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Patient experience is defined as....

The sum of all interactions, shaped  
by an organisation’s culture, that 
influence patient perceptions across  
the continum of care. 
– The Beryl Institute
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The Peter MacCallum Cancer Centre (Peter Mac) is a Victorian public health 
service and a world-leading comprehensive cancer centre seeking to excel 
across all spheres of clinical care, research, and education. 

We have the largest cancer research enterprise in 
Australia and provide treatment to about 40,000 
people with cancer each year. We have a leading role 
in fundamental, translational, and clinical cancer 
research that drives excellence in cancer care. We 
are dedicated to lifting the standard of cancer care 
for all Australians and continuously innovating to 
increase access to care, maximising quality of life 
and improving patient outcomes. 

We work in collaboration with partners across the 
state to ensure every Victorian gets access to the 
best cancer care. We plan to increase our national 
and global presence and further our existing impact 
on cancer care through education and by leading and 
collaborating on landmark cancer research locally 
and worldwide. 

About Peter Mac

Acknowledgement of Country

Peter Mac respectfully acknowledges the 
Traditional Owners of the lands on which we work 
and pay respects to their Elders, past, present, 
and emerging. 

We acknowledge the Traditional Owners of the land 
on which our five sites are located:

Parkville and Sunshine: Lands of the Wurundjeri 
People of the Kulin Nation 

Bendigo: Lands of the Dja Dja Wurrung People 
of the Kulin Nation

Box Hill: Lands of the Wurundjeri and Boon 
Wurrung People of the Kulin Nation

Moorabbin: Lands of the Boon Wurrung People 
of the Kulin Nation

As the leading cancer centre in Victoria, Peter Mac aims to bring culturally safe and sensitive 
healthcare services to Aboriginal and Torres Strait Islander patients, families, and friends.

Peter Mac Reconciliation Action Plan artwork by Marcus Lee Design. Possum Skin Cloak, 2021



Peter MacCallum Cancer Centre 2

At Peter Mac, we are committed to providing the world’s best cancer care.  
And we are committed to continually innovating to deliver care that recognises 
patients as individuals. We work with patients to recognise the unique 
challenges they face and address the things that are most important to them.

Listening to and learning from patients about their 
personal experiences with cancer and making 
changes to improve the experiences of others is 
central to the work. 

In 2019 Peter Mac published the Consumer and 
Community Engagement Compass 2019-2022 to 
respond to the needs and aspirations of patients, 
carers and families affected by cancer. Together, 
with you, we are building upon the success of the 
2019-2022 Compass by establishing the Peter Mac 
Patient Experience Strategic Plan 2023-2025.

The new strategy has been developed with patients, 
carers and families through: 

• online co-design consultation events, known as 
‘Patient Parliament’s’, with current and former 
patients, carers, and families 

• patient surveys 

• information gathered via compliments and 
complaints real-time feedback survey and 
Victorian Health Experience Survey results 
(VHES)

• collaboration with members of our Community 
Advisory Committee (a sub-committee of our 
Board and include a group of members of our 
community who provide advice on the integration 
of community viewpoints at Peter Mac). 

We want to say thank you to everyone who has 
helped shape our Patient Experience Strategic Plan. 
Your contribution is critical in helping us to improve 
care for the next person who walks through our 
doors. Thank you for sharing your thoughts, stories, 
and experiences with us.  

We are delighted to present the Peter Mac’s Patient 
Experience Strategic Plan 2023-2025. The Plan 
outlines key opportunities to improve patient 
experiences, as identified by our community. These 
priorities, which are the things that matter most to 
patients, carers, and families, will guide our efforts 
as we continue to work with patients and carers to 
co-create positive experiences. 

Our Plan is aligned with the vision of Peter Mac’s 
Strategic Directions 2020-2025, that aims to 
continually improve cancer care, research, and 
education across all cancers and for all people 
affected by cancer. Other key frameworks aligned 
with this Plan include: 

• Peter Mac’s World’s Best Cancer Care Framework 
that sets out the behaviours, strategies and 
systems needed to achieve the vision for “World’s 
Best Cancer Care”. 

• Australian Commission on Safety and Quality in 
Health Care Standards that provide a nationally 
consistent statement of the level of care expected 
from health services. 

• Safer Care Victoria’s Partnering with Consumers 
framework that supports practical strategies and 
partnerships, including people partnering in their 
own healthcare, to deliver higher quality care that 
is safe, focused on individual needs of patients 
and families, fair and clinically effective.  

This Plan has the support of Peter Mac’s Board, 
Community Advisory Committee, and staff, and 
is integral to the way we care for every person 
impacted by cancer.

Foreword 

Chief Executive  
Professor Shelley Dolan

Chair Peter Mac’s Community 
Advisory Committee and 
Board Director 
Professor Rosemary McKenzie

Deputy Chair Peter Mac’s  
Community Advisory Committee 
Tiel Lillehagen
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Peter Mac is dedicated to ensuring we have an 
engaging culture and way of working that proactively 
involves patients, carers, and families, as well as 
other organisations to inform decisions related to the 
planning, delivery, and evaluation of our services. 

We know that better engagement leads to better 
care outcomes. It can contribute to:

• Appropriately targeted improvement initiatives 

• Efficient use of resources

• Improvement in the quality of care provided by 
a health service.1

Peter Mac consumers are people who have used, 
or may potentially use, our health services, or are 
caring for a patient using our health services. As a 
state-wide service, the needs of our consumers as 
well as those of the broader community, are complex 
and ever changing. We recognise that each person is 

1 https://www.safetyandquality.gov.au/standards/nsqhs-standards/partnering-consumers-standard

unique, and one cancer experience is not the same as 
another. Knowing who our consumers are, and what 
is important to them, is essential to our success. 

“Feeling seen and heard as a  
whole human being rather than  
just a cancer patient.” 
Patient Parliament Participant

With the help of consumers, we can… 

• Learn about consumer experiences and 
expectations 

• Gain input and advice from patients, carers and 
families who use or are impacted by our service 

• Draw on the expertise and advice from other 
sectors on ways we can improve our services 

• Help us understand how well we are tracking and 
where we can improve 

How we engage

How we engaged 

Our Patient Parliament events were a co-design consultation process for consumers to provide their 
perspective and examine opportunities to improve patient experience at Peter Mac. 

To develop the next Patient Experience Strategic Plan for 2023 to 2025, a six-step process was 
undertaken and described below.
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The Patient Parliament aimed to build on a 
document called the Consumer and Community 
Engagement Compass 2019-2022. This document 
was our previous patient experience strategy and 
consumer engagement framework. We highlight 
two improvement projects implemented through the 
Compass at the end of this document. The Patient 
Parliament built upon this work by elevating the 
voices of current and former patients and carers in 
decision-making and providing a forum to gather 
feedback to improve future service delivery.

Seventy-eight consumers and eleven staff members 
attended the online Patient Parliament event in 
November 2021 where they answered a range of 
questions regarding the four Investment Areas in the 
Consumer and Community Engagement Compass 
2019-2022.

Following the Patient Parliament, four smaller 
interactive workshops were then held in December 
2021 to facilitate in-depth discussion and provide 
further opportunity for our community to share 
ideas, thoughts, and feedback. 

From these discussions, priority areas to improve 
patients’ experience were identified under each 
Investment Area. 

Once an analysis of the findings from the Patient 
Parliament and the four workshops were compiled, 
a ‘Check back’ workshop was held in April 2022 with 
Patient Parliament participants. The purpose of 
this meeting was to present the findings and ensure 
that participants agreed their feedback had been 
accurately recorded. Further ideas and feedback 
from this meeting were included in the Patient 
Parliament Results Report 2022. 

The next step in co-designing the strategy involved 
collaborating with clinical and non-clinical staff, and 
our Community Advisory Committee on designing 
the Patient Experience Strategic Plan 2022-25. This 
provided an update on the findings which identified 
the top consumer priorities from the Patient 
Parliament workshops, the current responses to 
consumer priorities and how we can address the 
priorities over the next two years. 

We would like to take this opportunity to thank all 
participants for their insightful feedback which has 
led to the development of this strategy. 

Priority Areas: 

• Navigating Your Cancer Experience 

• Personalising Information 
and Communication  

• Building Capability 

• Building Support Networks
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Within these four top consumer 
priorities, participants most 
frequently reported positive 
experiences. However, participants 
were also able to identify areas 
that could further improve the 
experiences of Peter Mac patients. 

Top consumer priorities areas 

As a result of the Patient Parliament, co-design and  
feedback sessions, specific overarching priority  
areas for improvement have been identified. 

Our top consumer priorities for  
improving patient experiences 
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Figure A: Overarching priority areas

Figure B: Key aspects within each overarching priority area

Navigating

1. Orientation information improved 

2. Support services – information  and access 

3. Patient Navigator services improved 

4. Greater staff sensitivity 

5. Peer support expanded 

Personalising Information /  
Communication

1. Greater staff sensitivity 

2. Health Hub refinements 

3. Appointment systems improved

4. Patient Navigator services improved 

5. Test results made easier and quicker

Building Capability

1. Treatment planning and choice

2. Greater staff sensitivity 

3. Support services – better information 
and access

4. Mental health service access

5. More support needed at end of treatment

Building Support Networks

1. Peer support expanded 

2. Support services – information and access

3. Carer and family support 

4. Inter-clinician, department and hospital 
communications

5. Allied Health access 
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“I do not know what I don’t know.”
Patient Parliament Participant

Both Patient Parliament participants and Peter 
Mac’s Community Advisory Committee members 
emphasised navigating an experience of cancer as 
a key challenge faced by patients and carers. They 
highlighted the steep learning curve patients face 
in understanding cancer, treatments, and available 
services. There was particular concern regarding the 
unique challenges faced by patients and families for 
whom English is not the primary language spoken 
at home. 

Assistance in understanding the anticipated path 
forward, what to expect at different stages, and what 
supports are available was seen as fundamental 
to improving patient experiences. Improved 
information (for both English and non-English 
speakers), person-centred staff (staff that are 
respectful of, and responsive to, the preferences, 
needs and values of individual patients), and 
expanded access to Patient Navigators (a team of 
administration staff who help patients navigate 
their treatment between visits to Peter Mac), peer 
support and wellbeing services were seen as key 
opportunities for improving navigation. 

At Peter Mac, we share this commitment to 
improving navigation. Assisting patients to navigate 
their cancer experiences can have broad-ranging 
benefits, such as assisting patients to play an active 
role in their care, providing a sense of control 
and empowerment, helping patients to plan, and 
enabling patients to access relevant wellbeing and 
support services.  

Navigating your Cancer Experience

Did you have a clear understanding 
of your cancer pathway and what to 
expect along the way?

Yes

17%

Most of the time

38%

No

19%

Sometimes

26%
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“Enabling people to have the 
information to manage and 
participate in their care with 
deep knowledge”
Patient Parliament Participant

Improving the way we communicate and provide 
information continues to be a key priority, both for 
patients and carers, and Peter Mac. 

On a one-to-one level, patients and carers report 
that the vast majority of interactions with staff 
are very positive. However, it’s vital that every 
single staff member understand and works within 
the principles of person centred care, as Patient 
Parliament participants report that negative 
interactions, while few and far between, can 
significantly impact their experiences. Participants 
also highlighted opportunities to improve some 
of Peter Mac’s key information activities. These 
include increasing knowledge of services available, 
expanding information on the Health Hub patient 
portal (which connects patients and carers to 
important information about care and treatment 
via a secure mobile and web application), improving 
appointment information, providing fast access 
to test results, and increasing access to Patient 
Navigators. 

Improving our communication – both one-on-
one with patients and carers, and more broadly, 
through channels like our website, the Health 
Hub, our appointment communication, and our 
patient information packs – is a key focus for Peter 
Mac. We recognise both the power of information 
in enabling patients to be active partners in 
determining their care, and the complexity of 
the communications challenge faced by patients 
navigating cancer. 

We are committed to ensuring that patients and 
carers have answers to the questions that matter 
to them most throughout each stage of their care, 
and to ensuring we share information in a way that 
enables our diverse community to understand and 
actively participate in decisions about their care.

Personalising Information and Communication 

Were you satisfied with  
how Peter Mac communicated  
with you?

Yes

43%

Most of the time

45%

Sometimes

12%
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“We assess. We recommend.  
You choose... would be a good 
message to give patients” 
Patient Parliament Participant

While we are specialists in cancer, our patients are 
the experts in their own lives, their challenges and 
goals, and the things that are most important to 
them. At Peter Mac, we’re focused on ensuring that 
patients can be active partners in making decisions 
about their care, to the extent they choose. 

We asked Patient Parliament participants about 
their ability to advocate for themselves during 
treatment, and about the things that would assist 
their wellbeing while navigating cancer. 

On the topic of advocacy, Patient Parliament 
participants told us that most of the time, they did feel 
able to advocate for their needs. This was important, 
as many expressed a desire to be listened to, and to 
be active participants in decision-making. To further 
enable this, participants recommended improvements 
in both access to information, and help in navigating 
information. Staff who were person-centred and who 
communicated with patients as partners were also 
important in enabling patients to advocate for their 
needs. 

Addressing the wellbeing impacts of cancer is also 
key in enhancing patient experiences. As well as 
increasing access to general wellbeing services, 
participants told us they needed more access to 
mental health services, and more services at the end 
of treatment.

At Peter Mac we’re committed to caring for the whole 
person, not just their cancer. 

Were you able to advocate 
for yourself and express your 
individual needs?

Yes

43%

Most of the time

45%

No

4%

Building Capability  
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“I’d like to speak to someone who 
has knowledge in my cancer and 
the time to talk.” 
Patient Parliament Participant

Participants in the Patient Parliament told us 
about the important role of support networks and 
services in improving cancer experiences. The 
wellbeing and allied health services offered at 
Peter Mac were particularly highly valued, but many 
felt that more could be done to promote these to 
benefit more patients. To minimise duplication of 
effort in providing wellbeing services, continued 
collaboration with external organisations was 
highlighted as important to our community. 

A number of patients told us that during treatment, 
they were conscious of the impact of cancer on 
carers and family and were careful to support 
the wellbeing of the people close to them. Our 
community told us that providing more services for 
carers and families would be helpful for everyone – 
including the patient.  

At Peter Mac, we recognise both the important role 
that carers and families play in caring for people 
with cancer, but also the many ways that a diagnosis 
can impact those close to a person with cancer. 
We are committed to providing more services for 
families and carers and launched a Supporting 
Carers Strategy and committed dedicated resourcing 
to increase the coordination of services for carers 
and families. 

Did you feel like you had adequate 
support, networks and/or facilities 
during your cancer experience? 

Yes

16%

Most of the time

42%

No

11%

Sometimes

31%

Building Support Networks 
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Consumer priorities identified from  
the consultation

Consumer Priority 1 – Navigating Your Cancer Experience 

You told us you need We are currently working on Over the next two years we will

1. Improvements in how 
information is provided to 
new patients to help you 
navigate large quantities 
of new information, and 
to ensure you’re aware of 
services available

a. Incorporating patient feedback 
into newly refined welcome/
information packages

b. Developing a Chemo and You 
information booklet to help 
you better understand what 
to expect 

c. Producing Cancer School 
informational videos on: 
What is cancer, Navigating 
the system, Emotional effects 
of cancer and treatments, 
and Caring for someone 
with cancer  

d. Developing a structured 
program of prehabilitation 
activities to prepare patients 
for surgery (Surgery School) 

e. Embedding patient and carer 
feedback throughout the 
redevelopment of Peter Mac 
website 

f. Through the Cultural 
Champions program, we 
work with local cultural 
groups to ensure our 
culturally diverse consumers 
receive information and 
support to better meet their 
communication needs

a. Work with patients to 
incorporate new information 
into the Welcome/information 
package to ensure they are 
inclusive and accessible, and 
distribute to all new patients via 
hardcopy or ebooklet 

b. Distribute Chemo and You 
information booklets to relevant 
patients

c. Develop videos for the Cancer 
School program to help patients 
understand important topics 
related to cancer and cancer 
care 

d. Implement a structured program 
of prehabilitation activities to 
prepare patients for surgery 
(Surgery School)

e. Launch new PMCC website 
informed by patient, carer and 
other stakeholder feedback to 
better support patients to access 
the information, resources and 
education they need

f. Expand the Cultural Champions 
program 

2. Increased awareness 
of wellbeing services. 
These are programs 
that address the social, 
emotional, cultural 
and spiritual needs 
associated with living 
with a cancer diagnosis 
or caring for someone 
with cancer

g. Developing a wellbeing 
program booklet profiling the 
services available 

h. Establishing a Wellbeing 
leader at all our Peter Mac 
sites to increase promotion of 
available wellbeing services  

g. Finalise and distribute the 
wellbeing booklet via hardcopy 
and digital forms

h. More broadly promote via a 
range of channels the wellbeing 
programs and services that are 
available to patients 

3. Increased awareness of 
and access to the Patient 
Navigators service

i. Developing Peer Navigation 
education program for peers 
before becoming Navigators

i. Work with the Patient Navigator 
team to support and promote the 
program to patients
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Consumer Priority 1 – Navigating Your Cancer Experience 

You told us you need We are currently working on Over the next two years we will

4. To be treated as an 
individual, asked about 
your needs, and be 
genuine participants 
in discussions about 
your care

j. Implementing new mandatory 
staff training, “Your Thoughts 
Matter”, the principles and 
practice of person-centred 
healthcare and effective 
communication

j. Ensure Peter Mac staff members 
attend Your Thoughts Matter 
SKINDEEP training

5. Expanded peer support 
options, including 
connecting with people 
of similar diagnosis, age, 
gender, location, culture, 
and sexuality, as well 
as increased access to 
patient stories 

k. Applying for funding grants for 
a pilot peer navigator program. 
Peer navigators are people 
with a lived cancer experience 
who are appropriately trained 
to provide emotional and 
practical support and assist 
patients to better navigate 
their cancer experience

k. Secure funding to pilot a 
peer navigator program to 
expand opportunities to 
connect patients with peer 
navigators who reflect their 
individual needs 
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Consumer Priority 2 – Personalising Information and Communication 

You told us you need We are currently working on Over the next two years we will

1. Supporting every 
staff member to be 
person-centred in 
their interactions with 
patients and carers 

a. Implementing the Your 
Thoughts Matter (YTM) 
Question Prompt Sheet, 
a conversational tool for 
patients to help ensure 
clinical appointments cover 
the questions that are most 
important to individual 
patients, and evaluating its 
effectiveness

a.  Distribute and evaluate the 
Your Thoughts Matter Question 
Prompt Sheet

2. Improvements to 
appointment processes, 
particularly ensuring 
accurate, comprehensive, 
and timely information 
about appointments

b. Incorporating patient 
feedback into improvements 
to our appointment 
communications processes 

b.  Collaborate with internal 
departments to improve 
appointment systems, and 
access to test results 

3. Increased awareness 
of the Health Hub, 
and increased 
information available 
via the Health Hub

c. Continuing to refine and 
expand the Health Hub 
with input from consumers, 
including biannual surveys 
of Health Hub users to drive 
improvements

d. Encouraging Peter Mac staff 
to assist patients to use the 
Health Hub

c.  Increase information available 
in Health Hub (for example, 
links to relevant information 
and support groups) 

d.  Provide staff information and 
training to assist patients 
with Health Hub registration 
and enquiries and to increase 
promotion of the Health Hub

4. Increased awareness 
of and access to Patient 
Navigators

e.  Promoting the Patient 
Navigators program to 
patients

e.  Work with Patient Navigator 
service to address ways to 
promote and communicate the 
service to patients

5. Up to date and timely test 
results via the Health 
Hub, including results 
from external providers

f.  Continuing to refine and 
expand the Health Hub with 
input from consumers
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Consumer Priority 3 – Building Capability 

You told us you need We are currently working on Over the next two years we will

1. More assistance 
to make choices, 
and to understand 
treatment options and 
recommendations

a. Reviewing our website 
information to ensure it’s 
useful and understandable 
for patients and carers

b. Hosting cancer education 
programs and guest speakers 
throughout the year 

a. Work with staff and consumers 
to fully understand treatment 
options, and co-design an 
approach to communicate 
treatment options for patients

2. Supporting every 
staff member to be 
person-centred in 
their interactions with 
patients and carers

c. Implementing the Your 
Thoughts Matter effective 
communication program  

d. Introducing the Question 
Prompt Sheet for patients 

e. Implementing the “Speaking 
Up For Safety Program” to 
increase staff communication 
skills, promote a culture 
of speaking up, skilling 
in common language and 
improve professional 
accountability

c. Collaborate with staff to 
address impacts of patient 
centred care, using the data 
relating to patient experience

3. Tailored and personal 
wellbeing services that 
are available both during 
business hours and after 
hours, and assistance to 
advocate for your needs 

f. Collaborating with other 
hospitals to embed patient 
feedback into the design of 
out-of-hours services as part 
of the Better@Home program 

g. Connecting patients to 
existing services such as 
Cancer Council 13 11 20 and 
other cancer specific services 
that can complement care

f. Investigate the opportunity to 
introduce health and wellbeing 
coach in the Wellbeing Centre

4. Increased access to 
mental health services 
including Peter Mac and 
external services 

h. Promoting a new psychology 
program that addresses 
fatigue, sleep difficulties and 
fear of cancer recurrence 

i. Developed Can-Sleep, a 
guide to sleep for young 
people who have had cancer

h. Increasing the prominence of 
the Cancer Mind Care website 
(‘one-stop-shop’ for tailored 
mental health support for 
people with cancer, their 
support persons, clinicians, and 
First Nations peoples) from 
within the Peter Mac website 
to increase patient and carer 
awareness of the resource
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Consumer Priority 3 – Building Capability 

You told us you need We are currently working on Over the next two years we will

5. More services at the 
end of treatment, 
including late effects 
information, mental 
health services, lifestyle 
and health information 
and assistance returning 
to work

j. Collaborating with 
the Australian Cancer 
Survivorship Centre to 
improve awareness of 
and support access to 
information after treatment, 
ensuring it is available when 
patients, carers and families 
need it e.g. via the website  
www.petermac.org/
cancersurvivorship 
Information is available in 
many languages and for 
specific populations 

k. The Common survivorship 
issues directory provides 
information and tools to 
support survivors to access 
evidence-based and quality 
survivorship care including 
returning to work or study 

l. Mycareplan.org.au is 
available for six cancer types 

j. Increase awareness of the 
support and Return to Work and 
Study programs for patients 
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Consumer Priority 4 – Building Support Networks

You told us you need We are currently working on Over the next two years we will

1. Expanded peer support 
options 

a. Applying for funding grants 
for a pilot peer navigator 
program 

a. Secure funding for a peer 
navigator pilot program for 
patients 

 Work with community 
organisations to expand 
support networks using 
existing external services

 Explore opportunities to secure 
funding for expanding peer 
support options where gaps are 
identified through co-design 
with consumers 

2. Improved information 
about wellbeing services 
and encouragement 
throughout treatment 
to consider wellbeing 
services

b. Redeveloping Peter Mac’s 
website to improve the way 
information is shared 

c. Develop a Wellbeing booklet 
that provides all Wellbeing 
service information 

b. Develop a suite of Wellbeing 
service offerings into a online 
and printed document that all 
new patients will receive

3. More services for 
carers and families, 
and awareness early in 
treatment of services 
for carers

d. Launching a Peter Mac 
Supporting Carers Strategy 
with input from carers and 
other stakeholders

e. Continuing to fund a Carer 
Liaison Officer role to support 
carers and families  

f. Hiring a dedicated carers 
psychologist 

g. Implementing a Carers Circle 
support group

d. Implement a Supporting 
Carers Strategy to grow and 
coordinate carer services

e. Co-design a program to 
provide psychological support 
for carers

f. Co-design and pilot a carer 
peer support network (includes 
training people with a lived 
experience of caring for 
someone with cancer to provide 
1:1 support to carers) 

4. Peter Mac to continue 
linking with national 
cancer stream specific 
programs and filling gaps 
where needed 

h. Active on external cancer 
specific committees to 
represent Peter Mac

h. Continue to provide leadership 
of Wellbeing services across 
Australia and present our work 
in publications and conferences

5. Increased awareness of 
Allied Health services 
and complimentary 
therapies

i. Redeveloping Peter Mac’s 
website to improve the way 
information is shared 

i. Work to increase promotion 
of Allied Health services and 
complimentary therapies  
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Regular reporting, independent oversight and clear accountability 
mechanisms are vital to ensuring the feedback we heard from our community 
results in real improvements to patient experiences at Peter Mac. 

We will monitor the effectiveness of this strategy by:

• Creating a Patient Experience Strategic Plan 
consumer/patient experience baseline with 
information from the Peter Mac’s real-time 
feedback patient experience survey questions, 
Your Thoughts Matter patient experience survey, 
Peter Mac’s Compliments and Complaints data 
and the Victorian Health Experience Survey

• Monitor the newly created patient experience 
strategic plan data and compare the baseline over 
the next two years (2023 to 2025)

• Collect survey data by consumer representative 
members asking Peter Mac patients face to face 
the survey questions. (Consumer representatives 
offered training) 

• Review the annual consumer/patient survey 

We will report back to our community through:

• Regular updates on Peter Mac website and 
staff intranet 

• Report back meeting to consumers, carers and 
families in November 2023 

• Hold a Patient Parliament co-design event in 
June 2024

• Report to the Community Advisory Committee, 
seeking their feedback on progress in each key 
priority area 

• Bi-yearly reports to the Peter Mac Executive 
Committee 

Monitoring and reporting:  
Measuring our success 



Case study 1: Empowering our 
patients and staff - Your Thoughts 
Matter communication program

Communication is one of the most commonly 
complained about aspects of healthcare and 
it impacts on consumers’ overall healthcare 
experience. Peter Mac complaints data 
identify poor communication as the leading 
issue faced by our patients. Universally, 
participants from the previous patient 
parliament reported a need for more 
comprehensive understanding of cancer 
information, treatment options, and provision 
of information at the right time.

The Your Thoughts Matter (YTM) program 
aims to address this disparity. It is an 
evidence-based program designed to embed 
core communication skills within health 
services. The YTM is a program of work 
focused on improving patient experience, 
in partnership with consumers, Safer Care 
Victoria and Deakin University’s Centre for 
Organisational Change in Person-Centered 
Healthcare (OCPH). Consumers are 
involved in planning, governance, design, 
delivery, measurement, and evaluation of 
the programs. 

A Your Thoughts Matter Education Facility is 
established with consumers and Peter Mac 
staff who are trained to deliver the 2-hour 
SKINDEEP and the 4-hour RESPECT training 
sessions, targeting all clinical, research and 
administrative staff. To support patients by 
communicating with their care team, utilising 
a question prompt sheet. 

To evaluate the success of this program 
in improving our patients experience and 
building the confidence, knowledge and 
skills of staff, evaluation measures have 
been established to monitor changes in 
positive patients experience and increases 
in reported confidence for staff when 
communicating with patients.

Case studies: Patient experience initiatives  
implemented in response to community feedback

Case study 2: Carers strategy

Supporting carers – new Carer Liaison Service 
and Supporting Carers Strategy 

In the consumer and community engagement 
compass 2019-2022 acknowledgement was 
given to the important role of family, friends, 
and carers throughout a cancer experience. 
More emphasis on nurturing this group was 
widely supported. 

In response to feedback from patients, 
families and carers a Carer Liaison Service 
was implemented at Peter Mac in Dec 2021. 
A Carer Liaison Officer provides one on one, 
tailored and ongoing support to carers, 
assists them in navigating the health system, 
coordinates a wellbeing plan and connects 
them with relevant support services. 
A Carer’s Circle peer support group was 
also implemented to provide a safe space 
for carers to connect with others going 
through a similar experience and hear about 
relevant information and support services 
in a safe, supportive, and non-judgemental 
environment. 

In 2022 Peter Mac launched a Supporting 
Carers Strategy 2022-26, to recognise and 
acknowledge the important role of carers and 
facilitate a coordinated approach to guide how 
we support carers across Peter Mac. This is 
Peter Mac’s first Supporting Carers Strategy, 
it includes five priorities, which are aligned to 
the Victorian Carer Strategy: 

• Carers have better health and wellbeing

• Carers are supported in school, study, 
andwork environments

• Carers can access support and services 
that meet their needs

• Carers have less financial stress

• Carers are recognised, acknowledged, 
and respected

The implementation of the Supporting 
Carers Strategy will see several new initiatives 
to support carers including, expansion of 
the Carer Liaison Service, the addition of 
a dedicated clinical psychologist for carers 
and piloting a carer peer support network. 
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