-  
Christchurch New Zealand 



Measuring  

 

 

“what matters more than raw data is our ability to 
place these facts in context and deliver them 
with emotional impact” 

 

 

 
Daniel Pink –A whole new mind 2008 

 



Achieving a balance through the triple aim 

Patient and family centred care is the most 
direct route to the Triple Aim (Donald Berwick, 
2012).  
 
 
We need to move from a system that does 
things to and for its patients, to one where the 
system works with patients and whaanau to 
support them with their health needs. 

      (Adapted from IHI) 







• Feeling informed and being given options 

• Staff who listen and spend time with me/patients 

• Being treated as a person, not a number 

• Being involved in care and being able to ask questions 

• The value of on going support services, for example patient and 

carer support groups 

• Efficient processes 

(Robert, Cornwall, Brearley et al 2011) 

What Matters to Patients 
Themes from patient interviews (England 2011) 





Maureen’s Challenge 

Flip the conversation from: 

 

What’s the matter with you 

to 

What matters to you 

 

So we tried it…………..  



European Maori lady 

What’s the matter with you? 

I have had an appendicectomy 

What matters to you? 

Getting home soon I want to make sure the kids 
are going to school 



Maori Gentleman 

What’s the matter with you? 

I can’t walk straight, I am waiting for a knee 
replacement, I am getting fat and grumpy 

What matters to you? 

Getting back to work, I don’t like asking my wife 
for pocket money 

 



Pacific Islander Lady 

What’s the matter with you? 

I am said to have bipolar disorder, a mental 
health issue 

What matters to you? 

Overcoming obstacles in my life by setting  

goals 

 



White European Gentleman 

What’s the matter with you? 

I have just had a new hip 

What matters to you? 

Being able to go to my own home. They say I 
might not be able to 

 



Patient asked for details to be kept  
anonymous 

What matters to you? 

To get out of hospital before my wedding  

anniversary on Thursday, I don’t want an  

anniversary photo in my hospital gown 

What’s the matter with you? 

I have an infection in my Aortic Graft 



Cook Island  child 

What matters to you? 

My school work, I don’t want to get behind 

What’s the matter with you? 

I have rheumatic fever -The valves in my heart 
don’t work like they should 



Samoan Teenager 

What matters to you? 

My church, family, work and my health 

What’s the matter with you? 

I have rheumatic fever –I have to have injections 
every month to improve my heart problems 



Tongan lady 

What matters to you? 

To get better and live longer with my family 

What’s the matter with you? 

Heart problem and bronchitis with fluid on my 
lungs 



How can working 
with Very High 
Intensity Users 

help us solve the 
readmission  

problem? Example from Ko Awatea 

20,000 bed days campaign 



•Agnes became unwell and went to the ER 
•She was admitted to hospital and  responded well to treatment  
•Agnes was discharged home with medications and information 
  

•Agnes became unwell and went to the ER 

•She was admitted to hospital and  responded well to treatment 

•Agnes was discharged home with medications and information 

 

•Agnes became unwell and went to the ER 

•She was admitted to hospital and  responded well to treatment  

•Agnes was discharged home with medications and information 
 

None Compliant patient?  
 
 
 



  

“Insanity: doing the  
same thing over & over  

again and expecting 
different results.”   

  
- Albert Einstein 



Agnes and Two Blue Pills 

Example from Ko Awatea 

20,000 bed days 

campaign 



"There comes a point 
you have to stop 
pulling people out of 
the river, get 
upstream and find out 
why they're falling in."  

Desmond Tutu 



How can working 
with people help us 

more effectively 
provide what they 

really need? 
Example from  

Experience Based Design  

work in England 



 
 
Understanding the needs of people living 
with Multiple Sclerosis 

 



Wise words from Ross Macdonald,  
Executive Director Healthcare Governance HMC 

“ Engaged patients who are health literate, feel 

confident to communicate and feel empowered to 
fully participate within their health care event” 

 

“Effective staff who are skilled, competent qualified and 
have responsibility to promote health literacy and 
empowerment”  





How many signs does this need? 

many to choose 

Organisational Design and Governance 
Detailed review of signage and way finding 

Three notices, same 
overall message but 
conflicting detail 

Too many notices to be noticeable 





What are the other 
things that will 

continue to 
influence us? 



 

In
 th

e U
K

  

In the UK 80, 358 stories have 
been told. 
 
In the last month: 
48% have received a response 
10% of responses to concerns 
have led to change. 



Patients like me  

 

 
Around one in 5 internet  

users who have a long  

term  condition go on line  

to  find others with the same  

condition. 

Patients like me has 220,000  

members 



Facebook- Breastfeeding NZ 

Metrics show increased engagement. For example, statistics 
over a  three month period show massive interest/activity 

• an increase of 2,324 likes (to 9,404)  

• 17,330 stories created about the page  

• 23,415 engaged with the page  

• 101,977 viral reach 

•13,009,702 impressions of page content (appearing on newsfeed, ticker 

  wall posts etc).  

 

 



Twitter 
#hellomynameis.org.uk 
 

 

 
@GrangerKate 
6,136 tweets 
22,247 Followers 
100,0000 impressions 





Kia Ora 

 

 You will bring more joy into your 
work, by creating new partnerships 
with patients and family from ward to 
board. 

 


