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This report summarises findings from the NSW Health Patient Survey, covering
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Introduction and Methodology

In 2007, NSW Health conducted its first state wide Patient Survey to gain information from patients across NSW about their
experiences with health care services. The public health organisations that participated in the survey covered the eight Area
Health Services and Children’s Hospital at Westmead. The survey was repeated again in 2008. In 2009, NSW Health continued
the survey with the aim of confirming previous findings, as well as documenting any improvements in health care delivery.

NSW Health has worked collaboratively with the Cancer Institute NSW to also include a cancer journey survey administered to
oncology outpatients. The Cancer Care Survey was conducted at 16 nominated sites across NSW and captured in detail the
experience of patients with cancer. These findings are published separately by the Cancer Institute NSW.

In May 2009, 216,071 surveys were posted to patients across NSW, who received inpatient and non-inpatient services in eight
service categories (including oncology) during February, 2009. As a total of 7,235 questionnaires remained unopened and were
‘returned to sender’, and a further 5,899 were not completed because the recipient considered him or herself ‘out-of-scope’ (see
discussion below) for the survey, an effective response rate of 38.42% was achieved, or 77,967 completed and returned
questionnaires.

Each state, area health service and facility report excludes the 3,655 completed ‘cancer care’ questionnaires and 754 ‘boost’
cancer inpatient questionnaires, meaning that the results presented in these reports are based on a total of 73,558 completed
surveys across the remaining seven patient categories. Details on the total mailings, questionnaire returns and response rates
achieved for each patient category are reported in Table 1 for the state of NSW (and in Table 2 for CHW). Each table also
presents the ‘raw’ and ‘effective’ response rates for each patient category. ‘Raw’ response rates are the proportion of completed
questionnaires out of all mailed questionnaires. ‘Effective’ response rates are the proportion of completed questionnaires out of
all the mailed questionnaires subtracting the number of questionnaires that were ‘return to sender’ (RTS) and out of scope.

Table 1: Total Mailings, Questionnaire Returns and Response Rates by Patient Category for NSW, 2009
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Service Category i = x X ic o - 2P Ey X E N= Wy
Cancer Overnight o o o
ot 2,051 1,973 48 1,925 1013 | 24July09 | 4939% | 51.34% | 52.62%
Overnight Inpatients 26,017 25,791 824 24,967 11431 | 24July09 | 43.94% | 4432% | 45.78%
Day only Inpatients 18,458 18,310 417 17,893 8,805 | 24July09 | 47.70% | 48.09% | 49.21%
Non-admitted Emergency | 70,893 70,239 2,764 67,475 21548 | 24July09 | 30.40% | 30.68% | 31.93%
Non-admitted Outpatients | 38,052 36,538 1,001 35,447 13,811 | 24July09 | 36.30% | 37.80% | 38.96%
Paediatric Inpatients 6,208 6,205 163 6,042 2252 | 24July09 | 36.28% | 36.20% | 37.27%
Adult Rehabilitation 1,708 1677 84 1,593 592 24 July09 | 34.66% | 3530% | 37.16%
Inpatients
ggﬁrz’r‘:t‘;”'ty Health 45,384 42,698 1,740 40,958 15,119 24 July 09 | 33.31% 35.41% 36.91%
gg{i‘gs{s?are Journey 7,820 7,241 119 7,122 3,655 24 July09 | 46.74% | 50.48% 51.32%
Total 216,071 | 210,172 7,235 202,937 | 77,967 | 24July09 | 36.08% | 37.10% | 38.42%

*Note: Reported separately in Cancer Institute NSW State wide and individual nominated (or participating) facility reports.
°Note: Includes 16 nominated ‘boost’ sites and Cancer Inpatients identified within ‘Overnight Inpatient’ sample.
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These response rates were achieved through the use of a three stage research process:

1.

4.

27 May: Mailing of one of eight specially designed Picker/NRC questionnaires, including a personalised covering letter
and a postage-paid envelope, to a list of patient names and contact details which had been randomly selected from lists
generated by NSW Health for participating facilities within each patient category; a sheet containing a one paragraph
description of the survey in twenty languages was included in the initial mailing pack to encourage the participation of
patients from culturally and linguistically diverse backgrounds. Non-admitted emergency patients were provided with the
opportunity to complete the survey online.

10 June: Mailing of reminder postcards to all patients encouraging them to complete the questionnaire. The postcard
thanked patients who had already returned the questionnaire.

1 July: Mailing of 161,191 reminder questionnaire packs, containing an identical copy of the original questionnaire,
another postage-paid envelope, and a reminder letter, to patients who had not returned a completed questionnaire
within five weeks of the initial mailing; and

24 July: Final return date for completed questionnaires.

For CHW, questionnaires were mailed to patient groups specified in Table 2 below. The total numbers of questionnaires mailed
and the ‘raw’ and ‘effective’ response rates specific to each patient category are also presented in Table 2.

Table 2: Total Mailings, Questionnaire Returns and Response Rates by Patient Category for CHW, 2009
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Service Category 2 £ x & £ (3} 4 2R Ly XE R Wy
ﬁig%i;g‘fmight 83 82 1 81 29 24 July 09 | 34.94% 35.37% 35.80%
Overnight Inpatients 7 7 0 7 3 24 July 09 42.86% 42.86% 42.86%
ght Inp
Day only Inpatients 27 27 0 27 4 24July09 | 14.81% | 14.81% 14.81%
Non-admitted 1,398 1,390 41 1,349 446 24 July 09 | 31.90% | 32.09% 33.06%
Emergency Patients
Non-admitted 1,028 1,004 11 993 352 24 July09 | 34.24% | 3506% | 35.45%
Outpatients
Paediatric Inpatients 620 620 14 606 219 24July09 | 3532% | 3532% | 36.14%
Adult Rehabilitation 0 0 0 0 0 24 July 09 | 0.00% 0.00% 0.00%
Inpatients
g:t'i‘::t‘;"ity Health 0 0 0 0 0 24 July 09 | 0.00% 0.00% 0.00%
g:t’;:ﬁ[sfare journey’ 168 163 2 161 55 24July 09 | 32.74% | 33.74% 34.16%
Total 3,331 3,203 69 3,224 1,08 | 24July09 | 33.26% | 33.65% | 34.37%

*Note: Reported separately in Cancer Institute NSW State wide and individual nominated (or participating) facility reports.
°Note: Includes 16 nominated ‘boost’ sites and Cancer Inpatients identified within ‘Overnight Inpatient’ sample.




2 :4 of5

The sample drawn for the survey is a stratified random sample from all facilities offering services in the eight patient categories
during the month of Feb 2009.

A population matrix of individual patients treated in each patient category at each facility is constructed, where a patient treated
on more than one occasion is calculated as only one patient. Taking in to consideration a target number of responses required
to yield results of high statistical accuracy, an appropriate mail quantity is determined (taking in to consideration the expected
response rate), which is drawn randomly from the available population. For larger facilities, a relatively small proportion of the
population is sufficient to generate samples that permit adequate statistical accuracy. At smaller facilities, the entire population
of patients in a particular category may be selected.

A sample weighting process is required to ensure that the sample is a true reflection of the population of patients. The weighting
process involves weighting the achieved responses for each patient category, based on actual facility population numbers.

Throughout the two month period that the NSW Patient Survey was being conducted, Ipsos operated a free-call 1800
‘telephone’ hotline for patients receiving the questionnaire pack to call if needed. 8,431 calls were received by this ‘hotline’ from
patients and their relatives or carers across NSW. Almost half the calls (47.30%) were classified to be terminations from
participation in the survey (due to the patient being too sick, deceased, ‘out-of-scope’ or refusing to participate); trained
telephone operators encouraged the remaining callers to complete and return a questionnaire, either by assisting them to
answer particular questions or by allaying fears that may have been raised (concerning eligibility, privacy, confidentiality of the
information provided, etc). In addition, 251 patients called the toll free Healthcare Interpreter Service, operated by Hunter New
England AHS, where they were assisted to participate in the NSW Health Patient Survey in 24 different languages.

The eligibility (‘in-scope’) criteria for each patient category were as described in Table 3 below.

Table 3: Eligibility Criteria for Participation in the 2007 NSW Health Patient Survey by Patient Category

Patient Category Definition

Acute Care (Overnight) — Includes all overnight inpatient admissions - excluding children

Overnight Inpatients (OI) under 17 years, newborns, mental health, and rehabilitation

Acute Care (Same day) — Includes all day only inpatient admissions - excluding children

Day only Inpatients (DI) under 17 years, newborns, mental health, and rehabilitation

Inpatient services for children under 17 years - includes overnight and same day,

Paediatric Inpatients (P!) excludes children and adolescents admitted to a mental health unit

Adult Rehabilitation Inpatients | Adult Rehabilitation Inpatients — sub/non-acute inpatients flagged as rehab (17 years and

(RI) over) (exclude palliative care, maintenance, GEM, psychogeriatric)
Non-admitted Emergency Emergency Department (non-admitted) — all presentations to the emergency department
Patients (EP) (excluding admitted patients)
Hospital Outpatients — non-admitted patients in a hospital setting, includes
Non-admitted Outpatients specialty/procedural clinics (e.g. diabetes, gastro, respiratory, cardiology) and allied
(OP) health, excludes mental health outpatients + services provided in community health
settings
Community Health Patients Community Health — all non-hospital services, including home visits, clinics, etc, that is
(CH) not included in the above categories

Cancer Care Services — non-admitted patients attending oncology outpatient clinics
providing medical oncology, chemotherapy, radiation oncology, haematology services
excluding non-cancer related haematology (includes children and adolescents)

Cancer Care ‘journey’
Patients (CC)
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In addition, it was decided to exclude several patient groups from participation in the 2007, 2008 and 2009 Patient Survey.
These included patients treated for child protection issues, sexual assault and domestic violence (to protect their personal
safety).

The NSW Hospital Peer Groups — Listing 2006/07 as defined by NSW Health was used to assign facilities to peer groups for
benchmarking comparative data in all patient categories with the exception of the Community Health category.

For the Community Health survey category, facilities or services reporting community health NAPOOS data to NSW Health for
2006/7 were grouped into peer groups based on NAPOOS activity. A small number of facilities/services were assigned to an
‘Ungrouped’ group, these being specialist units with insufficient peers and only limited comparisons can be made within this

group.

This CHW report should be read in conjunction with the NSW Health Statewide Report, the other Area Health Service (AHS)
reports and the individual facility or service reports which have been separately prepared. A facility or service report has been
automatically generated for all NSW Health facilities or services for which thirty or more completed questionnaires were returned
for at least one patient category. In addition, ‘small site’ summary reports or chapters are being prepared for facilities or services
for which between 20 and 29 completed questionnaires were returned for one or more patient categories.
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The Children's Hospital at Westmead-Chapter 4: Picker Dimensions of

NSWEHEALTH E25ruaR 5006 (ra1024)

Relationship of "Overall care received" and Overall Satisfaction

Top Priority High Priority
(Low Positive Score, High Correlation) (High Positive Score, High Correlation)
1.00 4 3
°
0.904
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c
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Medium Priority Low Priority

(Low Positive Score, Low Correlation) (High Positive Score, Low Correlation)

% Positive Score

1CD - Access to Care 5CD - Coordination of Care
2CD - Respect for Patient Preferences 6 CD - Information and Education
3CD - Family and Friends 7 CD - Physical Comfort

4CD - Continuity and Transition 8CD - Emotional Support

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.
Your current score is: higher 4 or lower-¥.

For more information contact:
Ms. Helen Byrnes at 02 4985 5553
M NRePIcKER
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The Children's Hospital at Westmead-Overview of Measures - Measures

NSW@HEALTH Ig)éberﬁggye;OOQ (n=1024)

Detail
February 2007  February 2008 February 2009 CHW Males CHW Females
% Positive Score
90.1%% ga.cos  Overall carereceied (oCood | '91.6% 90.0%% 92.8%%
36.3%% 34.7%% Overall facillty rating (%9/10) 533.2% 34.5% 31.0%%
63.6%% 64.0% ol recommen e e | '65.3% 67.7%% 63.1%%
75.5%% 74,2008 AVRIRPIILY 07 Drs (GoodVGood | ’71.7% 71.3% 70.8%
83.1% 78.6%e  AVAIRDI ofNurses (6Co0d | ’82.3% 82.5% 81.4%
48.4%% 50,7008 SO O e ) 5431% 47.7% 38.6%%
66.7% 64.8% Confidence/trust in Nurses;m\;;?g), | ’65.4% 61.8% 4 68.0%
63.0%% 58.7%% oG S e o) | ’64.9% 64.0% 65.9%
72.5% 69.9%% €D - Access to Care | ’72.6% 70.3% 74.4%
64.5% 62.5% CD - Information and Education | '63'8% 63.7% 63.6%
60.5% 59.9% CD - Emotional Support | ’60.6% 61.5% 58.9%
66.8%% 65.1% CD - Coordination of Care | '65.2% 64.9% 65.3%
69.3% 70.4% CD - Respect for Patient '70.2% 69.3% 70.8%
33.3% 100.0%% CD - Family and Friends | ’66.7% 50.0% 100.0%
67.3%% 65.9%% CD - Physical Comfort ’63.4% 67.1%% 58.8%%
65.9% 65.6% CD - Continuity and Transition | '66'1% 66.2% 65.8%
February 2007  February 2008 n size
Gender
51.1%% 48.7%% Male [T 44.0% 441
48.9%4 51.3%% Female [T 56.0% 547

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.
Your current score is: higher 4 or lower-¥.

For more information contact:

Ms. Helen Byrnes at 02 4985 5553
) N\ NRCPICKER
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The Children's Hospital at Westmead-Overview of Measures - Measures

RSW&HEALTH It;ebArquy 2009 (n=1024)

Detail
February February CHW Ages CHW Ages CHW Ages CHW Ages
2007 2008 February 2009 0-19 20-39 40-59 60+
% Positive Score
i 0,
901%%  ga.eoe OVeralcare recelved (hCo0d | '91.6% 92.8%%  882%%  79.0%%  100.0%
36.3%8%  347%%  Gyerall facility rating (%9/10) 533.2% 34.7%8%  269%%  163%%  50.0%%
0,
63.6%%  64.0% ol recommen e e | '65.3% 67.8%%  453%%  49.4%%  50.0%%
—_— .
75.5%8 74208 AV OTDIS CCo0d ’71.7% 72.8% 60.5%%  73.3%
- .
83.1% 78,6000 AValaDilty of N“fssgg§$g§2§| ’82.3% 83.9% 63.6%%  83.3%
asand 50Tl N e o) 5431% 45.7% 25.6%%  50.0%
66.7% 64.8% e e aa, Al | ’65.4% 685%%  49.1%%  44.4%%
Enough say about treatment
63.0%%  58.7%% Oves, aways) | 64.9% 65.8% 547%®  62.4% 50.0%
72.5% 69.9%% €D - Access to Care | ’72.6% 73.2% 62.2%%  78.8%
64.5% 62.5% CD - Information and | '63.8% 65.1% 57.6%%  50.9%%  50.0%
60.5% 59.9% CD - Emotional Support | ’60.6% 63.6%%  41.9%%  554%
66.8%%  65.1% CD - Coordination of Care | '65.2% 66.5% 57.7%%  556%%  50.0%
69.3% 70.4% CD - Respect for Patient '70.2% 71.8%%  58.6%%  67.2% 50.0%%
333%  100.0%%  Cp . Family and Friends | ’66.7% 66.7%
67.3%8%  65.9%% CD - Physical Comfort ’63.4% 64.5% 50.7%®  60.5% 50.0%
65.9% 65.6%  Cp - Continuity and Transition | '66.1% 66.7% 67.1% 59.2%%  50.0%%

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.

Your current score is: higher 4 or lower-¥.

For more information contact:
Ms. Helen Byrnes at 02 4985 5553

M NRCPICKER
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The Children's Hospital at Westmead-Overview of Measures - Measures

NSWEHEALTH L5600 (rotozs

Detail
February February
2007 2008 n size
Age

95.60%%  90.2%% Ages0-19 | fa7.6% 868
36.1% 36.0% Ages 0-19 [ #36.7% 328
33%®  6.7%% Ages 20 - 30 [#8:3% 96
33%®  6.7%% Ages 20 - 30 [#8:3% 96
11%®  31%% Ages 40 - 59 (J§3.7% 36
11%®  31%% Ages 40 - 59 (J§3.7% 36
0.0%%  0.1%% Ages 60 and over §0-4% 2
0.0%%  0.1%% Ages 60 and over §0-4% 2

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.
Your current score is: higher 4 or lower-¥.

For more information contact:
Ms. Helen Byrnes at 02 4985 5553
M NRePIcKER
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The Children's Hospital at Westmead-Overview of Measures - Measures

NSWEHEALTH REoeary 53e (n=1022)

Detail
CHW English at CHW Other than
February 2007  February 2008 February 2009 home English at home
% Positive Score
i 0,
90.1%% ga.cos  Overall carereceied (oCood | '91.6% 93.4%% 83.5%%
36.3%% 34.7%% Overall facillty rating (%9/10) 533.2% 35.20% 23.6%%
0,
63.6%% 64.0% ol recommen e e | '65.3% 67.1%% 53.3%%
—_— .
75.5%% 74,2008 AVRIRPIILY 07 Drs (GoodVGood | ’71.7% 75.0%% 57.2%%
- .
83.1% 78.6%e  AVAIRDI ofNurses (6Co0d | ’82.3% 83.3% T7.7%%
48.4%% 50,7008 SO O e ) 5431% 45.6% 38.5%
. . .
66.7% 64.8% Confidence/trust in Nurses;@\;}eg), | ’65.4% 70.1%% 19.8% %
63.0%% 58.7%% oG S e o) | ’64.9% 65.6% 64.0%
72.5% 69.9%% €D - Access to Care | ’72.6% 73.2% 68.1%%
64.5% 62.5% CD - Information and Education | '63'8% 64.8% 57.3%%
60.5% 59.9% CD - Emotional Support | ’60.6% 62.9% 55.3%%
66.8%% 65.1% CD - Coordination of Care | '65.2% 67.2%% 55.20%%
69.3% 70.4% CD - Respect for Patient '70.2% 72.2%% 63.3%%
33.3% 100.0%% CD - Family and Friends | ’66.7% 50.0%
67.3%% 65.9%% CD - Physical Comfort ’63.4% 62.9% 62.7%
65.9% 65.6% CD - Continuity and Transition | '66'1% 66.0% 62.7%%
February 2007  February 2008 n size
Language
85.3%% 84.2%% English at Home | fls2.0% 699
14.7%% 15.8%% Other than English at Home 517-1% 166

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.
Your current score is: higher 4 or lower-¥.

For more information contact:
Ms. Helen Byrnes at 02 4985 5553

M NRCPICKER
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The Children's Hospital at Westmead-Overview of Measures - Measures

by Payment Type
February 2009 (n=1024)

Detail .
CHW Public/
Medicare CHW Private  CHW Other
February 2007 February 2008 February 2009 Patients Patients Patients
% Positive Score
i 0,
90.1%% ga.cows  Overal carereceveld OhCood | '91.6% 91.3% 93.6%% 87.3%%
36.3%% 34.7%% Overall facillty rating (%9/10) 533.2% 33.4% 33.4% 29.0%
0,
63.6%% 64.0% ol recommen | '65.3% 64.9% 67.8% 60.5%%
- .
75.5%% 74,2008 AVRIRDILY OF Drs (%6GoodVGood! | ’71.7% 71.0% 72.4% 87.9%%
—_— .
83.1% 78.6%e  AVAlADIl of Nurses DhCood | ’82.3% 80.9% 85.7%% 88.8%
Nurses discussed anxieties/fears
48.4%% 50.7%% (%ves, completoly) 43.1% 41.7% 50.0% 40.1%
. . .
66.7% sagy  Confdenceltrustinurses (ves, | ’65.4% 61.1%% 78.1%% 67.5%
0,
63.0%% 58,704 ="1OUIN 52y about reatment (vee, | ’64.9% 66.4%% 60.6%% 50.9%%
72.5% 69.9%% CD - Access to Care| '72.6% 71.5% 74.1% 86.8%%
64.5% 62.5% CD - Information and Education | '63.8% 63.1% 70.2%% 50.5%%
60.5% 59.9% €D - Emotional Support | ’60.6% 58.2%% 69.4%% 60.3%
66.8%% 65.1% CD - Coordination of Care | ’65.2% 66.1% 61.0%% 59.3%%
69.3% 70.4% CD - Respect for Patient '70.2% 70.5% 72.1% 62.6%%
33.3% 100.0%% CD - Family and Friends | ’66.7% 66.7%
67.3%% 65.9%% CD - Physical Comfort ’63.4% 61.7% 67.6%% 76.3%%
65.9% 65.6% CD - Continuity and Transition | '66.1% 67.4% 63.2%% 48.3%%
February 2007 February 2008 n size
Payment Type
84.6%% 82.6% Public or Medicare patient | ‘83-3% 816
11.20% 14.0%% Private Patient [ J#12.9% 151
4.2% 3.4% other (P3.8% 42

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.

Your current score is: higher 4 or lower-¥.

For more information contact:
Ms. Helen Byrnes at 02 4985 5553

M NRCPICKER



September 18, 2009 Page 6 of 8

The Children's Hospital at Westmead-Overview of Measures - Measures

- b k d
NSWEHEALTH RLsrary 5606 (n=1024

Detail

February 2007  February 2008 February 2009 CHW ATSI CHW Non-ATSI

9% Positive Score

90.1%% ga.cos  Overall carereceied (oCood | '91.6% 94.9% 91.5%
36.3%$ 34.7%¥ Overall facility rating (%69/10) 533-2% 31.3% 33.3%
63.6%% 64.0% ol recommen e e | '65.3% 61.0% 65.3%
75.5%% 74,2008 AVRIRPIILY 07 Drs (GoodVGood | ’71.7% 717% 71.8%
83.1% 78.6%e  AVAIRDI ofNurses (6Co0d | ’82.3% 82.1% 82.1%
48.4%% 50,7008 SO O e ) 5431% 0.0% 42.6%
66.7% 64.8% Confidence/trust in Nurses;m\;;?g), | ’65.4% 67.9% 65.3%
63.0%% 58.7%% oG S e o) | ’64.9% 83.3%% 64.2%
72.5% 69.9%% €D - Access to Care | ’72.6% 63.4%% 72.8%
64.5% 62.5% CD - Information and Education | '63'8% 77.0%% 63.3%
60.5% 59.9% CD - Emotional Support | ’60.6% 74.3%% 60.2%
66.8%% 65.1% CD - Coordination of Care | '65.2% 64.9% 65.2%
69.3% 70.4% CD - Respect for Patient '70.2% 79.3%% 69.9%
33.3% 100.0%% CD - Family and Friends | ’66.7% 66.7%
67.3%% 65.9%% CD - Physical Comfort ’63.4% 53.4%% 64.0%
65.9% 65.6% CD - Continuity and Transition | '66'1% 62.7% 66.4%
February 2007  February 2008 n size
Background

98.0%% 98.1%% No | fo7.6% 993

1.9% 1.8% Yes, Aboriginal @2-1% 20

0.1%#* 0.0%#* Yes, Torres Strait Islander '0-3% 2

Arrow represents statistically significant differences, at the 95 % confidence level, from your current score.
Your current score is: higher 4 or lower-¥.

For more information contact:

Ms. Helen Byrnes at 02 4985 5553
) N\ NRCPICKER
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4 Significantly Higher Than All NSW Health Patients

¥ Significantly Lower Than All NSW Health Patients

The Children's Hospital at Westmead

January - December 2009

Overall Nurses
care Would Availability Availability discussed Confide- Enough

received Overall reco- of Drs of Nurses anxieties/ nceftrustin say about

(%Good/ facility mmend (%Good/ (%Good/ fears Nurses treatment

VGood/ rating (%9/ (%Yes, VGood/ VGood/ (%Yes, (%Yes, (%Yes,
Facility Exc) 10) definitely) Exc) Exc) completely) always) always)
All NSW Health Patients 90.7% 42.3% 66.2% 77.7% 82.2% 50.9% 74.2% 68.9%
Measures by Admitted Patients 91.6% % 44.0%% 67.4%% 79.6% % 85.0%% 56.6% % 77.9%% 67.2%%
--Paediatric Inpatients (PI) 93.2%% 36.7%% 66.0% 75.6%% 87.2%% 76.5%%
Measures by Non-Admitted Patients 90.5%% 41.9%% 65.9%% 75.4%% 79.7%% 46.5%% 70.7%% 69.3% %
--Non-Admitted Emergency Patients (EP) 82.6%¥ 31.0%¥ 53.6%¥ 75.4%% 79.7%% 46.5%% 70.7%% 59.7%%
--Outpatients (OP) 92.2% % 39.4%% 65.0%% 68.9%
Measures by Area Health Services
--Greater Southern Area Health Service 92.4%% 47.7%% 69.6% 1% 81.2%% 85.5% % 55.3%% 78.9%% 74.3% %
--Greater Western Area Health Service 92.2%% 46.9%% 68.9%1% 81.6%% 83.9%% 52.2% 76.7%% 73.7%%
--Hunter New England Area Health Service 92.6% % 47.7%% 69.3%% 79.8% 1% 84.9%% 54.8% % 78.0%% 72.9%%
--North Coast Area Health Service 91.5%% 47.0%% 70.0%% 79.6%% 84.5%% 55.7%% 79.3%% 71.0%%
--Northern Sydney Central Coast AHS 92.6% 1% 43.2%% 69.0% 1% 77.4% 81.6%% 50.1% 75.9%% 71.5%%
--South Eastern Sydney lllawarra AHS 89.0% % 38.7%% 64.0%% 76.8%% 81.8% 50.5% 73.7% 63.5%%
--Sydney South West Area Health Service 88.8%% 38.1%% 62.1%% 76.4%% 79.2%% 47.2%% 68.5%% 65.5%%
--Sydney West Area Health Service 87.9%% 37.8%% 62.0%% 74.0%% 79.9%% 47.1%% 70.0%% 65.9%%
--The Children's Hospital at Westmead 91.6%% 33.2%% 65.3% 71.7%% 82.3% 43.1%% 65.4%% 64.9%%

E! M NRCPICKER




September 18, 2009 Page 8 of 8

4 Significantly Higher Than All NSW Health Patients

" The Children's Hospital at Westmead

¥ Significantly Lower Than All NSW Health Patients

January - December 2009

CD - CD - CD -
CD - Information CD - CD - Respect CD - CD - Continuity
Access to and Emotional Coordina- for Patient Family and  Physical and

Facility Care Education Support  tion of Care Preferences  Friends Comfort Transition
All NSW Health Patients 73.3% 66.5% 64.1% 73.5% 76.9% 61.3% 72.7% 65.2%
Measures by Admitted Patients 71.0%% 71.1%% 69.5% % 71.6%% 76.9% 61.3% 75.8%% 63.3%%
--Paediatric Inpatients (PI) 71.5%% 69.5%1% 75.0%% 64.6%¥ 83.2%% 68.6%% 58.2%%
Measures by Non-Admitted Patients 77.8%% 64.8%% 59.4%% 74.2%% 76.9% 68.9%% 66.1%%
--Non-Admitted Emergency Patients (EP) 77.8%1% 53.9%% 59.4%% 66.2%% 74.8%% 69.4%% 59.7%%
--Outpatients (OP) 71.8%% 75.0%% 68.9%% 66.3%¥% 68.2% %
Measures by Area Health Services
--Greater Southern Area Health Service 73.5% 70.0%1% 68.1%1% 77.3%% 81.5%% 68.7%1% 76.4%% 65.8%
--Greater Western Area Health Service 74.3%% 69.8%1 66.9%1% 76.6%1% 81.0%% 65.8%1 75.5%% 67.7%%
--Hunter New England Area Health Service 75.3%% 69.5% % 66.8%1% 78.1%% 80.7%% 64.7%% 74.0%% 67.3%%
--North Coast Area Health Service 73.0% 68.1%% 67.8%% 75.9%% 80.3%% 65.6%1% 76.3%1% 67.2%%
--Northern Sydney Central Coast AHS 74.2%% 68.0% 1% 64.1% 75.3% % 79.7%% 58.4%% 72.2% 62.9%%
--South Eastern Sydney lllawarra AHS 73.5% 63.7%% 63.5%% 70.5%% 73.9%% 60.5% 73.3%% 63.9%%
--Sydney South West Area Health Service 71.9%% 64.8%% 60.9%% 70.2%% 71.8%% 57.7%% 69.4%% 64.9%
--Sydney West Area Health Service 71.6%% 62.9%% 60.3%% 69.9%% 72.4%% 56.3%% 70.7%% 64.3%%
--The Children's Hospital at Westmead 72.6% 63.8%% 60.6%% 65.2%% 70.2%% 66.7% 63.4%% 66.1%%

E! M NRCPICKER
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