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Patient & Family Escalation of Care

- In February 2021, Monash Health re-developed the process for family 
escalation of care

- The Family Initiated Escalation of Care Procedure on PROMPT was 
updated with detailed processes for escalation for ED patients, inpatients 
& community

- Posters were developed to be used across Monash Health

- The posters are available in 12 languages which can be accessed by 
scanning the QR code on the posters displayed
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3 Step Process
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1

• Escalation to bedside nurse or treating doctor

• Review within 30 minutes

• Listen to and clarify the reason for concern.

• Assess the patient and document as per procedure

2

• Escalation to the nurse in charge

• Review within 30 minutes

• Listen to and clarify the reason for concern.

• Assess the patient and document as per procedure

3

• Escalation to Nursing Co-ordinator by calling xxxx xxxx (site specific) at any time

• Review within 30 minutes in conjunction with the treating unit

• NCO to document escalation and outcome on RiskMan



Family Escalation Posters

2/08/2022 DPGC July 2022 7



Parental and Carer Concern

A recurring theme in paediatric sentinel event reviews and 
coroner’s investigations is that the parents say:

“We knew something was wrong but nobody would listen”
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Parental and Carer Concern

• Started as an ED project and has developed into a SCV secondment 
led by Dr Erin Mills

• “Are you worried your child is getting worse?”

• Asked with every set of obs in the ED and on the Paediatric wards

• Documented in EMR - located in iView at the top of the vital signs

• Escalated as per the Family Initiated Escalation of Care Procedure
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The Data
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Data Considerations

• Data for adult family initiated escalation of care is only available for 
Step 3 of the escalation process as a RiskMan is completed by the 
NCO



Partnering with Consumers Annual Survey
Standard 2 – June 2022
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Sent via email to all nurse managers

Answered: 88

Skipped: 40



Point of Care audit results
Summary data from April – June (Quarter 2) 2022

n=1369

% of patients, family or carers have seen the 

poster / brochure for family-initiated escalation 

of care

Patients, family or carers 
who have seen poster

97% 99% 69%

% of patients who understood how to ask for 

help if they were becoming more unwell

Patients know how to ask 
for help

% of patients, family or carers who understand 

how to ask for help if the patient was 

becoming more unwell

Patients, family or carers 
know how to ask for help



VHIMS data: Family Escalation of Care
Summary data from 2021-2022 financial year

43.33%% of incidents

11 remained in 

current setting

1 transferred to ICU

1 transferred to HDU

Casey

33.33%% of incidents

7 remained in current 

setting

1 call cancelled

1 expected death

1 home

MMC Clayton

10%% of incidents

3 remained in current 

setting

Dandenong

10%% of incidents

3 remained in current 

setting

Kingston

3.33%% of incidents

1 remained in current 

setting

Unallocated

30

Data obtained from BI

30/6/2022 @ 1230hrs

This raw data has not 

been drilled down to a 

RiskMan level



Are you worried your child is getting worse?
Proactive assessment of caregiver concern in Paediatrics – The Data

(Dr Erin Mills)

• Asked nearly 100 000 times to >14 000 families

• If the carers were ever concerned their child was getting worse –

• The child was 9 times more likely to go to ICU

• The child was 2.3 times more likely to be admitted to the hospital

(And stayed for 1.7 days longer)

• The child was 3 times more likely to have observations in MET criteria

• The child was 5.6 times more likely to have a diagnosis of sepsis or septic shock
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Where to from here?

• Review procedure and processes
• Do the NCO’s feel adequately trained to respond to the escalation?

• Benchmark with other organisations

• Safer Care Victoria ‘Hear Me’ pilot trial

• Current passive process for adults

• Looking to introduce active process similar to Paediatrics

• Review data collection & reporting

• Refine processes as required

• Communicate any changes to all staff
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