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Our Why?

We thought we were listening but……….

Patient Harm occurred.
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Co-design is it:

Better to have a body of knowledge re Family 
Escalation?

Or 

Better to have a clean slate?
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We started……

With a preconceived solution- a phone number to call for help / gain a 
second opinion!

But

Soon learned and agreed this was an ’ambulance at the bottom of the 
cliff’ strategy

Because

We needed to explore/understand communication issues the codesign
process uncovered 
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Explore the current state

• Critical to understand the ‘current state’, 
learning how these systems work and of the 
positive and negative attributes of these. 

• Avoid layering of systems
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Baseline Data
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Capturing Patient Experience / Stories

Question Set 1 Question Set 2

• What did you notice about your child that concerned 
you?

• What did you do next?

• How did you do it?

• What did you say?

• Did you get a response/what happened?

• What did you do next?

• How could we do this better? 

• Is there anything else you would like to share about 
that experience?
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• Do you know who your child’s primary nurse is today?

• Did staff tell you how you could raise any concerns you 
had about your/child’s condition if you thought they 
were getting sicker?

• Who would you be most likely to raise concerns with?

• Do you feel listened to when you raise concerns?

• Did you feel invited to speak up? If you didn’t speak up 
– why not?

• Are there any barriers to raising concerns with staff?
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‘I felt like I needed to walk out of the 

hospital and enter through the emergency 

department again to get what I knew my 

child needed – pain relief.’



Overall Themes - Consumers
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Capturing Staff Experience

• Frequency of patients, family and whānau help recognise clinical 
deterioration

• How family and whānau concerns influence clinical decision-making

• Level of  collegial support around decisions to escalate care

• Challenges faced when escalating care   

• Explored the  language used when interacting with parents to explore 
health problems /concerns
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Aspects of communication and interaction between clinicians and 
consumers can define the overall experience and this can occur at any 
point along the journey



How the solution should look and feel
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A conversational prompt to invite concerns of 
parents

Introduction of self and/or the team

Engagement with the child/parent/s/caregivers

Usual mechanisms to acknowledge/engage with both child and parent, play, etc

Invite health history, emphasis on asking about any ‘concerns’ the 
parent/s/caregiver has

Acknowledge and explore concerns further if more information required

Provide information of possible causes, investigations, treatment that may be 
required and for what reason, ensure concerns are addressed at this point.

Provide the opportunity for the parent/s/caregiver or where appropriate the child to 
ask questions regarding the information discussed and answer accordingly
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A conversational prompt to invite concerns of 
parents

Invite the parent/s/caregiver to raise any further concerns, 

acknowledge these and discuss plan to address these

Encourage the parent/s/caregiver to express concern re 

deterioration of their child at any time through alerting nursing 

staff verbally or through using the call bell. Not to delay this 

communication even if it appears the staff are busy.
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IT IS ALL ABOUT 
THE 

CONVERSATION!



What we learnt
• Some staff felt they were actually gaining more direct positive 

feedback around the care they were providing than before they 

were using the prompt – no doubt incentive to continuing using 

it.

• No specific examples could be given by staff where they felt 

they perhaps gained more information from parents 

Easyy Self Awareness
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A mother said it made her feel 
stronger rather than on the 

back foot. By asking the 
question about concerns at the 

beginning of the stay gave 
permission to speak up if 

needed.



Where to Next?
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Incorporate into 
observation charts
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Bedside Boards
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