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SCIENCE OF PATIENT EXPERIENCE IMPROVEMENT
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Frustration & Anger 







“We’ve Got  Your Back”
Chrissan Segaram & Katherine Maka



Improve ACCESS to care for adult patients with 

BACK PAIN referred to Westmead Hospital 

Neurosurgical Clinics through a COST EFFECTIVE

PATIENT CENTRED service by August 2018.



Today 2020

Cut DNA’s

Access

Referrals & Triaging

Enhance comms

1 IN 6

1 IN 15

“It was a long-time 
waiting for an 

appointment…I 
suffered a lot” 



• 62 year old with LBP pain > 2 years

• Currently unable to work 

• GP referred to Neurosurgical clinics at 

Westmead Hospital

“No 

communication

How long will I 

wait?”

“No 

communication…my 

pain is increasing”

“Why do I 

have to wait 

so long in 

clinic?”

“Has care been 

organised for 

me…when will 

my pain settle?”





Patient Experience Heat Map

“I wait for ever…

No customer care…

No one really cares”



“9 weeks to be 

advised…

correspondence 

rude”



-

Solutions



Patient Experience Heat Map

April 2018 98 97 94

May 2018 87 87 100

June 2018 97 97 97

September 2017

Post Implementation of Solutions



Questions 5: Did staff explain things in a way you could understand?

PRE POST

Improvement 

by 50%



Questions 7: How likely are you to recommend the service?

PRE POST

YES!









Wisdom

Knowledge

Information

Data



SAMPLE SIZES vs HEALTHCARE ADOPTION RATES 



AI ENGINES VS APPICATIONS – NEW ENTRANTS 
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https://www.youtube.com/watch?v=ncjOaPjIips







