
CONSUMER ENABLEMENT SPOTLIGHT SERIES

Health Coaching in WSLHD Integrated Chronic Care program

Prepared by HEENA PURI

Clinical Nurse Specialist, Integrated Chronic Care 
Program 

Heena.Puri@health.nsw.gov.au



Session Outline

Benefits of Health Coaching for consumers and health providers

WSLHD Demographics

Health coaching strategies used in WSLHD Integrated Chronic
Care Program to enable our consumers



Why are we discussing Health Coaching?
 Benefits for consumers:

- Consumers build knowledge of their health conditions and lifestyle risk factors

- Helps to find the motivation in people to make changes

- Consumers actively listen and engage with health professionals

- Gives people the confidence, skills, knowledge and ability to become an active partner in managing their
health

- Recognises that people are experts in their own lives and live with their with condition 24x7

 Benefits for health providers

- Identifies what really matters to a consumer and what their goals are

- Promotes conversation with the consumer leading to trust and building rapport

- Improves adherence and patient outcomes

- Reduction in health care costs

- Improves job satisfaction



WSLHD Demographics
 WSLHD is the state’s second most populous and fastest growing area

 By year 2036 our population is expected to increase by 48%

 47% residents born overseas (based on 2017-2018 data) and

 1 in 2 speak a language other than English at home

 Home to the highest urban Aboriginal population in NSW

 Half of the residents have a chronic disease

 Our community is complex in its diversity

 Language barriers, financial stress, absence of family support, low socioeconomic status, problems
with health literacy and a sense of disempowerment

(Western Sydney Local Health District 2017-18 Year in Review)



What are we doing to make Western Sydney a healthier community?

- Group based sessions- LIVING WELL PROGRAM

- Telephonic Health coaching- THE COACH PROGRAM

- Face to Face support- CARE FACILITATORS

- Health Literacy Hub



LIVING WELL PROGRAM
 Is developed and tested by Stanford University

 The program runs for 2 to 2 ½ hours, once a week for 6 weeks

 Group sessions are delivered by 2 trained leaders including Aboriginal and multicultural health
workers

 Teaches people practical skills that are needed in the day-to-day management of chronic conditions

 The program enables people to be actively involved in their own health care

 Participants make weekly action plans and share experiences as well as learnings with each other

 Supports access and equity for Culturally and Linguistically Diverse and Aboriginal populations to
improve health literacy

(SMRC Self-Management Resource Centre, 2019)





LIVING WELL PROGRAM OUTCOMES IN WSLHD

 To evaluate outcomes of the Living Well program in WSLHD the Deakin University Health Literacy Questionnaire 
(HLQ) was utilised 

 From 2014-2016 a total of 220 participants completed the program

 76.6% participants submitted pre and post HLQ 

 All participants felt more confident about actively managing their health and appraising health information

 Results showed increase in health literacy of participants from all cultural backgrounds across all the domains 
(Figure below) 



HLQ Measures pre and post survey results in WSLHD



LIVING WELL –Consumer feedback

https://vimeo.com/357729857

https://vimeo.com/357729857


THE COACH PROGRAM
 Is a structured evidence based program shown to reduce avoidable hospitalisations and

improve quality of life

 Delivered telephonically by a trained health professional “coach”

 Runs for approximately 6 months, with a phone call every 4-6 weeks

 Biomedical and lifestyle risk factors are discussed and targets are set based on national
clinical guidelines for their particular health condition

 Empowers individuals to better manage symptoms related to their chronic disease

 Coaching involves encouraging clients in taking initiative to communicate with their doctors
to discuss risk factors, medications, pathology results and ways of improving their risk
factors



Sample summary reports from COACH sessions



Sample summary reports from COACH sessions



Sample summary reports



THE COACH PROGRAM OUTCOMES IN WSLHD

 Evaluation was undertaken over a 2 year period between 2015 till 2017

 A total of 166 patients commenced THE COACH program and 163 patients graduated from the program over 2
years

 Results indicate below risk factors improved since entry into The COACH Program:

-LDL-cholesterol

-Triglycerides

-Blood pressure

-HbA1c (in patients with diabetes)

-Waist measurement

-Body mass index (BMI)

-Alcohol intake

-Physical activity

-Medication adherence

 Positive feedback from General Practitioners

Limitations:-

 Delivered only in English language

 Stand-alone IT system which does not
integrate with electronic health record

 Low referral rates? Other programs such as
Get Healthy are offered in other languages

 Cost - $150 for every new participant



Face to Face self-management support from Care 
Facilitator

Education needs 
analysis undertaken  
by surveying clinicians

Education plan developed 
including online and 
classroom style of learning. 
Detailed session plans 
were developed:

Session 1: Health coaching 
& assessing readiness for 
change. Concepts taught 
included motivational 
interviewing and stages of 
change

Session 2: Health Literacy 
& Teach back 

Both sessions included 
face to face classroom 
session along with role 
plays

Self-management support 
competency standards 
developed

Self management support 
CNC assessed CNS ‘s 
utilising the competency 
standards 

Plan is for the CNS’s 
assessed as competent to 
then continue assessing 
other staff

Consumers assessed 
clinicians using Teach Back in 
a mock situation with different 
pre-prepared scenarios 

Clinicians have to attend 
4 health coaching peer 
mentoring sessions to 
practice newly acquired 
health coaching skills





Care Facilitation-Consumer feedback

https://vimeo.com/showcase/6261124/video/358740863

https://vimeo.com/showcase/6261124/video/358740863


HEALTH LITERACY HUB
 Is an initiative of Western Sydney Local Health District (WSLHD), in collaboration with the University of Sydney

 The Hub provides access to a wide range of educational materials and programs, practical tools and advice on
improving health literacy

 A series of seminars are run for staff covering best practices and research innovations in effective communication

 Consumers can access the website to find advice on how to:

- Get the most from conversations with their healthcare providers for example: accessing the question builder
where consumers can prepare for their medical appointments by creating a list of questions to ask their
doctors

- Find a health service

- Access reliable health related information

https://healthliteracyhub.org.au/

https://healthliteracyhub.org.au/
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THANK YOU
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