
 

Appendix 1: Elevating the Human Experience: Our Guide to Action 

The Ministry released the Guide to Action in late September 2020. This document provides 

the framework and direction for NSW Health in improving patient, carer and staff 

experiences. The figure below shows the seven enablers and how they relate to People, 

Process and Place. Additional information on each of the enablers is included in subsequent 

paragraphs to assist you in deciding which enabler you are interested in co-chairing. 

 

01 Leadership, accountability and governance  

Leadership is essential to guide the direction of and commitment to patient and caregiver 

experience across NSW Health. The growth and development of Patient Leaders is critical, 

and a sign of a mature organisation. Effective corporate and clinical governance structures 

help ensure that people across NSW Health understand and are committed to excellence in 

patient and carer experience. Quality leadership and governance result in constructive 



 

accountability, through which staff are encouraged to share responsibility for change and 

improvement.  

02 Culture and staff experience  

The foundation of any successful experience is based on the organisation vision and values. 

Evidence shows that a strong, positive workplace culture is directly related to positive patient 

and carer outcomes and experience. The way staff relate and interact with each other can 

significantly influence patient and carer experiences. All staff, not just clinicians, shape the 

patient experience.  

03 Collaborative partnerships  

Patients are the only constant in every healthcare journey. Their insights help us see the 

care we provide from a different perspective and contribute ideas to what we can do to 

improve care, innovate services and deliver experiences that matter to people. The health 

system cannot achieve excellence in patient and carer experience without partnering with 

patients, carers and health professionals from other parts of the health continuum.  

The NSQHS Standards elevate the importance of partnering with consumers. The 

Partnering with Consumers Standard aims to foster health service organisations that benefit 

from having consumers as partners in planning, design, delivery, measurement and 

evaluation of systems and services, in addition to being partners in their own care, to the 

extent that they choose.  

The Partnering with Consumers Standard recognises the importance of involving patients in 

their own care and providing clear communication to patients. This Standard, together with 

the Clinical Governance Standard, underpins all the other Standards. 

04 Innovation and technology  

It helps to think about innovation in patient experience as fulfilling the needs of our patients, 

families and carers. Innovation offers new ways to accomplish goals or make lives or jobs 

easier, better, happier, satisfying or more productive. It is not a once-off initiative, and the 

creation of a workplace that encourages a culture of continuous innovation is equally 

important.  

05 Information and communication  

Communication is the provision of information in a way that can be understood by the 

recipient. Technology offer many new ways of providing information but, most importantly, it 

must be tailored to the patient’s and their carer’s capabilities to understand. Open access to 

information about previous medical encounters facilitates active partnering of staff with 

patients and carers.  

06 Measurement, feedback and response  

Measurement is critical to understanding and tracking progress and improvements in human 

experiences. For patient experience to be effective, we must design the right measures, for 

the right moments and the right purpose, while working to ensure consistency and 

comparability of results. We must evolve measurement systems to meet the needs of 

patients and staff to interpret and act on the findings.  

07 Environment and hospitality  



 

For a physical environment to enhance patient and caregiver experiences, it must be 

comfortable, safe, clean and culturally appropriate, with amenities such as food and Wi-Fi 

that can support patient and caregiver emotional and physical wellbeing. 


