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Measuring Consumer Experience  
Community Report 2017

Each year we talk to more than 2000 South Australians to find out about their overnight 
hospital stay in a public city or country hospital. We ask them about all aspects of their stay. 
This includes how they were treated, their role in decision-making, hospital cleanliness, 
food quality, discharge information and their privacy.

This survey feedback shows us what we’re doing well and where we need to improve.  
It is also a great way for us to compare our care with other hospitals around Australia  
and the world.

SA Health uses an independent body to conduct the survey, known as the SA Consumer 
Experience Surveillance System (SACESS). We also hold public forums to make it easier 
for people from culturally and linguistically diverse (CALD) backgrounds to share their 
experiences.

Your experience matters. SA Health is working to deliver 
the best possible health services and patient/consumer 
experience. We are committed to ensuring that all 
patient’s needs, values and preferences are respected.

We ask 58 questions around a whole range 
of areas of care. We then compare our 
performance against 10 internationally 
recognised care categories and specific  
SA Health program areas.

We also give South Australians the chance 
to speak freely about any issues they 
wanted to share and almost 50% took this 
opportunity. Their feedback helps us to 
improve our services and to drive change in 
our hospitals.

A score of 85 is the SA Health goal and 
benchmark, in accordance with the 
international Picker Institute scoring 
protocol. A score below this goal ensures 
that we look at room for improvement and 
monitor, or immediate action is required.

Consumer experience drives improvement 
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93% of our patients felt that 
they were treated with respect 
and dignity during their stay.

Some 87% of patients said they would 
recommend the hospital to a relative or friend.

Almost 88% rated the overall quality of the 
hospital care as ‘very good’ or ‘good’. 

Although patients are often having a difficult 
time when they come to stay with us, their 
overall experience in hospital is positive.

The SACESS survey asked questions relating 
to 10 care categories. These questions 
are based on national and international 
research and give us a well-rounded picture 
of patient experiences.

We continue to meet or exceed our goal in 
six of the care categories:

> Treated with respect and dignity

> Nurses

> Doctors

> Cleanliness

> Pain control

> Privacy

Over 90% of patients 
trusted the doctors and 
nurses taking care of them, 
and felt that they did 
everything they could to control their pain.

Respect and dignity, as well as 
privacy and cleanliness were above 
our goal. More than 90% of 
patients said that they were given 
enough privacy and that the doctors 
and nurses washed their hands in-
between patients.

Mean scores for Picker Institute domains of care, SA overall, SACESS 2015 and 2016
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Modbury Hospital 
launched a  
fresh-food meal 
initiative to increase 
satisfaction among 
patients.

They also refreshed their menu with 
additional meal options, with a focus 
on giving long-stay patients more 
choices. 

The new initiative has seen a 20% 
increase in satisfaction, with almost 
90% of patients rating their meals 
as ‘excellent’ or ‘good’.

What we’re working on

Four categories did not meet our 
goal: Consistency and coordination of 
care, involvement in decision-making, 
food and discharge information.

Looking more closely at these areas 
helps us to find out why they had a poor 
experience:

35% of patients reported receiving mixed 
messages from staff.

Approximately 12% of consumers were 
not as involved as they wanted to be in 
decision making around their care.

Almost 19% of patients felt that they did 
not get enough information about their 
condition or treatment while in hospital.

Less than half (48%) of patients  
reported always receiving help from staff 
at mealtimes when it was needed, and 
36% rated hospital food as ‘fair’  
or ‘poor’.

Where we’re heading
These results are similar to those in our 
previous survey, with the same number of 
care categories above and below our goal.

Food improved again in 2016, as well 
as involvement in decision making and 
discharge information. Consistency and 
coordination of care declined slightly.



 Measuring Consumer Experience Community Report 2017page 6

Five questions are designed to measure the 
SA Health Key Performance Indicator (KPI), 
‘Involvement in care and treatment’, were 
also included in the survey. Our average 
score of 69, fell short of our goal. Scores for 
single questions in this group ranged from 
very low to very high.

Almost 33% said they had been asked if they 

had any cultural or religious beliefs that might 
affect the way they were treated in hospital.

Almost 93% said they understand the 
risks, benefits and options of their medical 
treatment when giving consent.

Again this information lets us know what we’re 
doing well and where we need to improve.

The survey also addressed eight areas  
of care:

> Hospital environment 

> Consumer feedback

> Patient rights and engagement

> Open disclosure

> Emergency department

> Workforce

> Hand hygiene

> Facilities – cleanliness

Three areas exceeded SA Health’s goal: 
Workforce, Hand hygiene and Facilities – 
cleanliness.

Emergency Department fell just short of 
the goal, and the other areas of care did 
not meet our goal.

There was marked improvement in the 
question relating to open disclosure from 

58.9 in 2015 to 65.0 in 2016. We ask 
our patients “Did staff talk to you about 
what happened to you in a way you could 
understand?” (if they had an incident 
resulting in harm while in hospital).

Only 65% of our patients knew their 
rights, and significantly more reported 
that they had not been provided with this 
information.

Nearly 90% felt that hospital facilities and 
staff were clean.

With more patients and community 
members involved in health care, we can:

>  improve the safety and quality of  
our services

> use our resources more effectively

> improve access to better healthcare

> improve health outcomes.

The survey results are used to develop policy 
and help SA Health exceed its goal.

What we learn about our patient’s needs 
and concerns feeds into training and 
development programs. This will help us to 
improve health outcomes for all patients.

The Partnering with Consumers and 
Community online eLearning course was 

developed by SA Health and asks staff to 
reflect on their role when partnering with 
consumers to make sure they are treated in 
a way that is patient-centred – so that they 
are engaged as partners in their own care.

Videos and photographs are embedded in 
the course with consumers sharing their 
experience in health care, and what they 
want from that experience.

Focus on patient/consumer-centred care

What we’re learning

Additional areas of care  
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Key themes from consumer feedback on their positive experience in a public city  
or country hospital
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We are listening to our 
consumers and community
Many people use our services in different ways. We are 
always looking for ways to make sure we learn as much 
about patient experiences as we can. We have been using a 
new way to capture the experience using mobile devices.

The Measuring Consumer Experience Computer Assisted Personal Interview (MCE CAPI) 
helps to give everyone a chance to share their experience. Surveys can also be tailored 
to specific patient populations such as Aboriginal and Torres Strait Islander communities, 
Culturally and Linguistically Diverse (CALD) patients, those with a specific condition, 
maternity and children, and those with a lived experience.

MCE CAPI is a unique, hand held survey tool which easily engages with children, and 
young people, non-English speakers, visually impaired patients, patients with low levels of 
literacy, learning difficulties and certain challenging motor skills.

Children can share their story with Fabio the frog, an animated character that helps them 
engage with the survey. People can also read or hear the survey in their own language.

Children’s voices being heard
Fabio the Frog is an animated character 
which allows the voices of children to be 
heard and share their experiences with  
the health services. We also survey parents  
and carers.

The Northern Adelaide Local Health Network 
(NALHN) Paediatrics Unit undertook a 
number of surveys in the Children’s Ward at 
Lyell McEwin Hospital including:

General medical survey for:

>  children

>  young people

>  parent and carer.

Short stay survey for:

>  parent and carer.

Paediatrics survey for:

>  children and young people.

Special Care Nursing survey for:

>  parent and carer.
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The National Your Experience of Service (YES) surveys were undertaken within the Southern 
Adelaide Local Health Network (SALHN) Mental Health Service.

Three Peer Specialists/Consumer Consultants facilitated the YES surveys.

The survey used a mobile device to monitor 
consumer experience of health care and 
services, including their level of satisfaction. 
Feedback indicates that consumers enjoyed 
taking part in the survey, found it easy to 
complete, and did not struggle with the 
questions.

During Mental Health Week in October 2016, 
the National YES survey was undertaken in 
Central Adelaide, Northern Adelaide and 
Country Health SA Local Health Network.

The YES surveys will continue in mental 
health sites during 2017.

SA Health is collaborating with Northern 
Territory (NT) Health to capture the 
experiences of SA and NT Aboriginal and 
Torres Strait Islander communities in their 
own language.

Amongst other areas, the work group 
will identify requirements for translating 
questions into audio and/or written 
languages, aboriginal maternal infant 
care, and settings including community, 
inpatient, outreach or remote areas.

A statewide consumer experience survey, 
using a screen background specifically 
designed for Aboriginal and Torres Strait 
Islander people in South Australia will be 
undertaken in 2017-18.

Mental Health Service “YES” survey

Aboriginal and Torres Strait Islander consumers
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Vietnamese community
The Women and Babies Division at 
Women’s and Children’s Hospital undertook 
a survey of Vietnamese mothers, with the 
national core patient experience questions 
translated into written and audio formats.

Vietnamese mothers were asked about their 
care and treatment, respect and dignity, and 
were given access to an interpreter. 

A translated consumer information sheet 
was also provided. Although only a small 
number of respondents participated, the 
feedback was generally positive.

Rehabilitation inpatients participate in  
MCE CAPI with a volunteer.

The survey asks the patient about their 
care and treatment, respect and dignity, 
involvement in decision making, their 
therapy program, treatment options, 
receiving information to assist in 
providing care for the patient at home, 
and rehabilitation support needs.

 

Rehabilitation inpatient wards at Repatriation General Hospital

Vietnamese Consumer Information
Measuring Consumer Experience Pilot Fact Sheet

Thăm dò Ý kiến về Trải 
nghiệm của Quý vị
Ý kiến nhận xét của quý vị luôn quan trọng với chúng 
tôi. 

Chúng tôi muốn quý vị trả lời một số câu hỏi về trải
nghiệm của mình. 

Cách này sẽ phát hiện ra những lĩnh vực cần được cải
thiện trong hệ thống y tế.

Chúng tôi có thể bảo đảm với quý vị là các thông tin 
quý vị cung cấp sẽ luôn được giữ kín. 

Nếu vào bất kỳ lúc nào, quý vị không cảm thấy thoải
mái để trả lời một câu hỏi nào đó, thì quý vị không bị
buộc phải trả lời.

Quý vị được tự do rút khỏi vào bất kỳ lúc nào. 

Câu trả lời của tất cả những người được phỏng vấn sẽ
được gộp chung và được trình bày trong một báo cáo. 

Không một câu trả lời riêng lẻ nào sẽ được chuyển tiếp
đi.

For more information

Safety & Quality
System Performance & Service Delivery
11 Hindmarsh Square
ADELAIDE SA 5000
Telephone: 8226 2567
www.sahealth.sa.gov.au
Confidentiality –I1-A1

© Department for Health and Ageing, Government of South Australia. All rights reserved.
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Culturally and Linguistically 
Diverse (CALD) Consumer 
Experience Community Forums

Culturally and Linguistically Diverse Consumer Experience Community Forums have 
been held with a number of community groups, with participants from the Italian 
Benevolent Foundation – Italian Southern Carers Group, Greek Orthodox Community of 
SA Inc (GOCSA) – Limani Dementia Respite Program, Vietnamese Women’s Association. 
Consumers share their experience on care and treatment, access to interpreter, cultural 
needs, physical and environmental needs, what was required when leaving hospital, and 
providing consumer feedback.

SA Health identified the need to better understand the 
CALD community needs in health care. CALD consumers 
are given the opportunity to share their experiences and 
their perspective on health care services they receive.

Italian Benevolent 
Foundation (IBF)  
Italian Southern  
Carers Group

Greek Orthodox 
Community of  
SA (GOCSA) Limani 
Dementia Respite 
Program (DRP)

Vietnamese  
Women’s Association
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Participants at the Consumer Feedback and Patient Rights CALD Community Forum

A CALD Community Forum on consumer 
feedback and patient rights was held 
in collaboration with Multicultural 
Communities Council SA (MCCSA) and 
Seniors Information Service (SIS). 

12 participants attended the forum from 
Spain, Poland, Lebanon, Italy, Croatia, 
Korea, Muslim Women’s Association, 
Indonesia and MCCSA.

The forum on consumer feedback and 
understanding your rights looked at health 
literacy requirements, identified how to 
raise the awareness of providing consumer 
feedback and asked how we can ensure 
CALD communities understand their rights.  

As community leaders participated, they 
were also given the opportunity to share 
the experience of their communities, and 
their own personal experience in the health 
care services.

The forum identified the need to look at:

>   raising staff awareness of culturally 
appropriate patient care in relation 
to religious, cultural or traditional 
preferences and needs.

>   raising consumer and community 
awareness of providing feedback to 
health sites

>   providing interpreters with an 
understanding of health literacy

>   the need for family involvement in decision 
making and providing information

>   raising consumer and community 
awareness of understanding their rights

>   providing information in a way that is 
easily understood, in their own language 
in a written and audio format

>   using appropriate visual images to display 
information

>   the use of community radio to provide 
information for patients/families and 
consumers in their own language.

Consumer feedback and understanding your rights in the health care setting
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CALD Resources
The CALD Community Experience Forums 
identified a number of areas requiring 
improvement including the access to 
interpreters.

SA Health in collaboration with 
Multicultural Communities Council SA 
(MCCSA) developed a serious of culturally 
and linguistically diverse resources for 
patients and consumers who do not speak 
English or have a low level of English 
proficiency. These are designed to help 
ensure that their needs are met, and to 
make it easier for them to arrange an 
interpreter in their preferred language and 
dialect.

The CALD resources include:

>   Interpreter identification cards (preferred 
language and dialect spoken)

>   Do you need an INTERPRETER? Posters 
(please point to your national flag and 
tell us which language you speak)

>  top 20 CALD communities accessing  
SA Health Sites

>  top 15 new and emerging CALD 
communities

>  Interpreter symbol poster

>   Instructions for staff to use when they 
are unable to identify the language or 
dialect required for the patient/consumer, 
including information on the CALD 
resources.

The resources are available in all health care 
settings including emergency department, 
outpatient departments, admissions, wards 
and community settings.

This resource was developed as part of the SA Health Partnering with Consumers and the 
Community Program. The content is adapted for use with the permission of the Interpreting  
and Translating Centre, Department for Communities and Social Inclusion, South Australia.

Reviewed and endorsed by Multicultural Communities Council  
of SA (MCCSA), May 2016.

List of flags is based on the top 20 communities 
that accessed SA Health sites in 2014 -15.

Pakistan

South Korea

This resource was developed as part of the SA Health Partnering with Consumers and the 
Community Program. The content is adapted for use with the permission of the Interpreting 
and Translating Centre, Department for Communities and Social Inclusion, South Australia.

List of flags is based on the top 15 communities 
that accessed Women’s and Children’s Health 
Network sites in 2014 -15.

Kenya

Burma

Nepal

Zambia

Reviewed and endorsed by Multicultural Communities Council 
of SA (MCCSA), May 2016.

14078.3

© Department for Health and Ageing, Government of South Australia.  
All rights reserved. FIS:14078.3 (STATE)  April 2016.  

This document has been reviewed and 
endorsed by SQCAG* for consumers and  
the community, April 2015.

*SQCAG – SA Health Safety and Quality 
Community Advisory Group

For more information 
SA Health 
Safety and Quality Unit 
Telephone: 08 8226 6539 
www.sahealth.sa.gov.au/safetyandquality

For Public Use: I1-1A

www.ausgoal.gov.au/creative-commons

CALD Resources instructions:
 
Do you need an interpreter? guide

This guide has been developed for staff to use when unable to identify the patient/consumer’s preferred language or dialect,  
by asking the patient/consumer to point to their national flag.

If patient/consumer is unable to speak English, ask a family member / friend (if present), contact their GP (if recorded), or contact 
Interpreting and Translating Centre (ITC) on 1800 280 203 who may be able to assist.

If patient/consumer’s flag is not displayed, advise them that we have only listed the top 20 countries who have accessed  
SA Health sites.

STEP
 1 

STEP
 3 

STEP
 4 

STEP
 2 

Please arrange  
an interpreter

My preferred language and/or dialect is:

HAND THE GUIDE to the patient/consumer and ask them to please POINT to THEIR NATIONAL 
FLAG to tell us which language they speak.

UPDATE the Patient Administration System, and medical record / case note.

COMPLETE the  INTERPRETER CARD (business card size) 
with the patient/consumer’s preferred language and/or 
dialect, and provide it to the patient to take home.

ARRANGE an interpreter, please refer to SA Health Language Services Provision: Operational Guidelines for 
Health Units, which is available on the SA Health intranet.

If unable to arrange an interpreter at this time, EXPLAIN that we will ensure that on their next visit, an 
interpreter will be arranged.

IDENTIFY

UPDATE

COMPLETE

ARRANGE 

or 

EXPLAIN
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Consumer feedback
SA Health encourages patients, consumers, 
families, carers and the community to 
provide feedback.

Feedback provides an opportunity for health 
services to observe the quality of health care 
from the perspective of patients, consumers, 
families, carers and the community. It also 
assists in directing improvement in the 
quality of these services.

Consumers can provide feedback and 
express their concerns or compliments in 
person with the relevant health care service, 
via telephone, by writing, via the health care 
service website or with the Consumer/Patient 
Adviser. Issues that cannot be resolved at the 
health care service may be forwarded to the 
Health and Community Services Complaints 
Commissioner (HCSCC).

The Safety Learning System (SLS) is used 
to record complaints and compliments in 
South Australia. The complaints received 
are categorised against the HCSCC Charter 
of Rights and national health complaints 
categories and sub-category definitions.

In 2016, 11,447 records of consumer 
feedback were reported into the SLS.

As part of the consumer feedback 
awareness program, Safety and Quality 
Unit developed the SA Health Partnering 
with Consumers and Community online 
eLearning course.

Consumers in the videos talk about 
respect and dignity, receiving information, 
communication with health care 
professionals, and partnership in deciding 
on their care. These are all important 
aspects of partnering with consumers to 
work with them, enabling patient and 
consumer centred care approaches, which 
includes the consumer’s right to provide 
feedback, and to comment or complain 
about the health care they are receiving.

Partnering with Consumers and Community eLearning course screen shot
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As a consequence of the CALD community 
experience forums, it was identified that 
consumers and the community were 
not aware of the process for providing 
consumer feedback.

Following consultation with CALD 
community members, the Consumer 
feedback process and contacts for health 
sites information sheet was developed.

The information sheet provides consumers 
and the community with a step-by-step 
process for providing feedback, and also 
provides a list of contacts for the individual 
health sites.

The information sheet is available on the 
Health and community services feedback 
and complaints page on the SA Health 
website www.sahealth.sa.gov.au.



For more information 
Safety and Quality Unit
SA Health
Telephone: (08) 8226 6539 
www.sahealth.sa.gov.au/SafetyAndQuality

Public I2-A1

© Department for Health and Ageing, Government of South Australia.   All rights reserved.   FIS: 17046.2   June 2017

www.ausgoal.gov.au/creative-commons * SA Health Safety and Quality Community Advisory Group (SQCAG).

This document has been reviewed and 
endorsed by SQCAG* for consumers  
and the community July 2016.


