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Dec 2023

Pre-Planning

• Action Day Committee

• Pre-Action Day Survey

• Process Map
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Process Map Exercise  
 Working 

Well

Areas for 

Improvement Priorities

Prior to Clinic

Referral Management 1

Appointment Booking (Rebooking ) 7 6

Appointment Booking (Rebooking ) 8 4

Questionnaire 5 9

Local therapy and family feedback 5 14

Pre (Post) Clinic Meeting 16 11

Planning/preparation 3 5

Day of Clinic

Waiting area 8

Admin 5 5

Paging 3 2

Starting Clinic 4 10

During Clinic Appointment

First appointment 2

Questions/Clinic structure 28 35

MDT Functioning 24 24

Time 4 9

Consistency 6

Child/adolscent involvement 1 4

Assessment 1 3

Rooms 2

Infection Control 5 1

Telehealth 1

Working 

Well

Areas for 

Improvement Priorities

End of Clinic Appointment

MDT Discussion 10

Plan/Feedback provided to family 7 11

After appointment

eMR Documentation/Stats 5 3

Email Summary 5

Clinic Letter 6 21

Post Clinic Meeting 10 8

Care Coorination/Follow up on Actions/Referrals11 4

Follow Up

Rebooking Timeframes 8 19

Rebooking Process 10 10

Appointment Availability 3

Active patient management/Discharges/Lost to follow up 4

Side Processes

Eligability/Service Model/Core Business 7

Audits/Outcome measures 5 1

Car Park

Botox 1 3

Day rehab 1

Rural families 1
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Rehab2Kids Patient Reported 
Experience Measure (PREM) 2023/2024

Were your child's priorities and 
goals addressed by the health 

professionals? 

“Definitely as discussed transition to 
adult services”

Yes, definitely

How would you like to receive 
information discussed in your 

child’s appointment?

“A small thing if not already there- 
written summary of what's been 

discussed will be good”

Verbal plan on the day

Brief written plan on the
day

Clinic letter sent out in
the weeks after the

appointment

Were you and your child treated 
with respect and dignity while 

you were at the clinic?

“Reception staff are also very helpful 
and knowledgeable” 

Yes, always Yes, sometimes
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Dec 2023 Feb 2024

Pre-Planning 
Action Day Committee 
Pre-Action Day Survey

PREM

Action Day  
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Action Day

Activity 1 : Roles & Responsibilities Activity 2 : Patient Clinic Journey – “Must 
Haves “& “Good to Have”
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Dec 2023 Feb 2024 March-April 24

Pre-Planning 
Action Day Committee 
Pre-Action Day Survey

PREM

Action Day  
Roles

MUST HAVEs, 
GOOD to HAVEs

Further 
Consultation 
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Dec 2023 Feb 2024 March-April 24 May 2024

Pre-Planning
 Action Committee 

Pre-Action Day Survey
PREM

Action Day 
 Roles, 

MUST HAVEs
GOOD to HAVEs

Further 
Consultation 

Survey
Comments

Final Documents & 
Implementation
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NSW PRS PREM RESULTS
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MUST HAVES



16 Sydney Children’s Hospitals Network

GOOD TO HAVES
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Debriefing Tool

Purpose 

• Help staff to evaluate the team's 
success in delivering a family-
centred appointment.

• Solution-focused tool to identify 
strengths

• Assess effectiveness in covering 
Key appointment. Components 

Tool Usage 

• Use ad hoc or at set times
• As a team
• Post-clinic

• Neutral facilitator beneficial

• Documentation optional 

Evaluation

• Trial template

• Provide feedback
 
• Assess usefulness for reflection 

and practice changes 

• Available as ongoing tool to drive 
improvement
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Final Documents & 
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• Pre-Clinic Questionnaire

• Clinic Letter

• Rebooking timeframes

May-Aug 2024

PDSA
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Pre-Clinic Questionnaire
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Clinic Letter
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Follow up Time Frames
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Follow up Time Frames
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Follow up Time Frames
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Follow up Time Frames
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Follow up Time Frames
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Dec 2023 Feb 2024 March-April 24 May 2024

Pre-Planning
 Action Committee 

Pre-Action Day Survey
PREM

Action Day 
 

Roles, 
MUST HAVEs

GOOD to HAVEs

Further 
Consultation 

Survey
Comments

Final Documents & 
Implementation

May-Aug 2024

PDSA

Sept 2024

Evaluation
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Evaluation Survey

0 2 4 6 8 10

Strongly Disagree

Disagree

Neither Agree nor Disagree

Agree

Strongly Agree

"MUST HAVEs”

0 2 4 6 8

Very Negative

Negative

Neutral

Positive

Very Positive

Impact of Questionnaire 

Most staff report that “MUST HAVEs and 
“Good to Haves” are implemented

“Drs considers ways to step out of clinic if need to have team discussion 
before providing recommendations to families”

Most agree debrief tool is useful for reflection 
and plan to use it.

“It's been helpful, the self-reflection practice is useful”

Most staff feel Pre-Clinic Questionnaire 
positively impacts clinics.

“Now we see a stronger focus on family's priorities, especially 
with  incorporation of F-words into clinics”
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i9 presentation to Joe 
Smith

32

Champions / Sponsorship
• HOD
• Action Committee 
• Clinical Coordinators

Focus Group
• Action Committee
• External Facilitation 

Sustainability Strategies
• Meetings
• Self-Reflection Tool
• Spreading Change
• Orientation

Documentation
• Clear documentation of changes
• Access to documents

Staggered Roll Out
• Staff “buy-in”
• Implementation of agreed changes

Feedback
• Staff 
• Consumers

Insights  
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