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We would like to acknowledge the traditional custodians of the land that where we are
meeting today.

Su Kim and Traci Cook W ts to the Eld tand t, and extend that t tooth
. c € pay our respects to the ers past and present, anad exten atrespect to otner
Sydney Local Health District Aboriginal people here today.



Project Aim and Objectives

‘Enhance
patient
experienc

‘Increase
patient
knowledge,
confidence

and access

.Improve

cancer
outcome
S



About Breast Cancer Concierge Program (BCCP)

Support delivery models Scope of support provided




- Working group established with
SLHD Cancer Services

+ Consulted target community
groups/health professionals

- Developed a concierge training
program with SLHD Cancer Services

+ Recruited and trained 15 bilingual
concierges

- Developed promotional flyers for
health professionals and patients (in-
language)

Project Phases :

* Program promotion: cancer
clinicians/CALD patients

- 23 patients receiving cancer
treatment at Concord Hospital were
referred to the program by Breast
Care Nurses.

- 21 of 23 referred patients were
enrolled in the BCCP (7 Korean, 9
Chinese, 3 Arabic, 1 Italian and 1
Vietnamese)

+ 177 support phone calls made to
patients

Evaluation

May 2022 - Aug 2022

- Conducted a stakeholder

-

consultation facilitated by an
independent consultant

Collected process indicators

Conducted a qualitative evaluation
study through semi-structured
interviews with patients, bilingual
concierges and health staff involved
in the program (approved by the
SLHD Ethics Review Committee)



Resources Required




Program Strengths F

can compare with my concierge’s support. She (concierge) was
and understood me. When | requested something, she came back
to me very quickly with appropriate answers or information (Patient ID 4).

From my overall experience with the program, | would like to give 10 out of 10. Nothing |
always there to talk with

| think the model is excellent, all the women ['ve referred, | thought that they've got a lot

out of it. | think
language, definitely... that's the beauty of the program. They're not opening up to me.
So I mean, | can't

complain (Staff - Breast Care Nurse, ID 20).

| like a team approach understanding the patients’ barriers..I think the project team

This is a really good opportunity to work cancer services, nursing staff
with Diversity Hub, concierges, and social workers on that end. And there's not a lot of
opportunity to work together. So this is a really good project (Staff in Cancer Services
management role, ID 23).

The regular supervision was very helpful and | felt like | was supported also, not just to

provide support for my client. Whenever | needed to ask something or to get more
s rmatinn | ont it fram myu el inarvienr (Cacial Warkar a+ +ha Nivoarcity IKHiik) VA faal lika




Implementation Barriers and |

Because maybe as a new program, we didn‘t know exactly where our boundaries or limits|

were, how much we can, we can't do. This was what hindered us so. (Concierge, ID 14).

Because of surgery | had, | felt fatigue at that time so | just had a quick look at the

(Patient, ID 5).

I only found out about concierge support after my chemo treatment completed. Actually
I needed help the most during chemotherapy. | got tired and felt quite unwell. However |
only had chances to communicate with doctors and nurses in English and couldn’t
understand well. So, when patients are in the hospital or undergoing chemo treatment or:
having surgery, providing (concierge) support in the patient language will be more

helpful (Patient, ID 6).

after, because the referrals are financial assistance and linking them into transport

services to get to treatment...and in terms of our social work department and our

Obviously they are very stressful scenarios for these women but in terms of our
caseload, it's just not doable to follow up with. (Hospital Social Worker, ID 25)




Learnings and helpful tips




Program sustainability and scalability to other cancer




Key contact details for delegates to find out more

su.kim@health.nsw.gov.au

traci.cook@health.nsw.gov.au
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