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• Phase 1: Designing language and information through consumer engagement

• Phase 2: Process automation

• Reflections 8 months in

• More information



Motivation



Our Project 

• Compliance with professional standards and FOI Act Obligations;

• Consolidation of 4 government agencies under FOI;

• Increasing FOI applications: 

• 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.

2021-2022 2022-2023 2023-2024

893, 18th 992, 15th  11% 1170, 16th   17.8% 



Our role in patient-centered care

• Access to medical records is an important consumer right



Our Approach



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






Legal Design

Part 1: 
Language and Information 

Design 

Part 2: 
Process Automation

Part 3: 
Iteration, improvements 

and shelf Gladys

Solve the right problem, before solving the problem right!



Language and 
Information Design



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 

works as a plumber. 

During the week she helps kids at the local 

primary school with their readers, is part of a 

walking group and on Thursday mornings she 

has coffee out with her friends. 

Glad’s husband passed away from a chronic 

heart condition. She used to drive him to 

Ballarat for treatment every week. 

Motivation

Keeping fit and active is important to 

Gladys. She wants to keep up with 

her grandkids and her hobbies. 

Goals 

Gladys wants to be well informed about 

her health and her options for care. 



Readability statistics
FKG 12.6 = 

A Brief 
History of 

Time

FRE 57.9 = 
“Fairly 

Difficult” 

FRE 28.3 = 
“Very 

Difficult” 
(College 

Graduate) 

FKG 12= 
A Brief 

History of 
Time 



Acknowledgement letter: Original

It makes me feel like I’ve 
done something wrong to 
ask for the information, or 

I haven’t asked for the 
information correctly

I’m not sure about the 
whole “valid request” 

wording at all, like it almost 
says that some people’s 

requests are ridiculous, but 
yours, yours is fine



Acknowledgement Letter: Redesign
I can find the information 

without having to read 
through paragraphs of 
nonsense to get it…this 

person knows their job, but 
is friendly

This document…makes me 
feel like I’m working with a 

service…is very 
professional, but friendly



Decision Letter: Original …I really want to skip over 
this but I should read it… 

the bit where it got 
information dense I was 

like ‘boring, boring, boring

[at paragraph 10] I’m over 
reading that

I didn’t read 11, 12, 13 or 14



Decision Letter: Redesign This kind of feels like, hey, 
you’re getting everything you 

needed, except for this tiny bit. 
[It] 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…I 

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 I 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



Process Automation
Process Mapping 



Process 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. 

Low Code Automation



Reflections: 8 months in



Reflections


• 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!

• 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 Legal 
 Design Journal

• Blank template letter pack: 

 legalservices@gh.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

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