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Children’s Health Queensland strives to provide 
outstanding patient and family-centred care at every 
level of the organisation through welcoming and 
encouraging feedback from children and their families. 
CHQ is committed to maintaining an effective and fair 
complaints system and supports a culture of openness 
and willingness to learn from incidents, complaints, and 
suggestions with the aim of enhancing the safety and 
quality of care provided. During 2013–14 CHQ received 
208 compliments and 184 complaints compared to 224 
complaints the previous year.

Access, communication, and environment and facility 
management were the main themes of the complaints 
received. A redesign project focusing on improving 
access through enhanced patient flow in the outpatients 
department has commenced. This work will enhance 
access at RCH but will also inform processes and patient 
flow planning for LCCH. Further improvements in access 
and environment are anticipated at LCCH, where there will 
be improved facilities and increased capacity to support 
and accommodate patients and their families. 

A key strategy aimed at improving communication across 
the organisation has been the introduction of a Patient 
Experience Improvement Officer position. The focus of 
this role is to work directly with staff, children, families 
and CHQ’s Family Advisory Council to develop strategies 
to improve the overall healthcare experience for children 
and their families through advocacy, collaboration and 
partnerships between children, families and staff.

Examples of mechanisms to capture feedback from 
children and families include Tell us how we’re doing 
forms, parent surveys, focus groups, feedback gained 
through portable electronic devices known as ‘patient 
experience trackers’ and discovery interviews where 
families are invited to share personal stories.  
This feedback is used in staff education programs  
and fed back to individual departments to  
improve care and inform organisational  
service planning and delivery.

patient & famiLy feedback

Your say
Consumer feedback is invaluable in 
helping us continually improve our 
service for patients and families

How to provide feedback?
We encourage patients and families to talk to the staff 
in the area at the time of their complaint or compliment 
to allow staff an immediate opportunity to address 
any issues. Patients and families may also discuss 
concerns with a social worker or the Patient Experience 
Improvement Officer.

Tell us how we’re doing forms are available online at  
www.health.qld.gov.au/rch/families/have-yr-say.asp

Patients and families are also welcome to speak with 
the Patient Experience Improvement Officer on 07 3636 
5071 or CHQ_patientexperience@health.qld.gov.au
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Performance measure 2013–14
target/estimate

2013–14
estimated actual

2013–14
actual

Percentage of patients attending emergency 
departments seen within recommended timeframes:

- Category 1 (within 2 minutes) 100% 100% 100%

- Category 2 (within 10 minutes) 80% 96% 97%

- Category 3 (within 30 minutes) 75% 87% 86%

- Category 4 (within 60 minutes) 70% 92% 92%

- Category 5 (within 120 minutes) 70% 99% 99%

Percentage of emergency department attendances who  
depart within four hours of their arrival in the department

80% 88% 87%

Median wait time for treatment in emergency department (minutes) 20 12 12

Median wait time for elective surgery (days)—all categories 25 37 40

Percentage of elective surgery patients treated within  
clinically recommended times:

- Category 1 (30 days) 100% 99.0% 99.6%

- Category 2 (90 days) 91% 99% 96%

- Category 3 (365 days) 96% 100% 95%

Other measures

Total weighted activity units (Phase 16):

- Acute inpatients 20,696 N/A 21,886

- Outpatients 6,330 N/A 6,151

- Sub acute 867 N/A 754

- Emergency department 3,256 N/A 2,935

- Mental health 820 N/A 1,078

- Interventions and procedures 1,878 N/A 2,294

Total weighted activity units (Revised Phase 17):

- Acute inpatients 22,672 24,617 23,112

- Outpatients 7,889 7,604 7,525

- Sub acute 800 827 713

- Emergency department 3,603 3,197 3,261

- Mental health 1,098 1,124 1,022 

- Interventions and procedures 1,732 2,097 1,693 

Rate of community follow-up within 1-7 days following 
discharge from an acute mental health inpatient unit

>60% 44.60% 44.60%

Proportion of readmissions to an acute mental health 
inpatient unit within 28 days of discharge

<12% 5.40% 5.40%

Number of ambulatory service contacts (mental health) 42,535–51,042 22,964 22,964 

performance statement 2013–14




