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Background
The Office of the Chief Digital Health Officer 
implemented a five-week engagement program 
in July-August 2018 throughout Metro North 
Hospital and Health Service (Metro North). The 
program aimed to raise awareness, canvas 
ideas and gain feedback for a proposed digital 
transformation strategy; Digital Metro North.

Purpose
This report outlines the engagement approach and 
the feedback received during the development of the 
Digital Metro North Strategy.

NATASHA, MANAGER, indigenous hospital 
liaison services

“Having Aboriginal and 
Torres Strait Islander 
languages and dialects 
translated on digital 
interfaces that can 
be accessed by staff 
and consumers.”

Objectives 
– Ensure staff are aware, informed and engaged 

during the development of the Digital Metro 
North Strategy.  

– Inform key stakeholders of the opportunities 
to participate in engagement activities to 
contribute their ideas, knowledge and feedback 
to inform Metro North’s digital future.

– Develop a database of staff interested in 
supporting future digital initiatives within 
Metro North.

– Use the feedback received to understand the 
current cultural landscape surrounding digital 
transformation in Metro North. 

– Apply the feedback received to inform the 
Digital Metro North Strategy.

Stakeholders
– Metro North Board

– Metro North Chief Executive (CE) and 
Senior Executive Team (SET)

– Metro North Operations Leadership Team (OLT)

– Digital Transformation Executive 
Committee (DTEC) 

– Digital Metro North Project Team

– Clinical councils

– Directorate executive teams

– Key influencers identified in Metro North

– All Metro North staff

– Consumer advisory groups

– Community groups

Target audiences 
– Metro North staff

– Key thought leaders and influencers at 
Metro North

– Potential digital influencers at Metro North

– Consumers 

– Community groups

Approach 
A comprehensive communication and engagement 
program was implemented in parallel with the 
development of the Digital Metro North Strategy. 
Section one of this report outlines the engagement 
approach. Section two outlines the content and 
feedback received from stakeholders.
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Communication
A range of communication activities were undertaken to support the engagement process and encourage participation from 
consumers and staff across Metro North. Below is an outline of the activities and target audiences.

Staff Consumers Community 
Groups

Video    Metro North staff and a single consumer highlighted 
a range of ideas to start people thinking – What does 
digital health mean to me? This was linked to the 
survey.

Fact sheet    One-page outline of the proposed strategic direction 
for the Digital Metro North Strategy. 

Executive emails  Metro North-wide emails from the CE and CDHO.  
Facility EDs also distributed information locally.

Email blasts    Metro North-wide and via facility distribution lists.  
Local staff featured. This was linked to the survey.

Posters  Distributed across facilities to raise awareness. 
Local staff in hospitals and Community and Oral 
Health were featured.

Social media    Video pinned to the top of the Metro North Facebook 
page for the campaign period providing staff with 
the opportunity to share, post comments and like 
the page.

Intranet page  Created to host online information including the fact 
sheet, video and survey link.

Online bulletins  Weekly notices in Metro North Broadcast and 
hospital bulletins. This was linked to the video 
and survey.

Section One: Extent of engagement
Comprehensive engagement was undertaken using social media, email and 
face-to-face meetings as well as interactive forums. Various activities were 
used to capture feedback including online polls and word cloud formation.
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Engagement
The engagement process incorporated online and in person strategies designed to encourage stakeholders to 
complete the online survey or attend a forum or strategy session. Once completing or attending an engagement 
session, staff were encouraged to stay connected by joining a mailing list. This database includes a list of 
potential digital champions and staff interested in future initiatives.  

An online survey hosted on Metro North’s Consultation Hub page, the Digital Metro North Ideas Generator, was 
open to staff, consumers and community groups.

Strategy Sessions 

Executive and Clinical Councils Royal Brisbane and Women’s Hospital

Caboolture and Kilcoy Hospitals

The Prince Charles Hospital

Redcliffe Hospital

Community and Oral Health

Mental Health

Professions Medical Directors’ Forum (RBWH)

Outpatients/Managers’ Meeting (RBWH)

Allied Health Professional Lead Meeting (Metro North)

Nursing and Midwifery Professional Lead Meeting (Metro North)

Administration Managers’ Meeting (TPCH)

Forums 

Staff Forums The Prince Charles Hospital (TPCH)

Redcliffe Hospital 

Caboolture Hospital 

Community and Oral Health 

Royal Brisbane and Women’s Hospital 

Consumer Forum Metro North-wide (held at TPCH)
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Digital Metro North Strategy  
Feedback and ENGAGEMENT

522 
Surveys 
completed

13 Executive strategy 
sessions
5 Staff forums
1 Consumer session

attendees
540

of the Digital 
Metro North video

12,720
views

477 nominateddigital champions
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Section TWO:  
CONTENT of engagement

COnsumers

Metro North Health Staff

Community members or organisations

PARTICIPATION

479

33

10

ONLINE SURVEY RESULTSThe online survey for staff, consumers and community members 
was published on the Consultation Hub webpage of the Metro North 
Hospital and Health Service website. Running in parallel with the 
face-to-face engagement program, the survey invited respondents to 
contribute their ideas for Metro North’s digital future. 

The survey consisted of three open-ended questions:

a) What does digital health mean to you?

b) How can technology make a difference to our patients?

c) What are your innovative ideas for digital health?

At the completion of the survey, respondents were invited to stay connected with Digital Metro 
North to receive updates in the future. There were 184 people who completed the survey who 
requested to join the contact list for Digital Metro North. 

Survey APPROACH

ALAN, CONSULTANT, emergency MEDICINE

“Digital transformation 
means enhancing our 
ability to capture data, 
and conduct better quality 
audits and research that 
will translate into better 
care for patients.”
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Themes

Six themes emerged from the online survey. 

1 Efficiency

2 System integration

3 Patient outcomes  
and safety 

1

2

3

Efficiency

Improve internal workflow 
processes

Quick access to patient 
information

One source of truth, improving 
workplace efficiency 

Ability to quickly and efficiently 
record and share health 
information

Faster processing of patients

“A more efficient way of handling patient 
information. Information which can be 
accessed immediately.”

“Access to medical records and notes 
instantly and simultaneously with other 
health professional colleagues (no need 
to fight for the paper chart).”

“Digital health means improved 
efficiencies within our hospitals.”

“...shorter waiting times for treatment 
and care.”

System 
integration

Reduce duplication of data entry

Reduce the number of IT systems

Integration will provide one 
source of truth

Accuracy of information through 
system integration

“Integration of information; easier access 
to information.”

“Integration of information and 
communication technologies.”

“Digital health is the convergence/
integration of information and 
communication technologies in 
traditional healthcare delivery.”

Patient 
OUTCOMES 
and safety

Improved accuracy in clinical 
documentation and diagnosis

Clearer communication will 
improve patient safety

Improved patient safety due to 
real-time data collection

Improvement in 
patient outcomes

“Having all of the necessary information 
for each patient available at your 
fingertips to help us to provide safe, 
timely care.” 

“... safe and efficient healthcare.”

“...integrated real-time medical records 
that enhance patient safety and their 
journey across all healthcare providers.”

“It also means doctors can potentially 
share my information with other 
specialists in the hospital (or at other 
locations) to work out the best treatments 
options for me.”

ONLINE SURVEY RESULTS

4 Communication and education

5 Person-centred care

6 Costs and resources 
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4

5

6

Communication 
and education

Improved accuracy of health 
information due to clear 
communication channels

Improved patient education 

Reduce the need for patients to 
repeat their health information

Patients will have a better 
understanding of their 
medical information

“Digital health will positively impact 
the communication channels between 
facilities, clinicians, patients and 
family members.”

“...consumers have quality health literate 
information at their fingertips to support 
their journey safely and confidently.”

Person-
centred care

Allow more time to spend 
with patients

More efficient workflow will 
provide staff with capacity to 
focus on face-to-face person-
centred care

“Quick and easy access to patient 
information in one location so that I can 
provide accurate, efficient and patient-
centred care.”

“Allied health can spend a lot of time 
doing [written] handovers. It would be 
great if this could be made electronic... 
and allow us to save time and improve 
time with patients.”

Costs and 
resources

Will bring a reduction in current 
or future costs and resources

Reduce the need for duplicate 
data entry, saving costs 
and resources

“Opportunity to improve how we do our 
business and manage resources.”

“Digital health means 
improved efficiencies 
within our hospitals”

ONLINE SURVEY RESULTS
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Which themes were the focus for each group?

Below is a breakdown of themes by target audience. Results 
are expressed as the number of comments received that 
related to each theme.

Note: Survey respondents may have indicated more than one theme in their responses.

ONLINE SURVEY RESULTS

Metro North Health Staff

CONSUMERS

Community members or organisations

431

26

6

257

12

213

11

6

180

11

2

61

3

2

28

2

Efficiency

System integration

Patient outcomes and safety 

Communication and education

Person-centred care

Costs and resources

Efficiency

Communication and education

Patient outcomes and safety 

System integration

Person-centred care

Costs and resources

Efficiency

Communication and education

Patient outcomes and safety 

Person-centred care
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ONLINE SURVEY RESULTSMetro North Staff

CONSUMERS

Community members 
or organisations

Tone of responses
The feedback received from the online survey has been assessed to 
determine the tone of responses by target audience. Each group has 
been analysed to identify whether the responses were positive, neutral or 
expressed concerns about our digital health future.

83% 14% 3%

79% 12% 9%

50% 50%

Positive comments

Neutral comments

Expressed concern

Concerns expressed
The feedback was overwhelming positive or neutral. We have also examined 
the negative feedback to inform the strategy and improve and target future 
transformation activities. An analysis of the small amount of negative feedback is 
outlined below.

Consumer concerns

Technology and 
older patients

“I am not very positive about it for 
older patients.” 

“Older patients appear to make up the bulk of 
the patients I have interviewed in the wards 
and I doubt very much that they would provide 
support for this initiative.”

“I am not part of the digital age; perhaps 
being 80 has something to do with it?  I use 
my computer and iPhone only when I have 
to; but the problem is that I have digital 

‘agnosia’ as I am quite unable to operate any 
of these machines without error/irritation/in 
particular frustration when I cannot complete 
the process.”

Security “Opportunity for hacking and lack of privacy.”
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ONLINE SURVEY RESULTS

Staff concerns

Technology “Headaches and fearful!  As an older paper-based health practitioner 
[40yrs in nursing] – not very good computer skills, I am worried how 
this will transition for me – many of my colleagues. Accuracy of record 
keeping is always a problem – what happen when an error occurs? We 
just started electronic discharge are there are multiple mistakes.”

“I suspect it may be a major pain in the b..side. Passwords that need 
to be changed every 3 months, non-interacting data bases (ie, chem 
path and XRay), and my biggest fear, the end of the written note. 
Means I’m staring at a screen instead of talking to the patient.”

“Older staff not well accustomed to IT will be adversely affected in their 
care of the patient and will more likely be made to leave the health 
system leading to unemployment.”

Security and safety “... breach of privacy.”

“Big Brother. 1984.”

“Danger to patients with privacy leaks, misuse of information, and 
inappropriate data sharing with other departments.”

“A change in system that will produce a whole list of problems, and 
will be poorly implemented to create a high risk and patients coming 
to harm.”

“It will also put in an added layer of administrative measures with 
security etc to slow down the process.”

“It also represents an increased risk of cyber attack and patient records 
being stolen as well as paralysing the hospital.”

Workflow and processes “A nightmare. The system that has been implemented by QHealth is 
old and not user friendly. A big worry is down time when you then 
only have 1 computer to cover numerous patients. Giving medications 
becomes a nightmare. The internet is so slow.”

“So far pain in everyday workflow.”

“Ensuring digital implementations actually enhance vs hinder patient 
care and staff capabilities.”

“I like paper charts because I have had issues with doctors changing 
orders when I am in the middle of giving a medication – it’s annoying 
when there aren’t enough computers too.”

Patient care “More computer work and maybe less hands on.”

“Ensuring digital implementations actually enhance vs hinder patient 
care and staff capabilities.”
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What’s your innovative idea? 

The survey asked respondents to nominate their 
innovative ideas for digital health in Metro North. 
There were 169 ideas published.

ONLINE SURVEY RESULTS“Ability to store video within the record.”

“A ‘Dr Google’ app for consumers with reliable information 
that is targeted towards those with low health literacy.”

“...a ‘virtual waiting room’ that allows patients to video-link in.” 

“A patient portal where patients can 
access their own medical history.”

“Tablets available throughout the wards 
and community services.”

“...an app to help navigate to 
where you need to go. Like a 
google maps for hospitals.” 

“...patients to see and 
track their appointments/
follow up plans/elective 
admission dates on their 

own devices...”

“Dept. of Anaesthetics would like to implement a virtual 
reality education program where AHP's can learn how 

to assemble a cell salvage catcher. This education could 
directly benefit patients through increased cell salvage 
use in Red Blankets/trauma cases, as well as improve 

RBWH compliance with standard 7.”

“ Amazon Alexa or Google Home with AI backend to deliver telehealth 
services e.g. provide front line service response to patients in the 

community, provide robotic care to patients in their home.”

“Voice recognition with built-in artificial intelligence/machine 
learning devices which listen to the interactions between 

patients and doctors/nurses/allied health at the bedside and 
appropriately document the required clinical notes”

“Mobile technology enabled model of care for the 
mental health needs of cardiac surgical patients.”

“Virtual reality glasses for rehab patients to 
access their program from home.”
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Executive Strategy  
Sessions and Forums

EXECUTIVE strategy sessions and forums

Staff Forums 

Strategy Sessions 

Consumer Forum 

PARTICIPATION

333

197

15

Face-to-Face Engagement Approach

The strategy sessions and forums provided 
an opportunity for key stakeholders to see 
an outline of the approach for the proposed 
strategy and contribute ideas, raise 
questions and provide feedback. At the end 
of each session participants were emailed 
a copy of the presentation with a link to the 
survey and invited to stay connected via the 
Digital Metro North email list.

Themes
Five themes emerged during the strategy sessions and 
forums. These were expressed as questions or raised as 
potential issues during discussions.

• Hardware and WiFi

• Staff culture and engagement

• System integration

• Governance and workflow

• Digital disruption and disaster recovery
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EXECUTIVE strategy sessions and forums

Executive Strategy  
Sessions and Forums

HARDWARE AND WIFI
Attendees queried whether there is sufficient accommodation 
to support the integration of required hardware, as well as 
clearly identifying the need for WiFi.

Staff culture 
and engagement

Attendees believed that building a strong culture to support 
the digital transition was an important requirement. 

System integration
Attendees queried which systems will be integrated or 
remain unchanged. In addition, staff queried whether the new 
digitalised systems will cause duplication of data entry.

Governance and 
workflow

Attendees raised the subject of governance and workflow 
structure as a key requirement.

Digital disruption and 
disaster recovery

Computer literacy of the current workforce, 
disaster management and digital disruption were frequently 
raised topics.

What does digital health mean to you?
Forum participants were asked for words or phrases that described what digital health meant to them. 
The most common words and phrases are outlined below.

Transparency patient safety
digital literacy

technology 
on the go

streamlined clinical care

p
at

ie
n

t 
ap

p
sautomation

virtual reality therapy

patient access

better patient engagement

artificial 
intelligence for 

rehab

facial recognition software

consistent 
data capture

machine learning

te
le

h
e

al
th

access for all

predictive analytics

q
u

ality

integration

wifi
IMPROVED HEALTH OUTCOMES

GOVERNANCE

IN
TE

RO
PE

RA
BI

LIT
Y

EFFICIENCY
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EXECUTIVE strategy sessions and forums

Consumer Forum Feedback
Feedback during the forum held on Friday 17 August 2018 at TPCH indicated that 
consumers were keen to see digital health in Metro North. Consumers saw the 
key benefits as: 

• improved efficiency 

• improved communication and education

• better patient experience. 

Consumer comments:

“Right care, right place, right time. I could go 
online and choose my hospital and a time that 
suits me as a patient.”

“...quicker access to services. Hopefully doctors 
won’t be waiting forever for information and will 
be better informed.”

“Access to data to better understand demographics 
of patient groups to improve the way Metro North 
delivers health care.”

The forum also provided an opportunity for consumers to express interest in participating 
in future activities relating to digital health. Several consumers registered for 
the database. 
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Summary
The communication and engagement program 
has achieved a high level of awareness for the 
Digital Metro North Strategy and its related 
activities. Participation rates, response tone, 
ideas generated and feedback received during 
the engagement program will help inform Metro 
North’s understanding of the health service’s 
current culture in readiness for digital change.  
Data collected during the engagement program 
will enable us to understand key issues of interest 
for each target audience. The staff who have 
nominated to stay connected will form a solid 
network for Digital Metro North initiatives in 
the future.  



www.metronorth.health.qld.gov.au


