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About this report

This report provides insights into Aboriginal people’s
experiences in NSW public hospitals between 2019 and
2024 in areas critical to the delivery of high quality care.

It follows on from the 2021 Insights Series report Aboriginal
people’s experiences of hospital care, which covered the
time period 2014 to 2019.

More than 12,000 Aboriginal people who were admitted to NSW public
hospitals between 2019 and 2024 shared their experiences of hospital
care through the Adult Admitted Patient Survey. Patients provided
feedback on key areas like information provision, effective communication
and involvement in decision-making, as well as respect, kindness,

safety and comfort. In 2024, 40% of Aboriginal survey respondents were
admitted to rural hospitals and 60% were admitted to urban hospitals.

Alongside safety and clinical effectiveness, patient experience is an important
indicator of healthcare quality, and there is growing evidence of the link
between patient-reported measures and outcomes of care. Hearing from
Aboriginal people about their experiences of care is, therefore, fundamental
to efforts to tailor care to their needs and help improve health outcomes.

The report examines how Aboriginal patients’ experiences in NSW public
hospitals have changed over time. It also includes results of analyses

Detailed results for Aboriginal people, including trends
. ﬂ over time and other comparisons, are available in the
... supplementary data tables.

The Insights Series - Aboriginal people’s experiences of hospital care: 2019 to 2024

comparing Aboriginal patients’ experiences in urban and larger rural
hospitals, Aboriginal and non-Aboriginal patients’ experiences, factors
(‘drivers’) contributing to positive overall hospital experiences for Aboriginal
people; and the positive impact of Aboriginal health workers.

The measures in this report include those identified as of particular
relevance to Aboriginal patients based on input from Aboriginal people and
key NSW health system stakeholders, along with BHI analyses of survey
results. Measures have also been selected where there was significant
change over time and differences in results between patient groups. BHI
has engaged closely with the NSW Ministry of Health’s Centre for Aboriginal
Health in developing the report.

Detailed results for a wider range of measures are provided in the
supplementary data tables.

This report covers a period when COVID-19 continued to present
challenges to health services to varying degrees. This may have affected
patients’ experiences of care, including in relation to visitor restrictions and
additional preventative measures to ensure the safety of staff and patients.

Throughout the report, results are identified as significantly different
between groups, or as having significantly improved or declined over time,
based on statistical testing that accounted for differences in age, gender,
language mainly spoken at home and education.

Results for Aboriginal patients can
be explored on the BHI Data Portal.
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Key insights

In 2024, more than eight in 10 adult admitted Aboriginal
patients (86%) said, overall, the care they received in
hospital was either ‘very good’ or ‘good.

Aboriginal patients continued to report significantly less
positive experiences than non-Aboriginal patients for most
survey questions, with some of the largest differences
seen in measures relating to kind and compassionate care,
provision of information, and timely and coordinated care.

For most survey questions, Aboriginal patients’ ratings of
care declined or were stable between 2019 and 2024.

More than one-quarter of Aboriginal patients (28%) said
that in the past 12 months, there was a time when they
needed to go to hospital but didn't, a result that has
improved from 36% in 2022.

In 2024, 6% of patients said they felt unfairly treated during
their hospital stay because they were an Aboriginal person,
an improvement from 10% in 2022.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Aboriginal patients admitted to rural hospitals reported
more positive experiences than Aboriginal patients
admitted to urban hospitals for many measures, particularly
in the areas of overall satisfaction and outcomes, timely and
coordinated care, and discharge planning.

Aboriginal patients admitted to hospital between 2022
and 2024 were more likely to rate their overall care as ‘very
good' if they said their care was ‘very well organised’, health
professionals were ‘always’ kind and caring, and health
professionals worked well together as a team.

Aboriginal patients’ hospital care experiences were
significantly more positive when they had the support of
an Aboriginal health worker, including in areas where the
differences in experience between Aboriginal and non-
Aboriginal patients were largest.
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Setting the scene

Aboriginal and Torres Strait Islander people are the
first peoples of Australia. Their enduring connection

to Country, diverse histories, rich cultures and strong
sense of community continue to shape and strengthen
contemporary NSW.

In 2021, the Australian Bureau of Statistics estimated
there were 339,710 Aboriginal people living in NSW —
4.2% of the NSW population and 35% of Australia’s
total Aboriginal population. Around 48% were living in
major cities and 52% in regional or remote areas.

Although there have been some important
improvements in recent times, Aboriginal people do
not always experience the same health outcomes
as non-Aboriginal people and may face distinct
challenges when accessing and navigating the
healthcare system.!2 These challenges include
interpersonal and institutional racism; a lack of
culturally safe care; socioeconomic disadvantage;
lower health literacy; and the historical and ongoing
effects of colonisation and intergenerational trauma.2

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Aboriginal people are more likely to be
hospitalised than non-Aboriginal people.
In 2023-24, the rate of hospitalisation for
all causes per 100,000 people was almost
double for Aboriginal people compared
with non-Aboriginal people in NSW.'

Measuring and monitoring the self-reported
experiences of hospital care for Aboriginal patients
provides unique information about how well the

NSW public health system is performing. It provides
transparency for the community, as well as information
to help policy-makers and health-system managers
target improvement efforts.

Acknowledgement
of Country

BHI acknowledges Aboriginal
people as the Traditional
Custodians of the lands and
waters of NSW and pays
respect to Elders past, present
and future.

In this report, Aboriginal and
Torres Strait Islander people are
referred to as Aboriginal people
in recognition that Aboriginal
people are the original
inhabitants of NSW.
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Policy context

The patient experience measures in this report cover themes including
overall satisfaction and outcomes; accessing care; compassion, respect
and kindness; involvement in decision-making; effective communication;
timely and coordinated care; and discharge planning.

Each of these themes aligns with high priority areas of healthcare delivery
set out in the following NSW Health policy documents:

The NSW Aboriginal Health Plan 2024—2034 aims to drive change to
achieve the highest possible levels of health and wellbeing for Aboriginal
people in NSW.

The NSW Aboriginal Health Governance, Shared Decision Making
and Accountability Framework outlines the ‘gold standard’ for
Aboriginal governance, shared decision making and accountability
within NSW Health.

Future Health: Guiding the next decade of care in NSW 2022-2032
is NSW Health’s roadmap for how services are delivered, positioning
the health system to meet the needs of patients, the community and
workforce over the coming years.

Elevating the Human Experience — Our guide to action for patient,
family, carer and caregiver experiences outlines what the NSW health
system can do together, in partnership with patients, carers and staff,
to consistently create positive, personalised experiences.

The NSW Regional Health Strategic Plan 2022-2032 is a roadmap
for the future provision of health services to regional, rural and
remote communities.
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The Aboriginal Patient Experience Survey Program

BHI and the NSW Ministry of Health’s Centre for Aboriginal Health

are working together to collect information about Aboriginal patients’
experiences of care with NSW healthcare services as part of the Aboriginal
Patient Experience Survey Program. This program aims to deliver detailed,
system-wide information about Aboriginal patients’ experiences and
outcomes of hospital care in NSW.

Between 2019 and 2024, more than 12,000 Aboriginal people provided
feedback on their experiences of hospital care via the NSW Patient Survey
Program’s Adult Admitted Patient Survey.

From 2022, a modified version of the statewide Adult Admitted Patient
Survey has been sent to eligible Aboriginal patients discharged from NSW
public hospitals. The survey includes core survey questions, as well as
additional questions identified as of high relevance to Aboriginal patients,
the Aboriginal community and other relevant stakeholders. These additional
questions are a subset of the Aboriginal Patient Experience Question Set
developed in collaboration with Aboriginal people, the Centre for Aboriginal
Health, the Aboriginal Patient Experience Survey Program Advisory
Committee and other key stakeholders from across the NSW health system.

It is important that Aboriginal people play a key role not only in determining
what information is collected in surveys of Aboriginal patients, but also

in how the data are analysed, used, interpreted and contextualised.

To produce this report, BHI worked with the Centre for Aboriginal Health,
which provided advice and feedback. The data collection and analysis that
inform this report have been approved under an ethics application through
the Aboriginal Health and Medical Research Council.
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Experiences of care in hospital

Overall satisfaction and outcomes

In 2024, more than eight in 10 adult admitted Aboriginal Overall, how would you rate the care you received while in hospital?, Aboriginal patients, all response
patients (86%) said, overall, the care they received in hospital options, NSW, 2019 to 2024
was either ‘very good’ or ’good’. —0O—Very good —O— Good —O— Neither good nor poor —O— Poor —O—Very poor
100 -
The percentage of Aboriginal patients who said their overall 90 A
care was ‘very good’ decreased between 2021 and 2022, and 80 -
has been relatively stable since. 70 4 63 66 64
3 W 60 60
Aboriginal patients gave significantly less positive ratings o 60 - —O o
of their overall care than non-Aboriginal patients. % 50 A
For more measures, see page 21. S 401
% 30 | 25 o 24 25 26 26
o— o —0—— —0 o
20 A
6 6 7 8 6
10 - 5 o
. ———————h—3—————3
2019 2020 2021 2022 2023 2024
In 2024, Aboriginal patients admitted to rural hospitals were Percentage of Aboriginal patients who rated their overall care as ‘very good’, by rurality of hospital,
significantly more likely to rate their overall care as ‘very good’ NSW, 2019 to 2024
than Aboriginal patients admitted to urban hospitals. 100 - —O—Urban —O—Rural
The percentage of Aboriginal patients admitted to rural hospitals 90 -
who rated their overall care as ‘very good' has increased slightly 80 1 71 -
_ _ i 65
since 2021. g 0 %<O?\ A S 4063
o 60 - —0— —3————&5—— 5
g 50 A . 60 60 57 59 58
S 40 1
D
o 30 A
20 A
10 4
0
See the supplementary data tables to this report for additional comparisons 2019 2020 2021 2022 2023 2024

of Aboriginal patients’ experiences in urban and rural hospitals.
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Overall satisfaction and outcomes

In 2024, almost seven in 10 adult admitted Aboriginal patients Did the care and treatment received in hospital help you?, all response options, Aboriginal patients,
(68%) said the care and treatment they received in hospital NSW, 2019 to 2024
‘deﬁnitely’ helped them. —O—VYes, definitely —O—Yes, to some extent —O—No, not at all
100
The percentage of Aboriginal patients who said their hospital 9% -
care and treatment did not help them doubled between 2021 80 - . 73
70
and 2024 (from 4% to 8%). 70 A o——o/o\(g__ 609 ﬁ
S
Aboriginal patients supported by an Aboriginal health worker g 60 1
gave significantly more positive ratings for this measure. % 50 A
For more measures, see page 24. & 40~
o
. . ) ) . o 30 A 23 24 23 25 24 24
This measure is associated with the risk of readmission 20 o—o — o— o S — — 5 o
to hospital. . 8 7 8
10 1 o ° H o —0
0
2019 2020 2021 2022 2023 2024
Since 2022, a similar percentage of Aboriginal patients in rural Percentage of Aboriginal patients who said the care and treatment they received in hospital ‘definitely’
and urban hospitals have said the care they received in hospital helped them, by rurality of hospital, NSW, 2019 to 2024
‘definitely’ helped them. 100 O Hban o
90 - 82
80 - 73 73 . 71 .
;\6\ 70 | — :g
o 60 - 68 69 67 68 67
) 64
£ 50 -
S 40 |
[0
o 30 A
20 -
10
0
2019 2020 2021 2022 2023 2024
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Accessing care

In 2024, more than one-quarter of adult admitted Aboriginal
patients (28%) said that in the past 12 months, there was a
time when they needed to go to hospital but didn't. This result
improved from 36% in 2022.

Aboriginal people may face distinct challenges when
accessing healthcare.23

Compassion, respect and kindness

What could improve is just a little more
recognition of being Aboriginal.

| was never asked if | was an Aboriginal
person, or if | had any needs or requests
in relation to this, despite the hospital’s
records no doubt showing this.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Aboriginal patients said the reason they didn't go to hospital was..."

In the past, my health issues weren't taken seriously 43%

Other reason 42%

| was too busy with work, personal or family

%
responsibilities o

I had transport issues 15%

I had a previous experience of discrimination 11%

The staff or service were not culturally appropriate 8%

*Based on the responses of 570 Aboriginal patients who were admitted to a NSW public hospital between January and December 2024 who said there
was a time in the past 12 months that they needed to go to hospital but didn’t. Note: Respondents were able to select multiple response options.

Of these...
49

said they were asked
‘as much as they

would like Two-thirds (66%)
10% of Aboriginal
said ‘less than patients said they
they would like’ / /

always' felt comfortable
6% about the way this

saidimore than question was asked.
they would like .
Up from 63% in 2022.

35%

said they ‘didn't
know or couldn't
remember’

In 2024,
around six in 10 (61%)
Aboriginal patients
were asked if they
were an Aboriginal

person.
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Compassion, respect and kindness

In 2024, more than seven in 10 adult admitted Aboriginal
patients (74%) said health professionals were ‘always’ kind
and caring.

Aboriginal patients supported by an Aboriginal health worker
gave significantly more positive ratings for this measure.
For more measures, see page 24.

This measure is a driver of positive overall experiences of care.
For more information, see page 21.

In 2024, around six in 10 Aboriginal patients (63%) said
health professionals ‘always' listened carefully to their views
and concerns.

Being listened to is a key element of culturally safe
healthcare services for Aboriginal people.

The best part was the respect, kindness and
professionalism shown by staff. Everyone was
helpful and attentive, creating a supportive and
compassionate environment throughout my stay.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Percentage of Aboriginal patients in NSW, all response options, January to December 2024

Were the health professionals kind and caring?

mYes, always ®Yes, sometimes ®No

22 4

V¥ Down from 78% in 2023

Percentage of Aboriginal patients in NSW, all response options, January to December 2024

Did the health professionals listen carefully to your views and concerns?

mYes, always mYes, sometimes mNo

63 26 11

A Up from 61% in 2023
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Compassion, respect and kindness

In 2024, almost eight in 10 adult admitted Aboriginal patients
(79%) said they were ‘always' treated with respect and dignity.

Being treated with respect is a key element of culturally safe
healthcare services for Aboriginal people

Note: Results may not add up to 100% due to rounding.

The staff were very professional and treated
me with the utmost respect and care. | knew
what was happening from the moment |
entered the hospital until | left.

In 2024, 6% of Aboriginal patients said they felt unfairly treated
during their hospital stay because they were an Aboriginal person.
This result improved from 8% in 2023 and from 10% in 2022.

The NSW Aboriginal Health Plan 2024-2034 recognises the
elimination of racism in all aspects of healthcare is necessary to
achieve the highest possible levels of health and wellbeing for
Aboriginal people.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Were you treated with respect and dignity?, all response options, Aboriginal patients, NSW, 2019 to 2024

—O—Yes, always —O—Yes, sometimes —O—No

100
90 A 82
78 80 77 77 79
8 o——o0—— o o0
. 70 A
&3
> 60 -
g
£ 50
[0]
S 40 -
&
%07 19
18 18 18
20 1 o—o\g/o———o-\_g
10 A 4 3 4 ° 3 5
0 O —O— O— O O —0
2019 2020 2021 2022 2023 2024

When Aboriginal patients were asked what happened to make them feel
they were treated unfairly.. .”

The staff were less respectful with me than other patients

%
(e.g. the way they spoke to me, the way they looked at me) -

The staff kept me waiting longer than other patients 45%

Other reason 37%

The staff didn't spend as much time with me compared o

. . 33%
with other patients
| don't think my cultural needs were recognised 31%

Heard the staff say something bad about me or
Aboriginal people

18%

*Based on the responses of 383 Aboriginal patients who were admitted to a NSW public hospital between 2022 and 2024 who said they felt unfairly
treated during their stay because they were an Aboriginal person. Note: Respondents were able to select multiple response options.
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Compassion, respect and kindness

In 2024, almost eight in 10 adult admitted Aboriginal patients Were your cultural or religious beliefs respected by the hospital staff?, all response options, Aboriginal
(77%) said their cultural or religious beliefs were ‘always’ patients, NSW, 2019 to 2024
respected by hospital staff. —O—VYes, always —O—Yes, sometimes —O0— No
100 4
This result declined significantly from 83% in 2019, and from | 88
ey 83 80
86% in 2014 (see 2021 report) — one of the largest declines 80 - 77 77 707
across the survey. 70 4
S
This result showed the largest difference in experience o 60 A
between Aboriginal and non-Aboriginal patients. £ 50
[0
For more measures, see page 21. § 40 1
30 -
Note: Results may not add up to 100% due to rounding. 16 17
20 A 102\1(;/1(;1—/_07 o 16
i 7
10 ) O\;/é/g o— —07
0
2019 2020 2021 2022 2023 2024
Between 2019 and 2024, the percentage of Aboriginal Percentage of Aboriginal patients who said their cultural or religious beliefs were ‘always’ respected by
patients who said their cultural and religious beliefs were the hospital staff, by rurality of hospital, NSW, 2019 to 2024
‘always' respected by hospital staff declined in both rural 100 - —O—Urban —O—Rural
and urban hospitals. %0 4 85 o
82 79 78 80
. — 0
& 82 85 82 3 o
e 07 75 75 75
o 60 A
g
£ 50 4
8 40 |
[0
o 30 A
20 -
What could improve is cultural education 10 -
for staff so that Aboriginal people are not 0
2019 2020 2021 2022 2023 2024

discriminated against and stereotyped.
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Experiences of family in hospital

*

In 2024, more than seven in 10 adult admitted Aboriginal patients When asked about the issues their family experienced, Aboriginal patients said:

(74%) had family visit them in hospital. They didn't have any issues

Connection to Country, family, kinship and community is a There were cost issUes
cultural determinant of health for Aboriginal people and is also (e.g. travel, accommodation, parking)
i 2
d key element of CU|tura”y safe health services. Visiting times or visitor numbers were restricted . 7%
My family didn't feel comfortable when they visited me l 5%
in hospital
There was no culturally appropriate space available l 5%
Other issue I 4%

*Based on the responses of 1,996 Aboriginal patients who were admitted to a NSW public hospital between January and December 2024 who said
they had family who visited them. Note: Respondents were able to select multiple response options.

In 2024, less than half of Aboriginal patients (46%) said if their Percentage of Aboriginal patients in NSW, all response options, January to December 2024
family wanted or needed to talk to the health professionals they
got the opportunity to do so. If your family wanted or needed to talk to the health professionals, did they get the opportunity to do so?

This result declined from 49% in 2023 but improved from 42%

. BYes, always MYes, sometimes BNoO
in 2022 (data not shown). v

46 29 25

V Down from 49% in 2023

Based on the responses of 1,602 patients (66%) whose family wanted or needed to talk to the health professionals.

More information should be given to family.
My family was not informed by staff when |
came out of theatre.
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Involvement in decision-making

In 2024, six in 10 adult admitted Aboriginal patients (60%) said Percentage of Aboriginal patients in NSW, all response options, January to December 2024
they were ‘definitely’ involved, as much as they wanted to be,
in decisions about their care and treatment. Were you involved, as much as you wanted to be, in decisions about your care and treatment?

Partnering with patients to make decisions about their own
care is a key objective of Future Health. Ensuring Aboriginal
patients are listened to and enabled to make informed 29 11
decisions, including about their care and treatment, is a key
priority of the NSW Aboriginal Health Plan 2024-2034 and Unchanged from 2023
NSW Aboriginal Health Governance, Shared Decision Making

and Accountability Framework.

m Yes, definitely mYes, to some extent ®No

Effective communication

In 2024, almost seven in 10 adult admitted Aboriginal patients Did the health professionals explain things in a way you could understand?, all response options,
(69%) said health professionals ‘always’ explained things in a Aboriginal patients, NSW, 2019 to 2024
way they could understand. —O—Yes, always —O— Yes, sometimes —O—No
100 1~
Across the survey, some of the largest differences in the 9 A
experiences of Aboriginal and non-Aboriginal patients were 80 | 76
. . . . . 3 71 69 69
seen in measures relating to clear information and effective 70 | 66

communication. For more measures, see page 21.

This measure is associated with the risk of readmission

Percentage (%)
(o)
o

to hospital. 40 A
30 | 23 -~ P 20 25
Note: Results may not add up to 100% due to rounding. 0 o/’/o\ﬂg/o_\‘o—o
10 4 5 5 5 6 5 6
o— 5 0 —0— o b
0
2019 2020 2021 2022 2023 2024
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Clear information

In 2024, more than seven in 10 adult admitted Aboriginal
patients (74%) said they were given ‘the right amount’ of
information about their condition or treatment during their

During your stay in hospital, how much information about your condition or treatment was given to you?,
all response options, Aboriginal patients, NSW, 2019 to 2024

—O—The right amount —O—Too much —O— Not enough

. 100
hospital stay.
90 84
This result declined significantly from 77% in 2019. 80 77 » y 74 74
70
&
5 60
g
£ 50
[0)
e 40
o o7 29
The doctors and nurses were very 30 23 25 25
caring and explained things clearly to 20 0/0\105/0\0—0
alleviate any fears | had. 10 ; 1 | | 5 1
O 0O O—— ) ) O) ——
2019 2020 2021 2022 2023 2024

In 2024, more than six in 10 Aboriginal patients (65%) said ‘the
right amount’ of information about their condition or treatment
was given to their family, carer or someone close to them.

How much information about your condition or treatment was given to your family, carer or someone
close to you?, all response options, Aboriginal patients, NSW, 2019 to 2024

—O— The right amount —O—Too much —0—Don't know/Can't remember —O— Not enough

100
This result declined significantly from 72% in 2019. 90
80 70 71
. 70 66 64 65
& 57
- 60
g
£ 50
S 40
o} 31
& 26 28 25
30
22 19
20
5 9 11 8 9
10 6
0 O— O o —O
2019 2020 2021 2022 2023 2024
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Timely and coordinated care

In 2024, almost six in 10 adult admitted Aboriginal patients How well organised was the care you received in hospital?, all response options, Aboriginal patients,
(58%) said the care they received in hospital was ‘very well NSW, 2019 to 2024
organised’. —O— Very well organised —O— Fairly well organised —O— Not well organised
100 ~
This result declined significantly from 61% in 2019, and from 90 |
63% in 2014 (see 2021 report). 80 -
68
This measure is a driver of positive overall experiences of care. < 70 ~ 61 63 . .
For more information, see page 21. g 60 - o
£ 50 +
Note: Results may not add up to 100% due to rounding. 8
g 407 31 31 31 82 31
T 4 O—O\V —0 0
20 1 5 13 9 10
6 7
10 o 6 T ——o0
0
2019 2020 2021 2022 2023 2024
In 2024, Aboriginal patients admitted to urban hospitals were Percentage of Aboriginal patients who said the care they received in hospital was ‘very well organised’,
significantly less likely to say their care was ‘very well organised’ by rurality of hospital, NSW, 2019 to 2024
than Aboriginal patients admitted to rural hospitals. 100 - —O—Urban —O—Rural
The percentage of Aboriginal patients admitted to urban 90 -
hospitals who said their care was ‘very well organised’ has 80 1 71
. = 70 4 64 64 62 64
decreased since 2021. S o0 | 60 o
o) o 62 65 —O0— —o0
£ 50 A 54 56 55
S 40 |
[0
o 30 A
20 -
10 |
0
2019 2020 2021 2022 2023 2024
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Timely and coordinated care

In 2024, almost six in 10 adult admitted Aboriginal patients How would you rate how well the health professionals worked together as a team?, all response options,
(59%) rated the way health professionals worked together as a Aboriginal patients, NSW, 2019 to 2024
team as ’very good’. —O—\Very good —O—Good —O— Neither good nor poor —O—Poor —O—\Very poor
100
This measure is a driver of positive overall experiences of care. 9% -
For more information, see page 21. 80
. 70 A
X 56 58 62 58 59 59
o 60 > ——o0—— T o — o o
&
£ 50
8 40 -
o - o 29 27 28 27 27
b O\O\O—— —O— —O0— O
20 A
10 9 9 8 8 8 7
. — 3 e——3
0 G —————=0 O ; —0
2019 2020 2021 2022 2023 2024
Since 2020, the percentage of Aboriginal patients who rated Percentage of Aboriginal patients who rated the way health professionals worked together as ‘very
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Experiences at discharge

In 2024, six in 10 adult admitted Aboriginal patients (60%) said Did you feel involved in decisions about your discharge from hospital?, all response options, Aboriginal
they ‘definitely’ felt involved in decisions about their discharge patients, NSW, 2019 to 2024
from hospital. —O—Yes, definitely —O— Yes, to some extent —0—No
100 ~
Aboriginal patients admitted to rural hospitals were significantly 90 4
more likely to report feeling involved than Aboriginal patients 80 4
admitted to urban hospitals (data not shown). 7
— 70 4
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In 2024, around eight in 10 Aboriginal patients (81%) said At the time you were discharged, did you feel that you were well enough to leave hospital?, all response
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Experiences at discharge

In 2024, almost seven in 10 adult admitted Aboriginal patients
(67%) said their family and home situation was ‘definitely’ taken
into account when they were discharged.

In 2024, around six in Aboriginal 10 patients (63%) said they
were ‘definitely’ given enough information about how to
manage their care at home.

The percentage of Aboriginal patients who said they were not
given enough information on how to manage their care at home
increased notably between 2021 and 2024 (from 10% to 16%).

Aboriginal patients supported by an Aboriginal health worker
gave significantly more positive ratings for this measure.
For more measures, see page 24.

This measure is associated with the risk of readmission
to hospital.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Was your family and home situation taken into account when you were discharged?, all response
options, Aboriginal patients, NSW, 2019 to 2024
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Thinking about when you left hospital, were you given enough information about how to manage your
care at home?, all response options, Aboriginal patients, NSW, 2019 to 2024
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Experiences at discharge

In 2024, almost six in 10 adult admitted Aboriginal patients
(57%) said adequate arrangements were ‘definitely’ made for
any services they needed after they left hospital.

Aboriginal patients were significantly less likely than
non-Aboriginal patients to provide this response.
For more measures, see page 21.

This measure is associated with the risk of readmission
to hospital.

Note: Results may not add up to 100% due to rounding.

Everything was well explained to me — the after
care, all appointments to follow and who to contact
if I had any problems.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

Thinking about when you left hospital, were adequate arrangements made for any services you needed
(e.g. equipment, home care, community care, follow-up appointments)?, all response options, Aboriginal
patients, NSW, 2019 to 2024

Percentage (%)
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| was not told of any care for when I got home. | had no idea when
or where to see a follow-up doctor and was not given enough
pain medication to see me through the initial pain period.
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Aboriginal patients’ experiences of virtual care after discharge

Following an admission to hospital, many patients receive
virtual follow-up care with hospital outpatient clinics

and general practitioners (GPs). Virtual care can play an
important role in the post-discharge period, including by
helping to ensure that healthcare is coordinated, from
acute through to primary care settings.*

In 2024, 132 (18%) of adult Aboriginal patients admitted

to hospital between April and June 2024 said they had

at least one virtual care appointment with a hospital
outpatient clinic within three months of discharge
(compared with 13% of non-Aboriginal patients); and 228
(29%) said they had at least one virtual care appointment
with a GP (compared with 24% of non-Aboriginal patients).

Around three-quarters of Aboriginal patients (77%) cited

at least one benefit of virtual care with hospital outpatient
clinics. The most common benefits were convenience
(62%), time savings (34%) and feeling at ease being in their
own home/surroundings (32%).

Around eight in 10 Aboriginal patients who had a virtual
care appointment with a GP (83%) said the opportunity
to use virtual care either ‘definitely’ (40%) or ‘to some
extent’ (43%) helped to ensure that their care was well-
coordinated between the hospital and the GP.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

ML, iV

Most Aboriginal patients provided positive ratings of their

virtual care experiences:

Around
seven in 10 Aboriginal
patients (71%)
rated the virtual care they

received from hospital
outpatient clinics as
'very good’ (31%) or
‘good’ (40%)

Eightin 10
Aboriginal patients
(80%)
rated the virtual care they
received from GPs
as ‘very good’ (44%) or
‘good’ (36%)

See the supplementary data tables to this report for detailed information

on Aboriginal patients’ experiences of virtual care after discharge.

bhi.nsw.gov.au


https://www.bhi.nsw.gov.au/
https://www.bhi.nsw.gov.au/BHI_reports/Insights_Series/aboriginal-peoples-experiences-of-hospital-care-2025?a=1019546

Differences in experiences of hospital care between Aboriginal
and non-Aboriginal people

BHI undertook analyses to examine how the hospital care experiences of Aboriginal people
compared with those of non-Aboriginal people.

See the supplementary
data tables to this report
for detailed comparisons

For most survey questions, Aboriginal patients reported For many measures, the difference between Aboriginal between Aboriginal and
significantly less positive experiences than non-Aboriginal and non-Aboriginal patients’ experiences of care widened non-Aboriginal patients’
patients. Across the survey, the largest differences were between 2019 and 2024. experiences.
seen in questions relating to kind and compassionate care,
provision of information, and timely and coordinated care.
For example, in 2024, compared with non-Aboriginal patients, Aboriginal patients were. ..
7 percentage points less likely 10 percentage points less likely D 11 percentage points less likely
to rate their overall hospital care to say 'the right amount’ of to say health professionals ‘always’
as ‘very good’ information about their condition or explained things in a way they
(60% for Aboriginal patients, compared with 67%) treatment was given to their family, could understand
carer or someone close to them (69% for Aboriginal patients, compared with 80%)
(65% for Aboriginal patients, compared with 75%)
Zog 14 percentage points less likely Q)\D 12 percentage points less likely G} 11 percentage points less likely
to say their cultural or religious to say that professionals definitely’ to say adequate arrangements
beliefs were ‘always' respected by gave them the support they needed were definitely’ made for any
hospital staff to help with any worries or fears services they needed when they
(77% for Aboriginal patients, compared with 91%) related to their care and treatment left hospital
(56% for Aboriginal patients, compared with 68%) (57% for Aboriginal patients, compared with 68%)
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Key drivers of positive overall experiences of care for Aboriginal patients

BHI analysed feedback from more than 8,000 Aboriginal patients admitted to hospital between 2022 and 2024
to identify which aspects of patient experience were most strongly associated with high overall ratings of care.

Aboriginal patients were more likely to rate their overall hospital care as ‘very good'’ if they said:

Their care was The health professionals The way that health professionals worked
‘very well organised’ were ‘always’ kind and caring well together as a team was ‘very good'
(8 times more likely than those who did not) (4 times more likely) (3 times more likely)

& o® " s

==
_—

t’:?

Note: To identify the aspects of care most strongly associated with positive overall ratings of care, a statistical analysis was used to predict the likelihood of Aboriginal patients rating their care, overall, as
‘very good’. The analysis accounted for characteristics, including age, gender, education and language spoken at home, and other self-reported experiences. For more information about the methodology,
see the technical supplement to the BHI's 2021 Insights Series report Aboriginal people’s experiences of hospital care.
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Impact of Aboriginal health workers on Aboriginal patients’ experiences

Aboriginal health workers provide non-clinical services such as advocacy,
support, liaison and health promaotion in community and hospital settings.

In 2024, around one-third of Aboriginal patients (30%) said they
received support, or the offer of support, from an Aboriginal health
worker while they were in hospital.

When asked whether, after talking to an Aboriginal health worker,
they felt more supported with their care, Aboriginal patients said...

‘Yes, definitely’
68"

Yes, to some extent’
25"

INO’

7 %

Note: The identification of an Aboriginal health worker is based on the patient’s perspective and could include any member of staff that
the respondent considered to be an Aboriginal health worker, regardless of whether they were officially employed in this capacity.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

The Aboriginal health worker was absolutely
fantastic. If he didn't support me | would not
have had any positive experiences to mention.
He is definitely an asset to the team.

Aboriginal health workers come every day to ask if
| needed anything or if my family needed anything.
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Impact of Aboriginal health workers on Aboriginal patients’ experiences

BHI's analyses found that, for many measures, These findings indicate that having the support
Aboriginal patients’ hospital care experiences were of an Aboriginal health worker makes a marked
significantly more positive when they had the support, difference to some of the most important aspects
or the offer of support, from an Aboriginal health worker. of experience for Aboriginal patients, including kind

The positive impact of Aboriginal health workers was
also evident in areas where the differences between
Aboriginal and non-Aboriginal patients’ experiences

were greatest.

and compassionate care, provision of information
and timely and coordinated care.

Of patients who received support, or the offer of support, from an Aboriginal health worker. ..

©, =

77% 80%
said the care and treatment said the health
they received ‘definitely’ professionals were ‘always’
helped them kind and caring
compared with 62% of patients compared with 69% of patients
who did not receive support, who did not receive support,
or the offer of support or the offer of support

®

71%
said they were ‘definitely’
given enough information
about how to manage their
care at home

compared with 56% of patients
who did not receive support,
or the offer of support

62

()
66"

said the care they received
in hospital was ‘very well
organised’

compared with 54% of patients
who did not receive support,
or the offer of support

See the supplementary data tables to this report for detailed comparisons between the experiences of Aboriginal
patients who received the support, or the offer of support, from an Aboriginal health worker, and those who did not.

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024

bhi.nsw.gov.au 24


https://www.bhi.nsw.gov.au/
https://www.bhi.nsw.gov.au/BHI_reports/Insights_Series/aboriginal-peoples-experiences-of-hospital-care-2025?a=1019546

References

1. HealthStats NSW, Hospitalisations for all causes
by Aboriginality, NSW 2006-07 to 2022-23,
NSW Government, accessed 18 July 2025. https:/
www.healthstats.nsw.gov.au/topic-overview/
Hospitalisations

2. NSW Aboriginal Health Plan 2024-2034,
NSW Government, 2024, accessed 18 July 2025.
https://www.health.nsw.gov.au/aboriginal/Publications/
aboriginal-health-plan.pdf

3. NSW Aboriginal Health Governance, Shared Decision
Making and Accountability Framework, NSW
Government, 2024, accessed 18 July 2025. https://
www.health.nsw.gov.au/aboriginal/framework/pages/
default.aspx

4. NSW Virtual Care Strategy 2021-2026, NSW
Government, 2022, accessed 18 July 2025. https:/
www.nsw.gov.au/sites/default/files/2022-09/nsw-
health-virtual-care-strategy-feb-2022.pdf

The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024 bhi.nsw.gov.au 25


https://www.bhi.nsw.gov.au/
https://www.healthstats.nsw.gov.au/indicator?name=-cat-hos&location=NSW&view=Trend&measure=DSTRate&confidence=true&groups=Aboriginality,Cause%20of%20hospitalisation,Sex&compare=Cause%20of%20hospitalisation,Sex,Aboriginality&filter=Cause%20of%20hospitalisation,Total&filter=Sex,Persons&filter=Aboriginality,Aboriginal,Non-Aboriginal
https://www.healthstats.nsw.gov.au/indicator?name=-cat-hos&location=NSW&view=Trend&measure=DSTRate&confidence=true&groups=Aboriginality,Cause%20of%20hospitalisation,Sex&compare=Cause%20of%20hospitalisation,Sex,Aboriginality&filter=Cause%20of%20hospitalisation,Total&filter=Sex,Persons&filter=Aboriginality,Aboriginal,Non-Aboriginal
https://www.health.nsw.gov.au/aboriginal/plan/Pages/default.aspx
https://www.health.nsw.gov.au/aboriginal/framework/Pages/governance-and-accountability-framework.aspx
https://www.health.nsw.gov.au/aboriginal/framework/Pages/governance-and-accountability-framework.aspx
https://www.nsw.gov.au/sites/default/files/2022-09/nsw-health-virtual-care-strategy-feb-2022.pdf

bureau of

health
information

BUREAU OF HEALTH INFORMATION
1 Reserve Road

St Leonards NSW 2065

Australia

Telephone: +61 2 9464 4444
bhi.nsw.gov.au

© Copyright Bureau of Health Information 2025

This work is copyrighted. It may be reproduced in whole or in part for study or training purposes subject to the
inclusion of an acknowledgement of the source. It may not be reproduced for commercial usage or sale. Reproduction
for purposes other than those indicated above requires written permission from the Bureau of Health Information (BHI).

State Health Publication Number: (BHI) 250789
ISBN: 978-1-74231-233-0

Suggested citation:
Bureau of Health Information. The Insights Series — Aboriginal people’s experiences of hospital care: 2019 to 2024.
Sydney (NSW): BHI; 2025.

Please note there is the potential for minor revisions of data in this report.

Figures published in the Data Portal may differ from those in published reports and information products due to
subsequent changes in data coverage and analytic methods, and updates to databases. At any time, the most
up-to-date results are available in the Data Portal and supersede all previously published figures.

Please check the online version at bhi.nsw.gov.au for any amendments or errata.

Published September 2025

The conclusions in this report are those of BHI and no official endorsement by the NSW Minister for Health,
the NSW Ministry of Health or any other NSW public health organisation is intended or should be inferred.


https://www.bhi.nsw.gov.au/
https://www.bhi.nsw.gov.au/

