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BOPDHB Partners in Care Codesign Programme
Using patient and staff experience to develop better healthcare services is the goal of
the Partners in Care Co-design Programme which began in September. The sevenmonth Health Quality & Safety Commission (HQSC) programme got underway with a
masterclass for seven BOP teams on the skills needed, delivered by Dr Lynne Maher.
One of the patient representatives Michael Tokona said he was proud to be taking part.
"It's great to be involved with a project that will be helpful for the whole community as
well as for myself. I'm thankful to be a part of that and with so many great people here
today."
Partners in Care is about identifying opportunities to improve services, moving this to a
project phase and having patients and their feedback as an integral part of that process
said HQSC Partners in Care Director Dr Chris Walsh.
"Patients have a unique viewpoint and can provide valuable input on how services can
be improved, where priorities should be set, and where quality issues have arisen in the
delivery of health services," she said.
"The group is enthusiastic and really committed to the next seven months and that's
what we are seeing. We are absolutely delighted to be working with the DHB on this."
Quality & Patient Safety - Programme Manager Averil Boon said the programme was
"further evidence of how we are involving patients more and more in everything we do
and it's so good to see".
Dr Maher said she sensed a tangible passion for working with patients at the DHB.
"People have been very engaged and it will be exciting going forward to see how they
all progress with their individual projects. I have heard a lot of comments about how the
decision to do this sits so well with the All-one-team value of your CARE values.
James Fuller
Communications Advisor
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Patients are asked to rate their
experience on a scale of 1-10
and to enter comments which
are a rich source of real time
feedback.
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Overall Results:
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The surveys have informed us
of the experiences of our
patients, who were admitted to
Tauranga and Whakatāne
hospitals with at least one
overnight stay.
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The BOPDHB Patient
Experience Surveys have now
been underway fortnightly
since August 2014.

Meeting Needs

Quarterly National Patient Experience Survey results

Look at our results for
the last quarter, well
done everyone!

The HQSC Quarterly National Patient
Experience Survey results are now
included in our fortnightly dashboard
results.
Every quarter for the specified period
the relevant results are copied to the
HQSC national reporting dashboard
published on their website.
Individual DHB quality and safety
marker results are displayed using
interactive Tableau charts on the
HQSC website.
If it is your first time using Tableau,
please read the instructions before
proceeding, and use the tabs on the
website to scroll through each of the
four domains – example to the right is
the “Communication” domain only.

How does BOPDHB’s response
rate compare to other DHBs?
We are still one of the lowest DHBs
nationally but our fortnightly rates
are mostly showing an improvement
and that is because of your hard
work.
You are doing a great job collecting
email addresses and we are moving
towards the target of 30%.
Increasing the number of accurate
email addresses will also help
increase the number of responses to
our BOPDHB Patient Experience
Survey.

Patients’ Comments: Last quarter we focused on when we get things right, our patients tell us
This quarter is when we don’t get it right, our patients tell us:
23/8/17

The individual nurses were good but I found some of your senior staff quite arrogant and
unfeeling. It appears that pushing the "numbers" of patients through the system is of
more importance than your supposed "duty of care".

3/10/17

Everyone and everything was great except for one lot of late night nurses who were
rude and didn't want to help. Physically hurt me and upset me completely. Leaving me
feeling very vulnerable.

29/8/17

Some doctors were just rude especially when I asked them to explain things to my wife
or to come back with my wife so she could help me understand. One doctor was quite
rude about my wife's input.

29/8/17

Communication by doctor and registrars pretty good, but I was unable to rest during the
night because the nursing staff were so loud. Loud, raucous laughter thundering from
the nurses’ station. It was 12.30pm. Very rude, uncaring and belligerent behaviour.

22/8/17

I didn’t like how the nurse and midwife were treated by the anaesthetist on my way to
surgery. Very rude and condescending!!

5/10/17

I felt at times the doctors/staff did not have enough time to listen and answer adequately
my questions.

3/10/17

One night I had a very bad experience where the nurses were reluctant to help me.
They weren't listening and I had to repeatedly ask for help.

1/9/17

I have a reoccurring condition that I frequently need to come into hospital for IV
antibiotics. The doctor that attended me dismissed me when I tried to explain my
situation.

31/8/17

The doctor was quite dismissive.

11/10/17

When it was good, it was good....but a couple of times I said something and a totally
unrelated answer/solution was offered. Main doctors were good, as were house doctors.
One of the team of doctors was flippant and didn't really care offering a solution of 'drink
cranberry juice' when I asked what I could do to stop the rash itching. Didn't even look at
rash. Next doctor - at nurses prompt - was more helpful and solved issue

27/7/17

Was treated very well but staff appear to ignore the bell when one calls, plenty pass,
seeing it, and continuing on their way.

19/9/17

The first midwife seemed to not have time to help explain or answer my questions. I
wasn't offered pain relief or food until I asked. She seemed rushed and said she'd come
back for certain things and didn't.

31/8/17

Nurse in charge of me was rushed and often incongruent. Said to all people go home
arvo then back within 30 mins saying to all in my area. You can go home now. We all
needed to be picked up, partners at work? Other persons had loved ones coming from
an hour away.??

29/8/17

Co-ordination of my discharge was a bit disjointed. One nurse rushing me out; another
not so pressurising to have me leave (post op).

29/8/17

Nurses gave me very good explanations, as did the more junior doctors but the senior
doctor brushed me off as if he was in a hurry to move on.

19/8/17

My CPAP machine was playing up turning on and off and when the power turns off the
mask suctions to your face and it feels like you can't breathe so i must have taken it off
and then the machine turned itself back on while I was asleep (the machine had a fault
so I got a new one from the sleep clinic the next day) and the night nurse came in and
said DO YOU EVEN NEED IT, IT WASN’T EVEN ON YOU and I tried explaining, yes I
need it and it was powering on and off and she was sniggering under her breath and the
next morning she had a bad attitude so I told her to get out.

22/8/17

The doctor had four people with him. I felt like a case study and not a person as he was
talking to them. I was also honest and said occasionally I miss my asthma preventative
meds. It felt like this was blamed for breathing issues and they didn't look any further.

29/9/17

It is a small matter but I felt that despite the best efforts of the kitchen staff the meals
arrived less than piping hot.

29/8/17

We were in the surgery waiting room before c/section and staff member came into talk
about a procedure to an elderly gentlemen and his wife we could all hear it and it was
stuff that we should not have been listening to some of it being about sexual activity. I
feel it was quite embarrassing for the couple and should have been discussed in private.

25/8/17

To the best of my knowledge there were no discussion regarding my care.

