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Today...

* Project motivation

* QOur approach

« Phase 1: Designing language and information through consumer engagement
* Phase 2: Process automation

« Reflections 8 months in

« More information




Motivation
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Our Project

« Compliance with professional standards and FOI Act Obligations;
« Consolidation of 4 government agencies under FOI,

* Increasing FOI applications:

2021-2022 2022-2023 2023-2024
893, 18th 992, 15t 11%T 1170, 16th 17.8% T

« Limited resourcing available to address rising FOI applications;
« We are the largest employer in our region- our processes are embedded in our communities;

« Align our service with our strategic priorities and conduct FOI service in line with our values.




Our role in patient-centered care

* Access to medical records is an important consumer right




Our Approach
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Discovery

* Who are our consumers? What do we know about them?
 How do we communicate with them? How might this make them feel?
« What are our current processes, what works well, what could be improved?

Frameworks:
« Safer Care Victoria

Partnering with consumers is:

‘about actively working with people who use the healthcare system to ensure that health information and
services meet people’s needs’

« WHO Communicating for Health: Principles of Effective Communications

« ACSQHA Person Centred-Care and Writing Information for Consumers



https://www.safercare.vic.gov.au/publications/partnering-in-healthcare#:~:text=Our%20Partnering%20in%20healthcare%20framework%20gives%20health%20services,to%20implement%20the%20framework%20at%20your%20health%20service.
https://www.who.int/about/communications
https://www.safetyandquality.gov.au/our-work/partnering-consumers/person-centred-care#:~:text=The%20person-centred%20approach%20treats%20each%20person%20respectfully%20as,support%20people%2C%20fostering%20trust%20and%20establishing%20mutual%20respect.
https://www.safetyandquality.gov.au/publications-and-resources/resource-library/fact-sheet-4-health-literacy-writing-health-information-consumers

Our

People

250,000

Residents

3

are serviced
by over

6,50

Grampians
Health workers

Across a reglon spanning

48,500km

Life expectancy

For the period 2015 to 2019, the lowest
life expectancy in the region was 74 years
for males and 80 years for females

(victorian average of 78 years
and 85 years respactivaly)

*Tha dato presented raflects the katest publicly ovalabla dato from ASS, PHIDU, AIHW, VHISS

2021: Population age profile Population growth

0-l4years(18.6%) @ 15-44years (361%) We have experienced steady

population growth. This has been further
impacted by regional migration during
the COVID-19 pandernic

Between 2016 Between 2021

to 2020, our o 2036, our
community increased community is

by an average forecast to increase

by an average

® 70years+ (137%) e 45- 69 years (31.6%) * * * *
The average proportion
39- 7% of people over 65 years 1 o 4% 1 . 2%

and living alone

Many communities in our region
experience SoCio-eCconomic
disadvantage, and are more likely
to suffer ill-health, particularly
chronic disease




Our
Health

Child and infant health

In 2018

77.7%

of children were developmentally on
track in physical health and wellbeing

o~

Cancer

Between 2015 to 2019

Premature
mortality rates
due to cancer
were significantly

higher

in parts of the Grampians region
than the Victorian average

Mental health @

Rates of poor mental

healthand behavioural
problemsare increasing
across theGrampians region

Berween 2015 to 2020, there was an average
of 2,197 annual births in our communiry

*Tha ot presentad rallects tha kalast publicly ovalabla dats lrem A5, PHIDU AHW, VHES

Aboriginal and Torres Strait
Islander population health

14.0%

Im 201920, the rate of indigenous health checks was
significantly poorer in the Grampions region (overage 14.0%)
than the nation-wide rate (28.0%)

Alcohol-related harm

In 2017

the rate (64.4%)
of adults at risk
of alcohol-related
harm was higher

than the Victorian

average (59.5%)

Obesity
In2017/18

40.4%

of residents oged 18 years
and over were obese

Chronic disease

Chronic diseases are long
lasting conditions which are
persistent and have social and
economic consequences that
can impact on quality of life

In 2017

30.3%

of the adult population hod more
than two chronic diseases




Legal Design

Solve the right problem, before solving the problem right!

Part 1: Part 3:
Language and Information

Helns s I[teration, improvements
Process Automation , 1MP

Design and shelf Gladys




Language and
Information Design
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Gladys

Age: 69

Occupation: Mum, Nanna

Status: Widow

Location: Horsham, Regional Victoria

About Gladys

Gladys lives in Horsham and travels to
Ballarat once a week to look after her 3

grandkids. Her other son lives locally and Motivation

works as a plumber. Keeping fit and active is important to
During the week she helps kids at the local Gladys. She wants to keep up with
primary school with their readers, is part of a her grandkids and her hobbies.

walking group and on Thursday mornings she
has coffee out with her friends.

Glad’s husband passed away from a chronic Goals
heart condition. She used to drive him to Gladys wants to be well informed about ) .
Ballarat for treatment every week. her health and her options for care. & Grampians

¢ Health



Readability statistics

MS Word

Word Count

FRE

FKG Passive Voice

Acknowledgement Letter

GH Original 182
ovIC 240
GH 223
Redesign
Decision Letter
GH Original 175
oviIC 753
GH 395
Redesign

Readable

Word Count

159

211

220

177

855

361

FRE

65.75

71.43

83.90

51.9

47.04

60.25

FKG

7.95

5.92

3.03

8.6

9.46

6.38

FKG 12.6 =
A Brief
History of
Time

Passive
voice FRE57.9 =
“Fairly
5% Difficult”
3%
0% FRE 28.3 =
“Very
Difficult”
2% (College
Graduate)
304
1%

FKG 12=
A Brief
History of
Time




Acknowledgement letter: Original

It makes me feel like I've
Your freedom of information request is valid and being processed done something wrong to

| refer to your request under the Freedom of Information Act 1982 (Vic) (FOI Act) which we received on ask for th’e mformatlon, o
01/01/2023 | haven’t asked for the

information correctly
You requested access to:

My complete medical record.
Valid request

We received the application fee on 01/01/2023 and a receipt is enclosed. I’'m not sure about the

We considered your request for a fee waiver and agree to waive the application fee. whole “valid request”
Your request is valid, and we are processing it. We have 30 days from the date we receive your request to wordlng at a”’ like it alm’OSt
provide you with a decision. As such, the due date for us to make a decision on your request is 31/01/2023. says that some people’s
requests are ridiculous, but
yours, yours is fine




Acknowledgement Letter: Redesign

| can find the information
without having to read
through paragraphs of
nonsense to get it...this

Your request under the Freedom of Information Act 1982 (Vic)

Thank you for your request.

Please keep this letter. Its sets out important information about your request.

Your reference number 12345678 person knows their job, but
i is friendl

Date of your request 28 April 2023 y

What you’ve asked for My complete medical record.

When will you receive a 29 May 2023
response?

» Qur current charges are:
o Secure email of records: no charge .
5 CD of records: $20.00 This document...makes me

& Photocopy of records: $0.20 per A4 page feel like I’'m working with a
+« We'll let you know how much your application is going to cost service...is very

once we've processed it. . .
g professional, but friendly

How much will it cost?

How can you contact us?




Decision Letter: Original

Section 33(1) of the FOI Act

9. | applied the exemption in section 33(1) of the FOI Act to the medical record. This exemption relates to
documents which affect personal privacy of people other than an applicant.

10. A document is exempt under section 33(1) of the FOI Act if two conditions are satisfied:

(a) disclosure of the document under the FOI Act would ‘involve’ the disclosure of information
relating to the ‘personal affairs’ of a person other than an applicant; and

(b) such disclosure would be ‘unreasonable’.
Personal affairs information of individuals other than yourself

11. The Victorian Civil and Administrative Tribunal (Tribunal) has held a document will disclose personal
affairs information if the document is capable of, either directly or indirectly, identifying a particular
individual whose personal affairs are disclosed. As the nature of disclosure under the FOI Act is
unrestricted and unconditional, this is to be interpreted by the capacity of any member of the public to
potentially identify a third party.

12. The document contain information about other people, which | am satisfied is personal affairs
information.

Disclosure of the personal affairs information would be unreasonable

13. The concept of ‘unreasonable disclosure’ involves balancing the competing public interest in the
disclosure of official information with the personal interest in privacy.

14. In this case we have decided it would be unreasonable to release the information because the person’s
privacy outweighs the information being made available to the public.

...| really want to skip over
this but | should read it...
the bit where it got
information dense | was
like ‘boring, boring, boring

[at paragraph 10] I’'m over
reading that

| didn’t read 11, 12, 13 or 14




Decision Letter: Redesign

We've removed some information in the record, because:

FOI Act

Explanation

33(1)

The documents contain:
+ Personal affairs information about another person; and
+ |tis unreasonable for us to disclose that information.

“Personal Affairs” information means information which is capable of, either directly
or indirectly, identifying a particular individual whose personal affairs are disclosed.

We have to be cautious about releasing personal affairs information under FOI,
because can't control what happens to the information once we release it.

We must weigh up:
* The public’s interest in having the information; and
* A person’'s interest in their privacy.

In this case, we've decided that a person's privacy outweighs the information being
made available to the public.

This kind of feels like, hey,
you're getting everything you
needed, except for this tiny bit.
[1t] sounds ridiculous, because
it’s the same information, but it
feels a lot warmer, a lot more
personable

It’s spelling it out, what it is,
what it means, that’s good...|
think this one is better because
the other one said, you know,
this is the decision of the body,
whereas this one says we have
to be cautious. You know, that’s
saying why




Review Right

Your Review rights

If you're not happy with our decision, you can:
« Contact us; or
o Ask the Information Commissioner to review our decision.

To ask the Information Commissioner for a review, you need to:
+ Write to the Office of the Victorian Information Commissioner (OVIC);

s Tell them what decision you're asking them to review; and
s Tell them that the agency is Grampians Health

;’T\ You must do this no more than 28 days from when you get this letter.

The OVIC also has a website with:
* areview form you can download; and
+ information about what to expect in a review.

The OVIC’s details are:

(@] | www.ovic.vic.gov.au

%

s | 1300 00 6842 (1300 00 OVIC)

| like the symbol there is
showing the importance of...like
the urgency if you would like to
follow this up further that is the
time frame...I like that it shows
that if this is something that’s
important to you, make sure
you action it

You’ve got the details of the

OVIC there, you can contact

them. And then just do that
within the 28 days




Process Automation
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Process Automation

Process Mapping




Process Automation

Low Code Automation
Demonstration

» This demo shows fictional data entered into a test environment. The names you will see are made up. Any similarity to
real people is unintentional. No patient data has been used in this demonstration.




Retlections: 8 months 1n
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Reflections

&

e Efficiency gains
* Reallocation of work
* Absorbed review work from
another department
* No overall increase in
headcount
* Team building
* Great things can be achieved
on a small budget!

L)
v

» Uptake by key users (insurers,
law firms)
* Complexity of automation



More information

» Language design:
“Creating Gladys: How Legal Design Can Support Person-Centred Care in Public Health”

Creating Gladys: How Legal Design Can Support Person-Centred Care in Public Health | Published in Leqgal
Design Journal

« Blank template letter pack:

legalservices@aqh.org.au



https://legaldesign-journal.scholasticahq.com/article/122333-creating-gladys-how-legal-design-can-support-person-centred-care-in-public-health
https://legaldesign-journal.scholasticahq.com/article/122333-creating-gladys-how-legal-design-can-support-person-centred-care-in-public-health
mailto:legalservices@gh.org.au

Questions?

~



grampianshealth.org.au

fJo


https://www.facebook.com/GrampiansHealth/
https://www.youtube.com/channel/UC65-7hUJPuTKuo_H3APjExg/videos
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