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St Vincent’s Health Australia
Australia’s largest not-for-profit health and aged care provider



Exceptional 
Experience 
is at the 
heart of 
SVHA’s 
strategy



Exceptional Experience 
Strategic journey

The concept of 
person-centred care 
is well accepted but 
there is always more we 
can do to sustainably 
shift the dial 

2015
SVHA Board and 
Trustees ratify 
enVision2025.

The person-centred 
care principles are 
developed by a 
representative group of 
70+ staff from across 
the organisation:

WE FEEL WELCOME
WE FEEL VALUED
WE FEEL SAFE
                                     

TO 2025
All of us are truly fuelled 
by our mission to serve 
the poor and vulnerable 
with compassion, justice, 
integrity and excellence.

Our patients, residents, 
family and staff feel truly 
welcome, valued, and 
safe.

We are world leaders in 
person centred care.

NPS score of 80

2016
Inspired by You single 
brand, and 
organisational priorities:
− Inspired to Care
− Inspired to Serve 
− Inspired to Shine
− Inspired to Lead

Inspired to Care 
program developed 
to…”provide support for 
facilities to assist them 
to embed the 
person-centred care 
principles required to 
provide a consistently 
great care experience 
to every patient and 
every resident, every 
time”.

2018
Performance has been 
inconsistent and 
improvement is often 
unsustained.

2019-22
Introduction of real time 
NPS measurement of 
patient/resident 
experience at Group, 
facility, and ward levels.

Enabling the setting of 
improvement targets so 
as to be ‘best in 
industry/'best in world’ 
in patient care

Refresh of Inspired to 
Care program.



The SVHA Exceptional Experience Strategy
Patients are our purpose. Residents are our reason.

Our Exceptional Experience Strategy will set 
St Vincent’s apart from our competitors through

1. Exceptional people

2. Exceptional, safe, and welcoming facilities

3. Co-designing the care journey with patients, residents 
and their families

Patients can expect that the St Vincent’s Exceptional Experience 
will be consistent at each facility – encompassed by our culture, 
reputation, and strength of brand



Creating the St Vincent’s Exceptional Experience
Our patients and residents

We commit to listening to the 
patient and resident voice by  
inviting consumers to partner 
at all levels:

• Shared goals of care

• Co-design

• Governance

We seek to hear from patients, 
residents and their families about 
their attitudes and expectations of 
our service delivery, care delivery 
and staff through:

• Consumer forums

• Focus groups for feedback

• Real-time consumer feedback

• Trained consumer representatives

Our patients can help us get there



How will we know if we are providing 
an exceptional experience?

An 
Exceptional 
ExperienceFinancial

Patient & resident 
experience

• Consumer participation rates
• NPS and HCAHPS scores and 

comments
• Complaints numbers
• Accreditation results

Staff experience

Quality & safety

• Reduction in adverse events
• Aged Care Standards star ratings

• Ethos submissions
• Staff engagement and culture 

survey results
• Retention of staff

• Increased throughput
• Increased referrals
• ROI
• Activity growth
• Occupancy
• Referrals from hospitals to aged care

• Staff recruitment and 
retention
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Hearing the patient voice 
in new ways



Where we started

• Sampled survey

• Overnight admitted inpatients

• Paper surveying 

• Up to 90 questions

• One language

• Quarterly pdf reports
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Hearing the patient voice in new ways

Where we started

• Sampled survey

• Overnight admitted inpatients

• Paper surveying 

• Up to 90 questions

• One language

• Quarterly pdf reports

Fewer questions

Census survey

More survey modes

More patients

More languages

More immediate, accessible, 
and actionable data

A new direction



Real-time Net Promoter Score
2 questions

Jan-Mar Apr-Jun Jul-Sep Oct-Dec

+ AHPEQS 
12 Qs, optional

+ AHPEQS 
12 Qs, optional

HCAHPS
34 questions

HCAHPS
34 questions
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SVHA patient experience surveying 
A new approach

>4,500/month

10,000/quarter

5,000/quarter

Overnight admitted
Day
ED

Overnight admitted
Day

Overnight admitted



NPS question
If your friends or family needed similar health care 
or treatment, how likely would you be to 
recommend St Vincent's?

Free text question
What is the most important reason for your score?

Response scale
0-10 

Score
Number ranging from -100 to +100

Calculation
% of Promoters minus % Detractors

Languages
SVHA’s top 10 languages

 

Detractor Passive Promoter

Real-time Net Promoter Score survey



Real-time Net Promoter Score survey

Patient responds to 
survey

Responses populate 
dashboard in real time

SMS survey invitation 
sent 3 business days 

post-discharge



Net Promoter Score dashboard
Results in real time. Engagement from Board to ward.

Dashboard pages

Filters – hospital, ward, etc

Dashboard  includes 
multiple widgets and a 

live comments feed



More than a number
Hearing the voice of the patient in real-time



NPS Trend 2019-2022
Sustained improvement

MARCH 2019
Real-time surveying of 
overnight admitted inpatients 
begins in March 2019

MARCH 2020 
Day procedure/ treatment 
patients added to surveyed 
population. Accounts for 2-3 
points of NPS improvement

2020-2021
Surveying of SVHA public hospital ED 
patients is implemented in a staged way, in 
2020-21. Results are monitored separately 
and are not included in NPS KPI

FY20 FY21 FY22FY19

69
80 76 76




