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Australian health consumers

• Budget and capacity – we’ve 
gotta change

• Chronic conditions
• Co-morbidities
• Aging
• Mental health
• Disability

• Big data, analytics
• Funding, incentives, integration
• Fragmentation – my knee

• Patient expectations
- Patient centricity
- On-demand healthcare
- Information, transparency
- Connected consumer
- Personalisation
- Technology, digital, not face-

to-face
- Outcomes that matter to me 

not the system
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The importance of experience

• Every other industry is obsessed with customer experience…
• PwC BXT
• IHI Quadruple Aim – are you improving?
• PREMS and PROMS
• Openness, transparency… ‘Sunlight is the best disinfectant; electric 

light the most efficient policeman’… Judge Louis Brandeis
• Quality and safety

- Keogh lead indicators – leadership, patient and staff experience
- Victoria SCV

• Outcomes based approaches… the recipients’ end of the telescope
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What needs to change?
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What needs to change?
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Whole person care

Funding
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What needs to change?
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Some potential discussion areas

1. Are patience and staff experience important?
2. What are you doing in this area?
3. How can we streamline capture, synthesis and reporting?
4. Where’s the balance of power? Clinician… Patient
5. How can co-creation help? Hinder?
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