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Recent evidence suggests that
improving a patients’ knowledge
and understanding of their
hospital journey can reduce the
risk of violent and aggressive
behavior in hospitals.

Simple tools such as information
signage, brochures and
environmental design factors can
be used to enhance patients’
knowledge, experience and
expectations.
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Reception staff will
call you and ask for

details like your name,
address, date of birth
and next of kin.

®
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potentially aggressi
revolves around de-escalatio
Is delivered to all staff in emergency as well as the
organization. MOCA compliments the design strategies
Implemented in our ED. | -
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FOOD and DRINK

While you are waiting please do not eat or drink
anything without first asking the triage nurse. This is
because you may need an operation or

tests which require you to have an

empty stomach.

VISITORS

Family and friends are welcome. For safety reasons
only one or two visitors per patient are allowed in
the ED at one time. Visitors may be asked to leave
the ED during assessment and procedures.

ABORIGINAL & TORRES STRAIT

ISLANDER PEOPLE
If you would like the |
assistance of the
Aboriginal  Liaison
Officer please ask
the Triage Nurse.

The Liaison Officer

offers support to «\
Aboriginal and f =_ N &

Torres Strait Islander
people while they are in hospital.

INFECTION CONTROL
Hand hygiene is one of the simplest measures to
help prevent the transmission of infection. Hand
hygiene stations are located throughout the hospital
and in the ED waiting room.

DISCHARGE INFORMATION
When you are discharged home make sure you:

e Understand your care plan and follow up (e.g.
medications and appointments).

® Ask about medical certificates, letters etc.

e Understand any community health or hospital

service options/support that may be available to
you.

VOLUNTEERS

The ED has a number of
volunteers who dedicate ...
their own time to 1&
supporting patients,
family, and friends
accessing the ED.

RESPECT FOR OTHERS

We promote a safe

environment for all staff,
patients and visitors. No
s Oone's treatment can be
rushed so we thank you
for your patience and
consideration.

YOUR FEEDBACK

Your feedback helps us to
continue to improve our
care and services as well
as telling us what we do
well,

A feedback form can be
found on our webpage at |
www.bhs.org.au or from &y
any member of ED staff.
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Emergency Department
Patient Information

Welcome to the

Emergency Department (ED)

This brochure will help you understand what
will happen while you are here.

Ballarat HealthServices
utting your health
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TRIAGE

You will have soon ™he Trnage Nurse on amval who
has assossed the urgency of your condeon and

The tnage systom has five Categories with suggesied
reatmont Brmes Dased On urgency. -

| porris

RECEPTION

We roguire cortan nomaton 10 ensure safe care
This wil include your current GP (if you have one) and
ls0 Up 1o dile contact INformation just N Case we
need 10 contact you afer you have left

AMBULANCE ARRIVALS
Patients with potentialty Nfe
ihvealoning dinesses and nunes
reguiarly affive needeng our wigent
attention. Most of these patients do
NOt COMD Thicugh Ihe waltng Mea
50 YOu mary Nt soe them amving

This mary impact on wating times

Patents artiving by ambulance ate
traged CoOrANNg 10 the same five CaloQones as abovwe

WAITING
ARot s0ong Ihe Triage Nurse you may be asked %
wad n the wadng room. How long you wat
Soponds o the numbee of pationts whoso CONGLION
5 moce senous than yowrs and also how busy the
Soparsmont s

Romomber....
i your condition gets worse while you are
walting inform the triage nure nmedistoly.

PAIN RELIEF
I you afe = pain please 1okl Bhe Nurse

HELP DESK

If you docxia that the waling bme I8 %00 gredst and
that a GP could treal your hoalth peoblem, we have
mtalied & Fing 5 GF help desk 10 assest you 10
ocate an alermatve
medical cane faciny

The Suchscreen help

e chidren's oy
a'ea

If you decide to seek allornate care please let
the ED staff know you are leaving,

INITIAL ASSESSMENT
An ED staf membor will 5
begn your breatment and

continue 10 moroe  your { ,
condmon i the watng room %2.

A nhurse may take you 10 o )
private ared nedr tho wating B8
room 10 ask further Questons §
0O yOour Condmbon, start B
Gagnoshc tests or inbate
treaiment and then ask you BEESS
10 relurn 10 he wikting room

IMPORTANT INFORMATION

A we may not be aware of your medical hstory
you will Bbe asked many questons. Somotimes s
needs 10 be done by more than one health care
workor

To help cur assesament and Featmoent you may be
askod about any of the following

o Any current health problems

o Al drugs and treatments IRat you are havieg

o Alorgaes you may sufler from

o If you are pregnant of breast foeding

o Any recent visits overseas

e Home stuabon and sodial suppon

* Any other facs we should know about

TREATMENT
The ED stalf work as & eam 0 dolormng you
approgriate care

FURTHER ASSESSMENT

You may nood furthe: medical tosts of speciaist
Bssossment 1o help detide what the Dest veatmaent
for you Is

You will be mvoived
N decons about
your treatment
BAMMSSION  and'or §

safo dscharge

If at any time you
don't know what is

happening please
ask staft,

ADMISSION

Some condbions regquee hospital troatment and we
Wil advise you regardng this if wo think this is the
Dest 0pbon for your care

AS yOUT SAMEBON & unplanned it may ke some
tme for @ hospial bed 1o be ready. Unsil then you
will Do cared fr inhe ED
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Treatment starts with
the Triage nurse
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INFORMATION & PATIENT JOUNE SIGN




provides a ©
each ED treatment a :
patient journey map was also deve







SECURITY

Emergency
Department
Waiting Area

People in this area may be at
different stages of assessment
or treatment

S

The Emergency Department is
often very busy. We aim to
treat everyone as quickly as
possible but the waiting time
can be delayed during times of
high demaric

We see the
first. Th
who atte

atter




Triage
Assessment

The triage Nurse wi
e will asses
_tlllwe urgency of your injury o?
Lhneests and tfalk to you about
ype of treatm
may need, e

We aim to assess you within
20 minutes after entering the
Emergency waiting area.

When the triage Nurse has
assessed your injury or illness
we will have a good idea of how
serious it is and what type of
treatment you may need.

We aim to treat the most urgent
injuries or illness first.
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VIDEO CLIP

INFORMATION SIGNAGE

BUSYNESS INDICATOR




wa
busy t

This uses &
capacity, demand and pat
calculation.







How Busy is the Emergency Depariment?

Normal PATIENT STATISTICS

Resuscitation 1
Waiing fo be Seen 1.
WaiingforaBed | 1

Cosgoy1 o
cosgoya 10
casgoys o

Quiet Busy

28 Patients in the Emergency Department
0 Patients Waiting to be Seen



VIDEO CLIP

INFORMATION SIGNAGE

BUSYNESS INDICATOR

GP COMPUTER HELP DESK




local area for non-critical ca
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anonymous Surve

- Implied consent for both surveys with &
situated in the handover room for staff and the
waiting area for patients.

- We tried to gather similar data to the UK Department
of Health for comparative purposes. We used SPSS
statistical analysis to generate frequency data.




The UK saw a

304

of staff surveyed at BH

Emergency said they
had seen a reduction in
offensive language

and swearing.




I O % of staff surveyed saw a rec

threatening behavior / assault

2 6 0 ; %0 saw a reduction in non physical aggression
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50%

for patients and staff.

6 6 0 ; % Said the project implementation would

encourage them to remain at BHS ED.
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observeo

behavior, swe

operative behe

Associated improve

with most staff indicating how the

them to remain in their working environment.

The financial impact in cost reduction (cost to upskill new
staff and sick leave from injury) is significant enough to
encourage an organizational change.






In the UK

6 O % Of participant in our survey thought the signage

displayed the steps they followed.

30% of those surveyed were unsure...




60

% 50

RESPONDENTS
40

30

20

Better understood Signage displayed
how ED operated  step they took

SURVEY QUESTION

Better
understanding of
happening behind

the ED doors







signhage made
frustrating..

6 : 70/0 witnessed aggressive or violent behavior.



INFORMATION STRATEGY



FREQUENCY T/

How did you rate your €

Frequency Percent Ve
poor 0.0 0.0
below average 0.0 0.0
average 14 48.3
above average 13 43.3
excellent 2 6.7
Total 29 96.7
Missing System 1 3.3

Total 30 100.0




The imprc
frustratior
escalatior

Improvement in patient experience \

reduce frustration and tension and hostility, bu
prevent their potential escalation into more serious
Incidents, as aggression is often the consequence of
accumulated frustration.
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Category |

Category

Category 4 1hour

Patients who arrive by ambulance
are assessed the same way as those
who arrive unassisted. There may
be a short wait while the triage
Nurse attends to other patients

- g a p ~11 ~arko.



