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Background 

ÁSydney Cancer Centre (SCC) at RPAH 
comprises outpatient clinics for 10 medical 
departments

ÁOverall the SCC provides approximately 
900 occasions of service per week 

ÁCurrently a good, effective service buté 
wanted to get the patientôs perception 



WHY CHANGE?

Á2009 SCC Patient Satisfaction Survey 

Á2009 & 2010 NSW Health Patient Survey-

RPAH

ÁAreas for improvement: 

Á Waiting Times

Á Booking processes that meet patients 

expectations



THE OBJECTIVE

üTo improve waiting times and booking 

processes 

üWith a view to improve patient satisfaction 

and the patient experience overall 



WHAT DID WE DO? 

üThe SCC Breast and Dermatology clinics were 

chosen as they had below average results in 

these areas 

üA consultative group process was initiated to 

identify and develop solutions for 

implementation

üChanges agreed to were:

¸ Standardised booking processes

¸ Implementation of patient referral systems

¸ Review of clinic schedules 



DERMATOLOGY

1. New patient referral system introduced

2. Clinic schedules restructured to reduce 

double bookings and allow for urgent 

patients to be accommodated 

3. Registrar alignment with patient 

allocation

4. Patient appointment reminders 



BREAST 

1. New patient referral system introduced

2. Clinic schedules restructured to more realistic 
timeframes

3. Real time check in for patient tracking 
reinstated 

4. SCC ultrasound booking arrangements 
formalised with RPAH Radiology

5. Coordination of SCC Radiology bookings 
improved

6. Patient SMS reminders 


