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The idea

Nobody knows better how services can be 

improved than the people who use them and 

the front-line staff who provide them.

- Governance International 

http://www.govint.org/co-design/

http://www.govint.org/co-design/


Background

 In 2009, the NSW Department of Health supported a 

number of co-design projects to improve the patient and 

carer experience of Emergency Departments.

 Many NSW health services use a co-design approach in 

health care improvement.

 The NSW Agency for Clinical Innovation Patient 

Experience and Consumer Engagement team is keen to 

build understanding and capability across the NSW 

Health system in co-design thinking, practices and tools.



Section 1: Why Change 

Now? 



The Co-Design Hospitalisation Pilot Project is 

launched….

 In 2015 The PEACE Team at NSW Agency 

for Clinical Innovation invited the ID Health 

Network and MRID (a specialist ID Health 

pilot team) to partner with them in a Co-

Design Project around Hospitalisation.







The ACI’s approach

 Learning together how co-design can be applied, 

adapted and promoted in the ACI and NSW Health

 Multi-pronged strategy to build capability in co-design:

 Coaching from an international expert, Dr Lynne Maher, 

Director of Innovation and Improvement, Ko Awatea

 Undertaking pilot co-design project (ACI & local ID Team)

 Developing co-design leaders and a community of 

practice

 Developing resources and tools e.g. principles, facilitation 

guide



Co-design approach

Co- design is an important part of a process to 

capture patient, family and staff experiences, 

organise the learning that it brings to create new 

understanding and insight from the perspective of the 

care journey and emotional journey, come together 

in partnership; patients, family and staff to review 

the learning, have ideas, plan and implement 

improvements then finally; review what difference that 

has made.



Methods for capturing experiences





The Co-Design Hospitalistion Project

 Participants including Carers, attended a 

Masterclass and subsequent coaching in co-

design principles. Using  participatory action 

research, user-centred design, learning theory 

and narrative-based approaches, the 

emotional content of healthcare  hospital 

experiences were captured in story – telling. 

Issues arising were identified at a facilitated 

solution co-design workshop.  





The solutions for improvement 

were then enhanced in small 

working groups overseen by a 

local steering group and 

supported by further coaching.

These are being driven locally by 

the local health district  with 

opportunities for on going 

coaching and leadership support 

in Co-Design offered by ACI.



Understand

What matters more than raw data is our ability 

to place these facts in context and deliver them 

with emotional impact.

- Daniel Pink, A Whole New Mind (2008)



MRID Hospitalisation Toolkit



Improving the experience of hospitalisation for 

people with intellectual disability

Watch Daniel's story and his experience of 

hospitalisation. In this video 'Improving 

the experience of hospitalisation 

for people with intellectual 

disability'

 http://www.aci.health.nsw.gov.au/resources/intellectu

al-disability/hospitalisation/improving-the-experience

http://www.aci.health.nsw.gov.au/resources/intellectual-disability/hospitalisation/improving-the-experience


Uses and Feedback

 Staff Education, Orientation, Awareness Raising and 

Self Management Training 

It made me 

cry when I 

realised how 

I might have 

acted
Student Nurse

I had never 

thought of this 

as a rights 

issue.
Allied Health 

Professional



I like the way we have 

included the consumer from 

the beginning and all the 

way through. Usually we 

develop something and 

then get their opinion.
Co-Design Team member



Listening for the 

emotional hot –

spots really works!
Health Manager

I like the way we 

listened to the 

clinician, the  

consumer and the 

disability staff 

perspectives and 

then we got the full 

picture of what was 

needed. Co-Design

Masterclass participant.



Next Steps

Based on this pilot project:

 The ACI PEACE Team is currently supporting 5 co-design 

project

 The ACI PEACE Team is developing a toolkit of 

resources and continues to offer masterclasses and 

partnership projects with LHDs

 The ID Health Network continues to develop its 

Hospitalisation Toolkit and work with LHDs using co-

design methodology and through ID education.

 There are more and more local leaders and staff 

trained in  and using  Co-Design  methodology in 

NSW Health.



Opportunities for further 

partnerships

 The ID Health Network  is interested in developing 

partnerships with local health districts to develop 

models of care around hospitalisation for people with 

ID.



More info

 ACI Patient Experience and Consumer Engagement 

team http://www.aci.health.nsw.gov.au/networks

 ACI Intellectual Disability Health Network 

Hospitalisation video 

http://www.aci.health.nsw.gov.au/resources/intellectu

al-disability/hospitalisation/improving-the-experience

 MRID Co-Design Toolkit codesignkit.org.au.

 Experience-based co-design toolkit: 

http://www.kingsfund.org.uk/projects/ebcd

 Health Service Co-design Toolkit: 

http://www.healthcodesign.org.nz/

http://www.aci.health.nsw.gov.au/networks
http://www.aci.health.nsw.gov.au/resources/intellectual-disability/hospitalisation/improving-the-experience
codesignkit.org.au
http://www.kingsfund.org.uk/projects/ebcd
http://www.healthcodesign.org.nz/
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