Partnering with Consumers (NS2)

National Safety and Quality Health Service Standards
Accreditation Survey:15-19 August 2022

Standard 2 approach to accreditation
1. Collected evidence in line with NSQHS Standards Accreditation
Workbook (NS2)
2. Determined what the assessors would want to see
3. Prepared presentation providing details of how we meet Standard 2
4. Demonstrated how we translate Partnering with Consumers into practice
5. Showcased examples of Partnering in Practice
6. Confident that what was presented would be reflected in the assessors
experience as they visited our health service
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What the assessors wanted to see…
Monash Health has:
• Policies and procedures for partnering with consumers
• Manages risk associated with partnering with consumers
• Training for partnering with consumers

Improvement
systems

Monash Health:
• Monitors processes for partnering with consumers
• Improves processes for partnering with consumers
• Reports on partnering with consumers

2.1

Governance

2.3

Healthcare rights

Informed consent

2.4

2.5

Decision-making
capacity

Shared decision
making

2.6

Monash Health supports the workforce to:
• Partner with patients/carers so they can be involved in their
own care

2.7

Planning care

Communication:
tailored

2.8

Monash Health uses:
• Communication mechanisms tailored to the diversity of
our consumers and community

Patient information developed by Monash Health has:
• Consumers involved in the development and review of the
information

2.9

Patient
information

Communication:
meets needs

2.10

Monash Health supports clinicians to:
• Communicate and provide information in a way that meets
the needs of patients, carers, families and consumers

Supporting
consumer advisors

2.12

Monash Health provides orientation, support and education
to our consumer advisors

Consumer voice
in education

2.14

Monash Health partners with consumers to incorporate
their views into workforce training and education

Monash Health uses:
• A Charter of Healthcare Rights
• Is easily accessible
Monash Health has processes to identify:
• Capacity of patient to make decisions about their own care
• A substitute decision-maker

Monash Health involves consumer advisors in the design and
governance of of our organisation

Monash Health works in partnership with Aboriginal and
Torres Strait Islander communities to meet their healthcare
needs
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2.11

Consumers as
partners

2.13

Partnering with
Community

2.2

Monash Health ensures:
• Informed consent processes comply with legislation and
best practice

Monash Health has:
• Processes to partner with patients to plan, set goals and
make decisions about current and future care
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Partnering in Practice: Showcase
• Patient Experience
Framework
• Service Excellence
Standards
• End-of-life Care Strategic
Framework
• Emergency Department
• Virtual Visiting
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• MCH Activity Book

• Maternity App

• Bedside Communication
Boards

• Perception of
Cleanliness Project

• Website Information

• Review of Code Grey
Policy

• Victorian Heart Hospital
• Medical Infusion Unit
(MIU)

• Collaborative Projects
(Research)
• Signature Events
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Partnering in Practice: Patient Experience
Framework
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Partnering in Practice: Service Excellence
Standards
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Partnering in Practice: Emergency Department
Monash Medical Centre
Emergency Department
Redevelopment
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ED Emotional Support Project
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Partnering in Practice: Medical Infusion Unit
Consumer Advisory Group:
• Selected the colour scheme palette for the Unit

• Selected the artwork
• Trialed and selected treatment chairs
• Piloted a selection of IV poles resulting in the
purchase of a product with 4 wheels
• Voted and selected the new name of the centre,
‘Medical Infusion Unit (MIU)’
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Partnering in Practice: Bedside Communication
Boards
Adult
Maternity

Before

Paediatric
Palliative Care
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From the assessors

I can’t believe that
every piece of patient
information is
consumer reviewed

The diversity of
Monash Health
consumer advisors is
to be commended
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The depth and breath of
consumers across the
organisation is
impressive
Patients and family
on the ward gave
high praise to the
care

The Community
Advisory
Committee is
exceptional

Talking to the
consumer advisors
it is clear they are
engaged and feel
supported and
valued
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