
• Aboriginal Community members
• ACI Team
• Aboriginal Health & Medical Research Council
• Bethany Pade, General Manager PCCH, Executive Sponsor, NBMLHD
• Dawn Hutley, Clinical Redesign Lead, NBMLHD
• Kate Norman, PRMs Project Lead, NBMLHD
• Kylie McCauley, Greater Western Aboriginal Health Service
• Marlene Gelsana, 48 Hour Follow Up RN, NBMLHD
• Mitchel Beggs-Mowczan, Primary Health Network
• NBMLHD Clinical Governance Unit
• Nepean Human Research Ethics Council
• Primary Care & Community Health staff. NBMLHD
• Rachel Scobie, Director Aboriginal Health, NBMLHD
• Research Unit, NBMLHD
• University of Tasmania
• Vicki Williams, 48 Hour Follow Up RN, NBMLHD
• Vittorio Cintio, Lead Clinician Social Work, NBMLHD

Conclusion
• Community and staff consultation is essential in redesigning a program for 

the community

• Use of art activity and lunch/morning tea for focus groups and workshops 
to encourage participation

• Positive experience and positive outcome to work on developing a PREM 
with our local Aboriginal community

• PREM could be applied to similar services across NSW

• Early discussions with a neighbouring LHD regarding consistent naming of 
the service across both geographical locations

Case for change
Diagnostics

Planning and implementing 
solutions
Describe the changes/innovations made.

BEL

Results

Walanga Gul
48 Hour Follow Up – “Just Calling to Have a Yarn”

Improving service engagement and health outcomes for First Nations clients following discharge from hospital

Kaysan Penning, Belinda Fowler, Anna Esdaile,  Nepean Blue Mountains Local Health District, Primary Care and Community Health (PCCH)

Objectives
1) By December 2023, decrease re-presentation 

to hospital within 28 days for First Nations 
people who are eligible for 48 Hour Follow Up 
program from 11% to 5%

2) Increase contact post hospital discharge with 
eligible First Nations people within 48 hours 
from 47% to 65% by December 2023

3) Improve collection of patient experience data 
from clients receiving service from 0% to 50% 
by December 2023

Method

Sustaining change

Nepean HREC 2021/PID00741, AH&MRC 1807/21, NBMLHD Apollo 2023APO_044

Goal

The NBMLHD 48hr Follow Up Service is not reaching
all First Nations people referred to the service in the 
Penrith Local Government Area. 32% of referred 
clients are unable to be contacted and one in ten re-
present to Nepean Hospital within 28 days of 
discharge. Our clients have told us that they won't 
answer calls from private numbers. Our clients have 
said they are reluctant to answer calls in fear they 
may be asked to return to hospital. The Model of 
Care (MOC) was created in 2013 and is no longer 
meeting the needs of the community. The service 
does not routinely collect client feedback. There is a 
lack of culturally appropriate patient experience 
measure tools available in existing Patient Reported 
Measures programs.

Didn’t like about the phone 
call

Wanted to yarn with a First 
Nations person
Wanted to have a support 

person on the call with me 

Not Satisfied

Slightly Satisfied

Neither

Satisifed

Very Satisfied

How satisfied were you with the Walanga Gul call? 
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Jul-23 Aug-23 Sep-23 Oct-23

Outcome of referrals

Representations within 28 days

Unable to complete (deceased and
declined)

Uncontactable

Completed outside of 48 Hours

Completed within 48 Hours

Liked about the phone call
Friendly Staff
Gave the information I 

needed
Made me feel more 

confident at home

Contact
Anna Esdaile, Project Lead, NBMLHD 

0417 493 303  anna.esdaile@health.nsw.gov.au

Making appointments

Getting my medications

Understanding my medication

Understanding discharge instructions

Just somebody to check in on me

Referral to First Nations groups

I did  not need help after my discharge home

Other

During your follow up phone call, what did you need help 
with?
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