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Person centredness means that patients, 

families, carers and the community participate 

with healthcare providers in achieving a  

high-performing healthcare system. 

At a day-to-day level, person centredness places 

patients at the heart of medical decisions and 

treatment and is about effective relationships 

between patients, their families and  

healthcare professionals. 

These relationships are “grounded in strong 

communication and trust, highlighted by 

clinicians and patients engaging in a two-way 

dialogue, sharing information, exploring patients’ 

values and preferences, and helping patients  

and families make clinical decisions.” 1 

At a planning level, it means positively involving 

people in efforts to improve the healthcare 

system’s performance. For example, patients 

can offer their views on the system and help 

set priorities to make sure healthcare policy, 

management and practice respond to the needs, 

concerns and expectations of the community.

Person centredness therefore encompasses care 

which is respectful, provides emotional support, 

physical comfort, continuity, information and 

communication. It is also accessible, coordinated 

and involves family and carers.

Evidence shows that person centredness enhances 

care experiences and improves outcomes, 

safety, costs and appropriateness of care.2

Person centredness                                             
Responsiveness, respect and reliability – putting patients, 
carers and the community at the heart of healthcare

How well does NSW perform?

International and national comparisons
NSW performed                  

better than:
NSW performed                

worse than:

Three in 10 sicker adults (30%) rated the quality of healthcare  
they received as excellent.*  

Sweden, Switzerland, France, 
Netherlands and Germany

New Zealand

Six in 10 sicker adults (64%) said they were always involved as 
much as they wanted to be in decisions about their care.*

Germany, Sweden, France
and Norway

New Zealand

Variation within NSW

There was a 40 percentage point range across NSW hospitals in the proportion of overnight patients in NSW public hospitals rating  
their care as excellent.

There was a 27 percentage point range across hospitals in the proportion of emergency department (ED) patients saying they  
were always treated with respect and dignity.

There was a 35 percentage point range across NSW hospitals in the proportion of day-only patients saying they were definitely 
involved in decisions about their care as much as they wanted to be.

 *  Statistical analyses indicate that NSW results were truly different from those in the countries indicated.
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Regular monitoring of public perceptions and 

patient experiences is an important way to 

measure healthcare quality. Patient views provide 

insight into relative performance and guide efforts 

to improve responsiveness of care. 

In 2011, the Bureau invested in the international 

Commonwealth Fund survey so that NSW 

performance could be placed alongside Australia 

and 10 other countries. The survey focused 

on people likely to have had significant direct 

experience of the healthcare system in the  

recent past – termed ‘sicker adults’. 

Most NSW sicker adults (68%) rated the quality  

of medical care received as excellent (30%) or 

very good (38%). A small proportion rated their 

care as poor (3%). NSW had a higher proportion 

of excellent ratings than many comparator 

countries  (Figure 5.1).

Examining complementary data from the 

statewide patient survey reveals that there is 

variation across hospitals in overall ratings  

– both in terms of hospital admission types  

and across hospitals. Figure 5.2 shows for  

each public hospital in NSW the proportion of 

patients who rated their overall care as excellent. 

% of sicker adults
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Figure 5.1: Commonwealth Fund survey 2011 Overall, how do you rate the quality of medical 
care that you have received in the past 12 months? Ω

Patient views on quality of healthcare 
Most patients in NSW rate their care positively
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Figure 5.2: NSW Health Patient Survey 2011 Overall, how would you rate the care you received? 
(% of patients answering ‘excellent’ in each public hospital) Ÿ

(Ω) The Commonwealth Fund, The Commonwealth Fund 2011 International Survey of Sicker Adults in Eleven Countries (fair / poor 
self-rated health OR chronic condition OR hospitalised or had surgery in previous two years). Percentages may not add up to 
100 due to rounding,   estimate almost certainly higher than NSW;    estimate almost certainly lower than NSW (BHI analysis). 

(Ÿ) NSW Ministry of Health, NSW Health Patient Survey, 2011. Only peer groups A-C are shown. Results for hospitals with 
sample size <30 or high standard error around estimates are not reported (BHI analysis).
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Respect, dignity and privacy are all critically 

important to patients and should be integral to 

the varied interactions in any healthcare journey. 

These values encompass: 

• Making patients and carers feel welcome

• Frequent and clear communication

• Protecting patient privacy

• Responding to the special needs of dying 

patients, the critically ill and their carers

• Respecting cultures and beliefs.2 

Patient surveys often include questions about the 

extent to which patients feel they were treated 

with respect and dignity. Figure 5.3 shows data 

from an Australian Bureau of Statistics (ABS) 

survey, placing NSW results alongside those  

for the rest of Australia.

Complementary data from the NSW Health Patient 

Survey provides information on hospital level 

variation within NSW (Figure 5.4). For example, 

in 2011 the proportion of overnight patients who 

said they were always treated with respect and  

dignity ranged from 68% to 98%.

Always Often Sometimes Rarely

Hospital doctor or specialist

81 11 6 2

78 13 7 3

Hospital nurse

79 12 7 2

77 15 6 2

General practitioner

78 15 5 1

77 15 27

Emergency department nurse

76 12 8 4

74 14 7 4

NSW

NSW

NSW

NSW

Rest of Australia

Rest of Australia

Rest of Australia

Rest of Australia

0 20 40 60 80 10010 30 50 70 90

% of persons aged 15+ years who used the service

Emergency department doctor / specialist

72 15 9 5

71 15 9 5

NSW

Rest of Australia

Figure 5.3: Patient Experience Survey 2010–11 Thinking about the healthcare professionals  
you have seen in the last 12 months, how often did they show respect for what you 
had to say? ß

Respect and dignity  
Most patients report always being treated with respect and dignity
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Figure 5.4: NSW Health Patient Survey 2011 Did you feel like you were treated with respect  
and dignity while you were in the hospital? (% of patients responding ‘always’ in each 
public hospital) Ÿ

(ß) Australian Bureau of Statistics, Patient Experience Survey, 2010–11.             
(Ÿ) NSW Ministry of Health, NSW Health Patient Survey, 2011. Only peer groups A-C are shown. Results for hospitals with 

sample size <30 or high standard error around estimates are not reported (BHI analysis).
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Most patients want to be given information  

about treatment options, and for clinicians to take 

account of their preferences. Some wish to be an 

active participant in the decision-making process. 

In 2011, the Commonwealth Fund survey asked 

‘sicker adults’ about the extent to which they 

participated, with specialists and consultants,  

in decisions about their care and treatment.

Six in 10 NSW sicker adults (64%) reported  

that they were always involved as much as they 

wanted to be, in decisions about treatment and 

care. New Zealand was the only country with a 

significantly higher percentage (Figure 5.5).

The NSW Health Patient Survey asked a similar 

question in 2011. The results revealed 

considerable variation across the state's 

hospitals. The proportion of overnight patients 

reporting that they definitely had enough say 

about their treatment ranged from 37% to 75%.

For day-only patients, it ranged from 46% to 81%, 

and for emergency department (ED) patients it 

ranged from 41% to 75% (Figure 5.6).

Overall, six in 10 day-only patients (63%) said they 

definitely had enough say about their treatment. 

A similar proportion (58%) of ED patients said 

they definitely had enough say, and five in 10 

overnight patients (53%) said the same.

Patient engagement  
Patients not always given enough say about their treatment
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Canada 62 15 11 8 2 1

Sweden 20 41210 7

Australia 64 13 10 9 2 1

United States 66 14 7 2 110

Switzerland 68 17 8 5 2

44

46

47

48

73

Always Rarely or neverSometimesOften

Not sure / Declined to answer

Not applicable

Figure 5.5: Commonwealth Fund survey 2011 When you have received care or treatment from 
specialists or consultants, did they involve you as much as you wanted in decisions 
about your treatment or care? Ω
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Figure 5.6: NSW Health Patient Survey 2011 Did you have enough say about your treatment?  
(% of patients responding ‘yes, definitely’ in each public hospital) Ÿ

(Ω) The Commonwealth Fund, The Commonwealth Fund 2011 International Survey of Sicker Adults in Eleven Countries (fair / poor 
self-rated health OR chronic condition OR hospitalised or had surgery in previous two years). Percentages may not add up to 
100 due to rounding,   estimate almost certainly higher than NSW;    estimate almost certainly lower than NSW (BHI analysis). 

(Ÿ) NSW Ministry of Health, NSW Health Patient Survey, 2011. Only peer groups A-C are shown. Results for hospitals with 
sample size <30 or high standard error around estimates are not reported. Question for day-only patients had slightly 
different wording: Were you involved in decisions about your care as much as you wanted? (BHI analysis).
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Most patients want healthcare workers to listen 

carefully to what they have to say and to give 

them enough time and attention so that they feel 

their health concerns are properly understood 

and dealt with. 

The 2011 International Commonwealth Fund 

Survey of sicker adults found that seven in 10 

NSW patients (69%) said that their GP always 

spends enough time with them – a higher 

proportion than in Switzerland, United States, 

Canada, Norway and Sweden (Figure 5.7).

Complementary data from the 2010–11 Australian 

Bureau of Statistics (ABS) Patient Experience 

Survey asked the same question about a range 

of healthcare professionals. NSW adults were 

most likely to say that hospital nurses always 

spend enough time with them (Figure 5.8). 

The ABS survey also asked whether various 

healthcare professionals listened carefully 

when interacting with patients. NSW patients 

were most likely to say that hospital doctors or 

specialists always listened carefully (Figure 5.9). 

Patient-professional communication  
Patients in NSW report that health professionals listen carefully
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Figure 5.7: Commonwealth Fund survey 2011 When you receive care or treatment, does your 
GP or someone in the GP's practice spend enough time with you? Ω

Figure 5.8: Patient Experience Survey 2010–11 Thinking about all the healthcare professionals 
you have seen in the last 12 months, how often did they spend enough time with you? ß
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Figure 5.9: Patient Experience Survey 2010–11 Thinking about all the healthcare professionals 
you have seen in the last 12 months, how often did they listen carefully to you? ß
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(Ω) The Commonwealth Fund, The Commonwealth Fund 2011 International Survey of Sicker Adults in Eleven Countries (fair / poor 
self-rated health OR chronic condition OR hospitalised or had surgery in previous two years). Percentages may not add up to 
100 due to rounding,   estimate almost certainly higher than NSW;    estimate almost certainly lower than NSW (BHI analysis). 

(ß) Australian Bureau of Statistics, Patient Experience Survey, 2010–11.


