Theme: Right to Health 

Title: Capturing the CALD experience in patient carer interviews:
Patient and Carer Experience Interviews are an initiative of NSW Health.  They aim to capture and analyse patient and carer experiences of the health service .The Experience Methodology focuses on finding out from patients and carers how they found the care they received. Results are collated and analysed and an action plan is created in response.
In an ethnically diverse area such as SSWAHS which has the largest culturally, linguistically diverse population in NSW. (40.6% people in SSWAHS speak a language other than English at home, twice the rate for NSW 20.1%), capturing the experience of health care consumers who do not have native speaker English proficiency is more challenging 
Challenges included 
· Access to interpreters who can be called away depending on clinical priority 

· Resourcing.  There is no extra resourcing of standalone health positions to undertake organise and interviews. Staff are expected to do this on top of normal duties. 
· Balancing the desire to not compromise the methodology with reaching a reasonable sample of patients.

· Time – significant time is spent in randomly selecting patients, gaining consent and setting up the interviews
Strategies

Fairfield Hospital, the most ethnically diverse in Australia, trialled conducting ethno specific patient carer interviews. Fairfield has the largest Assyrian population in the country and Assyrian speaking patients make up a significant number of admissions. 
To maximise the uptake by Assyrian patients to contribute their views on their experience and what needed to be improved, we held a focus group with Assyrian consumers with Assyrian health workers and interviewed people in their homes with an Assyrian health worker. 

What changed? 
The responses showed that we needed to improve cultural competence in health care provision. Ongoing targeted cultural competence training for nurses was one of the initiatives the hospital has implemented.
