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Patient First 

Procedure code: OP-GC2 Current version: February 2020 

Previous version: new document Next review date: February 2023 

Section: Growing & Improving Care Sub-Section: Comprehensive Care 

1.  Overview 

‘Patient First’ is the central focus of the quality systems described in Western Health’s Best Care Framework that support 

staff to lead, drive and create care that is person-centred, co-ordinated, safe and right for clinical needs. 

Patient First focuses on consumer partnerships to support planning, design, delivery, measurement and evaluation of care. 

 

2.  Procedure Detail 

2.1  Patient First Model 

In line with the Safer Care Victoria (SCV) 2019 ‘Partnering with Healthcare’ framework, five focus areas have been 
developed for Patient First to help us identify and bring together systems and improvements across Western Health that may 
bring real benefits to a positive patient experience. 

These focus areas are represented in the following Western Health ‘Patient First’ model: 

 
Figure 1: Western Health’s Patient First Model 

The five focus areas of the Patient First Model were identified 

through extensive consultation by Safer Care Victoria with 

consumers, health professionals and community members.  

Western Health has adopted these focus areas and adapted  the 

following consumer goals  to align with our Best Care Framework 

focus on Patient First: 

 

Working Together … I am included as a respected partner in 

reviewing and improving healthcare 

Shared Decision Making … I am supported to make informed 

decisions about my healthcare 

Personalised & Holistic …   I receive personalised care that is 

informed by the experiences of others and supports me as a whole 

person 

Equity & Inclusion … I receive care that is considerate of patient 

diversity and promotes inclusion 

Effective Communication … I receive high-quality information that I 

can readily understand and act upon 

 

2.2  What Matters in Practice 

‘What Matters in Practice’ statements against the five focus areas of Patient First have  been adapted from  SCV’s 
‘Partnering with Healthcare’ framework, and guide staff to identify and further develop aligned WH systems and improvement 
activity supporting Patient First. 
 
These statement are outlined on the following page. 
 

2.2.1  What Matters in Practice Statements: 

Working Together … I am included as a respected partner in reviewing and improving healthcare 

 Actively engaging consumers in partnership opportunities across Western Health’s facilities and services 

 Giving adequate induction to consumers and ongoing support 

 Acknowledging the contribution of consumer partners to Best Care 

 Co-developing improvement and innovation activities 

 Co-designing care and services with consumers and families 
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Shared Decision Making … I am supported to make informed decisions about my healthcare 

 Identifying and actioning key staff-patient / carer communication and decision-making points across the patient journey 

 Promoting the uptake of shared and informed decision-making approaches 

 Recording, communicating and implementing consumers’ preferences 

 Providing user friendly health information to inform care decisions & health promotion 

 Providing opportunities for consumers to be active partners in clinical risk management 

 Providing alternative pathways for consumers to escalate their concerns when they are worried 

 Building cultures of inclusion, trust and support 

 

Personalised & Holistic …   I receive personalised care that is informed by the experiences of others and supports me as a 

whole person 

 Incorporating consumer reviews and experiences into training and education 

 Providing tools and training to support respectful and inclusive communication with patients and carers 

 Improving hospital environments to support a positive patient experience 

 Engaging consumers in the measurement of patient-reported outcome measures 

 Using patient stories and feedback data to inform care and service delivery improvements 

 Measuring and reporting on quality, safety, consumer experience and outcomes data 

 Improving the use of patient reported experiences of care and treatment 

 

Equity & Inclusion … I receive care that is considerate of patient diversity and promotes inclusion 

 Understanding and celebrating the diversity of our community 

 Providing cultural safety / responsiveness training for staff 

 Supporting strategies to improve the cultural safety of vulnerable patient groups 

 Providing social support for patients with limited or no personal supports 

 Supporting the language needs of our diverse patient population 

 Building diverse consumer representation 

 Promoting healthcare rights and responsibilities 

 

Effective Communication … I receive high-quality information that I can readily understand and act upon 

 Supporting strategies to improve health literacy 

 Engaging consumers in the development of clear written information 

 Using tools & technology to communicate with consumers when that method is right for them 

 Providing different ways for consumers to provide feedback about their experiences in healthcare 

 Ensuring communication is responsive to cultural, linguistic, cognitive and other needs 

 Supporting training for health professionals to enhance communication 

 Supporting staff to have difficult conversations with patients about their healthcare   

 

2.3  Governance Processes Supporting Patient First 

Western Health will use the four governance elements of the Best Care Framework to support Patient First activity and 
outcomes:  

 PROCESS: the ongoing maintenance and development of   Patient First systems and structures supporting the above 

‘What Matters in Practice’ statements. 

 WORKFORCE: the ongoing promotion of staff awareness of the importance of consumer partnerships and the tools and 

expertise to support partnerships.  

 IMPROVEMENT: the measurement of the impact of Patient First systems and their ongoing improvement and 

application to support strategies and projects to enhance person-centred, co-ordinated, right and safe care.  

 LEADERSHIP: the mechanisms used to motivate and lead people to participate in 'Patient First' activities and 

acknowledge their actions and behaviour. 

 
Governance systems/structures supporting Patient First include (but are not limited to): 

 The Best Care Framework  

 WH Policy and Procedures covering focus areas of Patient First 

 Dedicated staff roles within the WH organisational structure to support Patient First system operation and development, 

as well as improvement activity eg. the Manager for Consumer Partnerships and Diversity. 
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 Dedicated intranet sites on consumer participation and the Live Best Care site 

 A Patient First Committee with an Executive level Chair and consumer representation  

 Consumer Advisory Committees, including at Board level 

 WeLearn modules on focus areas of Patient First 

 Best Care monitoring of patient feedback 

 Improvement and Innovation expertise and tools 

 The annual Quality Account publication  

 An annual Patient First Maturity Assessment 
 

3.  Applicability 

This procedure relates to all staff, students and volunteers within Western Health facilities. 
 

4.  Responsibility 

In line with ‘Live Best Care’, the Director of Quality, Safety & the Patient Experience has the initial responsibility for 

introducing and implementing this procedure. This is supported by the use of the Live Best Care site.  

Ongoing review of activity and outcomes against this Procedure will be supported by the Western Health Best Care 

Committee structure; in particular the Patient First Committee which has a direct reporting line to the Best Care Steering 

Committee.   

 

5.  Authority 

Exceptions and/or revisions to this procedure can only be authorised by the Chief Medical Officer. 
 

6.  Associated Documentation 

In support of this procedure, the following Manuals, Policies, Instructions, Guidelines, and/or Forms apply: 
Code Name 

 Best Care 

 Procedures: 

 Collecting the Patient Story 

 Producing Written Consumer Information 

 Recruiting Consumer Representatives, Advisors 

 Responding to Diversity 

 Volunteer and Community Engagement Procedure 

 Involving Consumers and Community Partners in Service Planning and Capital Development 

 
 

7.  Document History 

Number of previous revisions: new document 
 
Previous issue dates: not applicable this version 
 
Documents superseded or combined: 

Code Name 
 

P-CP1.1 Partnering with Consumers, Carers and Community Members 
 

8.  References  

Safer Care Victoria, Partnering for Healthcare Framework, 2019 
 

9.  Sponsor 

http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Best%20Care.docx
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Collecting%20the%20Patient%20Story.doc
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Producing%20Written%20Consumer%20Information.doc
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Recruiting%20Consumer%20Representatives,%20Advisors.docx
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Responding%20to%20Diversity.doc
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Volunteer%20and%20Community%20Engagement%20Procedure.doc
http://inside.wh.org.au/policies-procedures-forms/WHDocuments/Involving%20Consumers%20and%20Community%20Partners%20in%20Service%20Planning%20and%20Capital%20Development.doc
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Patient First Committee 
 

10.  Authorisation Authority 

Chief Medical Officer 
 

 


