
 

 

EMOTIONAL SUPPORT IN THE 
EMERGENCY DEPARTMENT 

 

 Improvement opportunity 
Emotional support is an essential element of the care we provide in the 
Emergency Department. The consumer advisory committee highlighted the 
VHES results for Monash Emergency, particularly in the area of emotional 
support, and aided in setting up some research on emotional support in ED in 
collaboration with Deakin university.  
In additional, we wanted to make sure we fully understood what emotional 
support means to our consumers, what they feel we can do to improve, and to 
collaborate with our consumers on the solutions themselves. 
The information we looked at: 

 Deakin university research in Monash Emergency 

 VHES data 

 Monash Health Patient Experience data 

 Presentations from representatives Aboriginal and Torres Strait 
islander communicties, Refugee and CALD communicties 

 

How we engaged 
consumers 
We ran a series of 3 workshops with 50 people: 50% consumers, 
emergency department staff, representatives from vulnerable patient 
groups, and the patient experience team 
 
Workshop 1: To review data and objectives 

Workshop 2: To analyse the need aided with 6 different patient 

personas  

Workshop 3: To being it all together, finalize findings and agree on next 

steps 

 

What changed  
We know have 4 active working groups with ongoing consumer 
collaboration to joint create solutions: 
 
Communication: Focusing on written and digital information provision 
starting with producing a Patient journey poster, ED wait time barometer, 
reviewing website information 
Culture and engagement: focusing on verbal communication and staff 
interactions planning training for staff with patient stories  
Supportiveness: increasing and supporting volunteers in the ED including 
new roles such as in the waiting room 
Technology: implementing a virtual waiting room 
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