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The Bureau of Health Information
is a board-governed organisation
that produces independent
reports on the performance of
the healthcare system in NSW.

Using advanced data analytics and visualisation,
we deliver reports and information products that
describe key aspects of healthcare performance
for a range of consumer, healthcare and

policy audiences.

We provide this information to strengthen
accountability and support system-wide and
local improvements in patients’ healthcare
experiences and outcomes. Public reporting
of this information enhances transparency and
understanding of healthcare performance for
consumers and local communities.

The Bureau of Health Information (BHI) is led
by the Board, which is chaired by Professor
Carol Pollock AO, and Chief Executive Dr
Diane Watson.
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From the Board Chair
and Chief Executive

Professor Carol Pollock AO
Board Chair

Dr Diane Watson
Chief Executive
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In 2021-22, BHI shaped its work program to ensure we responded
to areas of high priority for patients and the healthcare system.

NSW experienced some of the most difficult periods
of the COVID-19 pandemic and we continued to
provide insights into system performance during this
time while also focusing extensive efforts on further
innovative reporting initiatives.

The annual Healthcare in Focus and Healthcare
Quarterly series included wide-ranging insights
into the impact of the pandemic on activity and
performance in the NSW healthcare system.

A major focus of our work was, and will continue to
be, on ensuring we are agile in response to health
system needs. Our surveys experts developed
flexible questionnaire modules in areas such

as virtual and GP care, while our analysts and
report specialists delivered tailored analyses on
specific patient groups, including those in rural and
urban areas.

We are acutely aware that all the reporting in the
world is of little value if those tasked with delivering
and improving care are not supported to interpret
and use it.

Bureau of Health Information

BHI increased support for health system managers
and clinicians to make greater use of our patient
survey results by providing new, tailored summaries
to local health districts and piloting awareness and
education sessions.

We are just getting started with these new
collection, reporting and capability building initiatives
to which we have committed in our new Strategic
Plan 2023-2026.

Through this work, BHI will continue to provide the
community, healthcare professionals and policymakers
with independent healthcare performance information
to inform improvement and strengthen accountability
for the State’s health system.

We thank all BHI staff, who have remained committed
to excellence during a challenging time; their
dedication and expertise is what allows us to achieve
what we did in 2021-22.

We would also like to acknowledge and thank the
Board for their guidance and advice during the year.
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Listening and learning

NSW Patient
Survey Program

In 2021-22, more than 56,500 people provided
feedback as part of the survey program, creating
a rich source of information to support efforts to
improve patients' experiences.

As part of our commitment to delivering high-value
insights that align with health system priorities, BHI's
survey experts developed flexible questionnaire
modules, inviting feedback from outpatient cancer
clinic and adult admitted patients about their
virtual care experiences, and hospital outpatients
about their experiences of virtual care with general
practitioners (GPs). A module was also developed
for the Adult Admitted Patient Survey to invite
Aboriginal people to tell us about their experiences
of care. BHI will implement more of these modules
in the future.

We continued work to improve the timeliness of
our reporting on patients' experiences by sending
questionnaires to people sooner after their hospital
stay and promoting completion online.

Year in Review 2021-22

BHI gives patients a voice through the NSW Patient Survey Program,
the principal source of statewide, robust and representative information
about patients’ experiences of the NSW public healthcare system.

BHI published results from four surveys, including
on patients’ experiences of emergency, admitted
and virtual care, and care in outpatient cancer
clinics. These results were presented in information
products ranging from Snapshot reports to full,
detailed results on the BHI website.

These were the first survey results to be loaded
into the BHI Data Portal, making the results more

accessible to the public and healthcare professionals.

As the results included feedback provided at a
time when NSW was dealing with COVID-19, they
provided extensive insights into how the pandemic
affected patients' experiences. To support these
insights, BHI's expert analysts and reporting
specialists provided monthly analyses of patients'
overall experiences during this time.

Additional special analyses included insights into
differences in patients' experiences in urban and
rural hospitals.

Virtual Care Survey questionnaire, with GP module

Bureau of Health Information

Adult Admitted Patient Survey questionnaire,
with module for Aboriginal people

NSW Patient Survey: Adult Admitted Patients

VIRTUAL CARE

Virtual care appointments are held over.
or information technologies, rather than i

Forthe questions in this section, please 3

] ' the past 12 months, how many}
appointments have you had with:
practitioner (GP) for your own heal
O None
O1te2
O3tes
O More than &

] Don't knowrcan't rsmember

In the past 12 months, how many
care appointments have you had
GP for your own health?

O None

Oiw2
Ostos
O More than 5
[ Don't know/can't remember

For the following questions, please think
most recent virtual care appointment with
What was the purpose of your mof
virtual care appointment with a G
Please [¥] all the boxes that appl
[ Regular check-up
[ Initialfollow-up consultation
O Request a prescription
O Receive a test result
[ Medical diagnosis or advice

[ Treatment or therapy

O Treatment or therapy review
[ Seska referral

O Other

heaith
N | M.

Your feedback will help improve healthcare
services for Aboriginal people

When completing this questionnaire, pleas think about your experiences of care at the hospital named,

in the month shown, in the covering letter. If you had more than one admission in that month, to the.

hospital named in the letter, please refer to the most recent admission. You were selected to complete the
‘questionnaire as your hospital record identified you as an Aboriginal and/or Torres Strait Isiander person. Your
feedback will help us improve healthcare experiences and outcomes for Aboriginal people across NSW.

Any information you provide will be treated confidentially, and the healthcare staff who cared for you will not be

able 10 see your responses.

For each question, please mark (¥) clearly in the box
next to the answer you choose using a blue or black
pen. Don't worry if you make a mistake; simply fill in
the box @ and mark (¥ in the correct box.

ARRIVAL

For the questions in this section, please think
about when you first arrived at the hospital and
all the staff you met. including receptionists.
nurses and others.

Were the staff you met on your arrival to
hospital polite and welcoming?

O Yes, definitely

) Yes, to some extent

O No

() Don't know/can't remember

a

P How well organised was the
admission process?

() Very well organised

() Fairly well organised

() Not well organised

(O Not applicable

T PAGE 1

[ Yes, definitely

[ Yes, to some extent
ONo

O Not applicable

PAGE 4 ©

‘Sometimes response options have a ‘Go to...
instruction which directs you to skip any questions
that do not apply to you.

THE HOSPITAL ENVIRONMENT

For the questions in this section, please
think about your experiences of the hospital
environment during your stay.

B How clean were the areas of the hospital
you used during your stay?
(0 Very clean
() Fairly clean
() Not very clean
[ Not at all clean

i

How would you rate the food you were
served while in hospital?

(D Very good

O Good

([ Neither good nor poor

0 Poor

() Very poor

() 1 wasn't served any hospital food

T Please tum over @


http://bhi.nsw.gov.au

Listening and learning

Aboriginal patient
experience

In July 2021, BHI published a major report, Aboriginal
people’s experiences of hospital care, reflecting the
experiences of more than 8,000 Aboriginal people
who were admitted to, or gave birth in, a NSW

public hospital.

It provided valuable insights, including differences

in Aboriginal people's experiences in urban

and rural hospitals; the benefits of contact with
Aboriginal Health Workers; and the gap between the
experiences of Aboriginal and non-Aboriginal people.

The report provided government, system managers
and healthcare professionals with actionable
insights to support programs to improve care for
Aboriginal patients.

In collaboration with the Centre for Aboriginal Health,
BHI will invite feedback from thousands more
Aboriginal patients from 2022 to 2024 to support
further reporting. Analyses of this feedback will be
presented in a range of future BHI reports.

Year in Review 2021-22

Hearing from Aboriginal people about their experiences of
care is fundamental to efforts to tailor care to their needs and
help improve health outcomes.

Aboriginal people's

' The Insights Series experiences of hospital care

Aboriginal people’s
experiences of
hospital care

n-Aborignal vomen a0 gaie.
overal care i hospltal

1
carel

information

0/0 of Aboriginal women who had the
support of an Aboriginal Health
Worker rated their overall care during

labour and birth as ‘very good’ What could improve...

The: doctors need to discuss care during labour and birth
d allow them the space

9
nformed decisions about their care. , ,

Significantly higher than those who were not
supported by an Aboriginal Health Worker

7 Thelothus e - b pcses pesecesthapta e [ AN ————

Bureau of Health Information
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Our reports

Surveys Survey reports highlighting key patient experience findings at NSW level were
published for four BHI patient surveys in 2021-22. For the larger surveys, more detailed
results at hospital, local health district and NSW levels are available on the BHI website.

H Adult Admitted Patient
Survey 2020
More than 16,000 people told us about their experiences of
care in one of 75 NSW public hospitals in 2020.

Overall, 95% of patients rated their care as

Year in Review 2021-22 Bureau of Health Information

Emergency Department Patient
Survey 2020-21

Almost 21,000 patients told us about their experiences of
care in one of 77 large NSW emergency departments in
2020-21.

Overall, 89% of patients rated their care as
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Our reports

surveys

Outpatient Cancer Clinics Virtual Care Survey 2020

Survey 2020

More than 2,500 patients told us about their virtual
healthcare outpatient appointment with a NSW public
hospital during 2020.

Almost 9,000 patients told us about their experiences of
care at one of 43 NSW outpatient cancer clinics in 2020.

Overall, 91% of patients rated the virtual care
they received as

Overall, 99% of patients rated their care as

Year in Review 2021-22 Bureau of Health Information



Our reports

Hea|thca re QuarteHy This report series underwent a major revamp in 2021-22, with a new

format to ensure we are effectively delivering key insights about the
performance of the healthcare system.

Healthcare Quarterly tracks activity and performance
for emergency department, admitted patient, elective
surgery and ambulance services in NSW. It also Hea |thca re

includes reporting on seclusion and restraint in public
hospitals with specialised acute mental health units. Qua rter|y

Healthcare Quarterly

In 2021-22, the main report was redesigned into Tracking public hospital and ambulance
a single, more streamlined document focused on service activity and performance in NSW
key findings for the quarter. This complemented April to June 2021

enhanced reporting in the BHI Data Portal, launched

in June 2021.

Behind the key findings

—o—Allhospitals® —o— Poer groups A8

et
Emergency department attendances
April 2016 to June 2021

Healthcare Quarterly continued to provide additional
insights into the impact of the COVID-19 pandemic
such as weekly emergency department and elective
surgery activity, and case and testing numbers.

bureau of
health
information
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The report also included further insights into activity
and performance in rural and urban areas.

—o—Troatodand —o—Troatodand  —O—Loftwithout, or o Trangforod to
discharged admitted before completing, another bospital

Figuo2
Emergency department attendances, by mode
of leaving

Aprii 20160 Juno 2021

Healthcare Quarterly results were presented in
the main report, with more detailed information,
including at hospital and local health district level,
available on the Data Portal and in activity and
performance profiles. S : 8

Year in Review 2021-22 Bureau of Health Information



Our reports

Healthcare in Focus

A companion to the Healthcare in Focus report
published a year earlier, this report further examined
how successive waves of the pandemic changed
patterns of activity and performance across the State.

The 2021 report focused on community-based
healthcare services, emergency departments, elective
surgery, admitted patients and ambulance services.

It included insights at NSW level, and for metropolitan
and rural and regional areas.

Key findings included:

e amajor increase in virtual GP consultations as
COVID-19 cases rose.

e increases in overall ambulance activity — with
more responses to patients with the most
serious conditions.

e ¢lective surgery waiting lists up following the
suspensions of non-urgent surgery.

e 94% of the NSW population aged 16+ received
at least two COVID-19 vaccine doses by the end
of 2021.

Year in Review 2021-22

BHI's annual healthcare performance report focused on the impact of the
COVID-19 pandemic on the health system during 2021.

‘ New South Wales and the
Healthcare in Focus COVID-19 pandemic in 2021

New South Wales
and the COVID-19
pandemic in 2021

Ambulance activity and performance

Emergency responses increased in metropolitan areas during Defta and Omiion Waies

The emergence of the Omicion varrt in 8
November resuted i anoter s in weeklyP1

 Number of ambulance responses, emergency priority (P1), NSW, metropolitan, and rural and
reginal areas, January to December 2021 and 2019

19.

oy st higher than pre.

Is before decreasing 10 2019 levels 18 Dacemoer. Follwing arecovery, e
5) of P1 cases reached withn 15 mintes

sharply again in December 02 ow of 7

areas ieasures, they remained
stablo 1 rura and rogional aeas throughout

Response
“The dispatch of an ambuance

xcentage of P1 cases reached

the Delia wave, t0alow of 34.2% i e
cing 11 September (Fgure 17). bt

bureau of

MW 2019 —o— NoW 2021

2 Healtcare i Focus - ew St e s e O 19 e 2021

HeskhcareinFocu e St Waksand the COVID-1 pandemicin 2021 Lk i 2
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Our reports

Measurement Matters

This report outlined the development of tailored
question sets for palliative care patients and
carers about their experiences with NSW
healthcare services.

The question sets will support the collection of
information about these patients’ and carers’
experiences with NSW healthcare services, which
can be used to drive improvements.

The development of these question sets is the result
of extensive research and consultation, including

a literature review, a review of relevant NSW policy,
consultation with palliative care professionals, and
focus groups and cognitive testing with patients

and carers.

Year in Review 2021-22

This report series provides in-depth analyses of methods and technical
issues relevant to performance measurement.

Measurement Matters

Measuring experiences
of palliative and
end-of-life care

Creating patient and carer question sets

M
information

Bureau of Health Information

Cogpitive testing

paliative care.

Atotalof

outpatients or

and ther e
outpa-tient sttings were face to face, whereas those

tele-ph Ofthe patents, fve
33 shortisted questons: commurity patients. Two of the carers wers fom the
9
exper
response optons. IMPACCT gatherod detalod foodback on partipans'
occured, ook e

sponse options. This ncluded separating inpationt
e

aross the same construct

epetive, reviing response options o provide -
“yos/no responsa as.

ouble-barrolied questin.

 Balanced, rather

opposect 10 an orcinal scale, and adopting a modu-ar
approach which would reduce questionnaita length

» Questions and istructions shouid be witen n plain

= ‘Don'tknow and ‘Not applicabl’ options should
only be used wharo ssertial

* Question wording shoud be cleas, balanced and
unbiased wih eacing questions avolded.

‘The question sets wero formatted as ighty designed
‘questionnares to ensure feedback focused on the
contont rather than design.

BHI commissioned IMPACCT to undertake cognitve
testing nterviews with paients and carers The
inter-views testec the extent fo which the questions

1o further refinements ofthe question ses fo ease the.
burden on respondents and optmise the quaity of
datathat couid be colected in uture.

Messurement Matters - e xpreces of ol and e e Whinowgoras

Measuring experiences of
palliative and end-of-life care

Final question sets

yni about whio keeping
and carers, othem about
their experienoss of palafive and enchof-fe care.

fou distinct

rely to generate rolovant and usefu nsights to inform

improvements in paliaive care across hospials and
health services

e

an encounter o care, and patients and carers across.
the joumey of care (Figure 1), Th identfod core

questions can be used in patientreported information

systems to collect point-o-care, rapid,refective and

Fawo 1

eviaby,
prosanted here, carsful decieions had to be mads

Potential survey cohorts

Patient

Carer
Encounter inan

Patient

Journey of care acr
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Interactive data

Bureau of Health
Information Data Portal

During 2021-22, the BHI Data Portal continued to
become a richer source of data with survey results
for emergency department, adult admitted and
outpatient cancer clinic patient experiences uploaded
for the first time.

Users are able to explore recent results in comparison
with past performance and other health services,
including trends over time.

The number of people accessing the Data Portal
grew quarter on quarter as we expanded the data
available in it.

The staged implementation of the portal is part of a
transition to a digital-first way of reporting healthcare
performance information, making results more
accessible and user-friendly.

Year in Review 2021-22

BHI ensures healthcare performance information is high quality,
integrated and easily accessible through its digital Data Portal.

Bureau of Health Information

Admitted patients v
Adult Admitted Patient Surv...v
2020 v
Nsw v
Overall satisfaction and out... v

Overall, how would you rate...v

Overall results v

Adult Admitted Patient Survey results, BHI Data Portal _

W NSW
fi@ Jan-Dec 2020

Overall satisfaction and outcomes
Overall, how would you rate the care you received while in hospital?

Responses
Click any bar below to filter charts

NSW peer groups
Very good




Alignment and responsiveness

Engagement and
collaboration

Engagement on reports

In response to stakeholder feedback, we delivered
information products designed to support local
health districts (LHDs) in understanding and
interpreting results from the NSW Patient Survey
Program, including summary reports for LHDs
highlighting areas to focus improvement efforts, new
search functionality to explore themes in patient
comments, and breakdowns of quarterly patient
experience key performance indicator (KPI) data.

We continued to work with the Clinical Excellence
Commission to incorporate mortality results into
its Quality Improvement Data System (QIDS),
making them more accessible to clinicians

and health managers to help inform local and
system-wide efforts to improve care. We also
engaged extensively with LHDs to support their
understanding of the results.

Patient experience focus
areas summaries for LHDs

L

In 2021-22, we further enhanced our engagement with stakeholders
to ensure we are responding to health system needs and
supporting our colleagues in using our information.

(@) Results from the Emergency

Areas of strong performancf

Significantly higher than NSW  Not significa

Overall satisfaction and outcomes
Q33" Overall, ED care was ‘very good”
Q3" ‘Would speak highly’ of ED experionc

Q@5 Care and treatment In the ED ‘definity

Compassion, respect and kindness
Qft ED health professionals ‘definltely’ Il

Qi8 ‘Always' traated with respect and dig

Trust and confidence

Qi4 ‘Dafinitely’ had trust and confidenc

Involvement in decision-making

Qi0* ‘Definitely’ Involved in decisions abot

Timely and coordinated care
Q5 ED staff chockod on condition whilo
Qi2" Rated how ED health professionala w

Q32 Providad with document summarisin

Effective communication
Q7 ED health professionals ‘always* axp|
undorstandablo way

Q8 'Definitoly’ had enough tme to diecul
‘with ED health professionals

Qt2 Family members or somone close 'd¢
talk to ED health professionals

Patient experience focus areas m presiet
(@ Results from the Emergency Department Patient Survey 2020-21 information

30-day mortality dashboards
in the QIDS platform

Hunter New England Local Health District

Patient experience surveys provide a rich source of information about the deiivery of healthcare services. The
results are a valuable tool for local heaith districts (LHDS) to assess where they are performing el and where
there is room lo improve.

‘This summary is designed 1o help Hunter New England LHD use patient survey resus to inform strategic improvement
and gauge progress by highlighting some key areas of strong performance and suggesting areas on which to
focus improvement efforts, based on the results of the Emergency Department Palient Survey (EDPS) 2020-21.

« Areas of strong performance - an emergency department (ED) is identified where the percentage of
patients selecting the most positve response option was significantly higher than NSW and/or increased
notably compared with 2019-20.

« Areas to focus improvement efforts — an ED s identified where the perg
positive response option was significantly lower than NSW and/or g

Results are grouped into key domains of patient experience, develop¢
Elevating the Human Experience guide.
Hunter New England overview
ACUTE MYOCARDIAL INFARCTION

For conditions of use, click the £} icon in the top right corner and navigate to the 'About’ section
For more information, see BHI's 30-day mortality reports here

QQO 8
Respondents «(
3,226

Patients rating their care, overall, a

Hospitals included in EDPS 2020-21:
Armidale, Belmont, Galvary Mater, Gessnock, Gunnedah, Inverell, Jor|
Moree, Muswellorook, Narrabri, Singleton, Tamworth

Click a hospital to begin
- NSW

e

IS

) Hunter New England
o) 59%

(down 4 percentage

Deaths per 100 patients

Bureau of Health

BHlis working
sorvioos. BHI-onq@n(

coucaton snainguagespokanat
2018 g a5 g mprove
o changs wasa et s
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Alignment and responsiveness

Engagement and
collaboration

Promoting use of BHI products

We piloted a series of information sessions to raise
awareness of the information available from BHI and
to support stakeholders to make effective use of key
reporting and information products. These were well
received with almost 150 participants by June 2022.
We will roll out a fuller program in 2022-23.

BHI information sessions

Year in Review 2021-22

Patient experience collaboration

BHI continued to collaborate around the design and
measurement of patient experience, including with
the Centre for Aboriginal Health, the Leading Better
Value Care program and the Cancer Institute NSW.
BHI also provided expert advice to inform a new
conceptual framework for self-reported information
and work on strategic alignment of patient experience
measurement initiatives.

Consultation for new Strategic Plan

We consulted on our upcoming Strategic Plan
2023-26 through wide-ranging engagement with
stakeholders across the NSW Health system. Our
goal in the coming three years will be to maximise the
impact of our information on behalf of NSW patients
and communities and enhance its value to the NSW
healthcare system.

Bureau of Health Information

In BHI's 2021 independent stakeholder survey:

More than 9 in 10 respondents said...

BHI fulfils its purpose well,
providing information that is

trusted and objective.

Around 8 in 10 said...

reports are relevant,
meaningful, robust, easy to

understand and actionable.



Audience engagement

Who did we reach?

__ Reports
Healthcare X g
Quarterly =&
public
reports

experienc
hospital care

Year in Review 2021-22

‘ Aboriginal people’s

Healthcare
Quarterly

Measurement Matters

Measuri

Bureau of Health Information

Healthcare

_ Mentions in the media

Total

946

Online

243

);:
Print
7

2105

Broadcast (

526

o <§9
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Audience engagement

Who did we reach?

__Website

Visits

page views

visitors per day

est retease
Performance of public
hospital and ambulance
services in NSW

Social media and e-newsletter _

Twitter followers

LinkedIn followers

e-newsletter subscribers

Year in Review 2021-22
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About the Bureau of Health Information

The Bureau of Health Information (BHI) is a board-
governed organisation that provides independent
information about the performance of the NSW
healthcare system.

BHI was established in 2009 and supports the
accountability of the healthcare system by providing
regular and detailed information to the community,
government and healthcare professionals. This in turn
supports quality improvement by highlighting how
well the healthcare system is functioning and where
there are opportunities to improve.

BHI manages the NSW Patient Survey Program,
gathering information from patients about their
experiences and outcomes of care in public hospitals
and other healthcare facilities.

BHI publishes a range of reports and information
products, including interactive tools, that provide
objective, accurate and meaningful information
about how the health system is performing.

BHI’'s work relies on the efforts of a wide range

of healthcare, data and policy experts. All of our
assessment efforts leverage the work of hospital
coders, analysts, technicians and healthcare
providers who gather, codify and supply data.

Our public reporting of performance information

is enabled and enhanced by the infrastructure,
expertise and stewardship provided by colleagues
from NSW Health and its pillar organisations.

bhi.nsw.gov.au
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