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Key Messages
People experiencing homelessness (PEH) and their experiences of 

healthcare matter

Involving people with lived experience of homelessness in research helps shape 
and inform meaningful outcomes

Asking the right questions and enabling feedback through a variety of 

methods will assist in targeting areas for improvement that are going to 

have a bigger impact on PEH and the wider community across 

healthcare services
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Overview
Who we are

Problem identification

Designing the scoping review

Methods

Through a lived experience lens

• An illustrative example of pivotal moments uncaptured in patient experience data

Results

Conclusion



Who are we?
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Senior Research and Evaluation 

Officer

Healthcare for the Homeless 

Department

• How the HftH Department 

was established

Lived Experience Support 

Worker

Healthcare for the Homeless 

Department

• What is ALERT?

• What is the Cottage?

Consumer with a lived 

experience of homelessness

Healthcare for the Homeless 

Department

Claire Doherty Matthew Scott James Morrow



Problem identification
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We can’t improve on 

things we don’t 

understand

State-wide and locally, 

identifying PEH in patient 

experience surveys is 

challenging

Patient Experience Surveys

How well is the voice of PEH 

represented in the data SVHA 

collect?

Consumer Voice

Access to technology

Competing priorities

Where does the information 

go?

How is data collected?

What does matter?

What does the literature say?

SMS, Email

Moved to electronic format

Post-discharge

Barriers that may exist



Designing the scoping review
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Strategic
alignment

Value add

Aligning between 
SVHM and SVHS

Experts:

Lived Experience 
Consumers

Academics

Clinicians

Engaging 
experts

AIM

To examine areas of patient experience that are 
most frequently reported by PEH when 

accessing healthcare

A secondary aim is to understand what surveys, 
or components of surveys, are being used to ask 

about patient experience for PEH.



Methods - Databases
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Prisma-
ScR 2020 

Statement

MEDLINE

EMBASE

APA 
PsychINFO

CINAHL



Methods – Search Terms

Thursday, 16 November 2023 11



Methods – Data Extraction Framework
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National Institute for Health 
and Care Excellence Guidelines

(Centre for Homelessness 
Impact)

Institute of Medicine 
Framework for Health Care 

Quality

Lachman’s multidimensional 
quality model

Domains Core Values

Safety Dignity and Respect

Effective Kindness with Compassion

Person-Centred Holistic

Accessible & Timely Partnership & Coproduction

Efficient Communication

Equitable



Through a lived experience lens
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BIBA/P

ED 
Presentation ICU-A

LAMA

BIBA
LEW/ALERT

LAMA
A+WAS

Admission

Cottage stay to crisis 
accommodation;
Continued involvement from 
wrap-around services

Access to Care Safety Kindness and 
Compassion

Dignity and 
Respect Communication

Acronym Meaning

BIBA/P Brought in by ambulance/police

ED Emergency Department

LAMA Left against medical advice

A+WAS Admission plus wrap-around support

LEW Lived Experience Worker

James’ Journey



Results – Prisma Diagram
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Identification of studies via databases and registers Identification of studies via other methods
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Full text papers 
assessed for 

eligibility
(n = 195)

Studies 
included in 

review
(n = 31)

Records 
identified 
through 

database 
searches

(n= 1,837)

Full text paper excluded
(n= 164)

Population not homeless (n=10)
Outcomes not patient reported outcomes (n=42)
Outcomes not related to healthcare services 

(n=23)
Specialised Health service or disease focus (n=16)
Exposure not a healthcare setting (n=15)
Not an OECD country (n=2)
Unpublished manuscript (abstract or 

dissertation) (n=40)
Systematic Review (n=5)
Editorial / Opinion piece (n=3)
Study Protocol/Report (n=2)
Years 2008-2009 (n=6)
Tool/Survey unavailable or not related to patient 

experience (n=1)

Duplicate 
records 

removed
(n= 621)

Records 
excluded during 

title/abstract 
screening
(n= 1,021)

Records 
screened for 

inclusion
(n= 1,216)

Records 
identified from 

hand-
searching and 
assessed for 
eligibility by 

full text review
(n= 11)

Full text paper excluded
(n = 10)

Population not homeless (n=3)
Outcomes not patient 

reported outcomes (n=1)
Outcomes not related to 

healthcare services (n=2)
Specialised Health service or 

disease focus (n=1)
Systematic Review (n=1)
Years 2008-2009 (n=1)
Duplicate (n=1)



Results
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Mapping qualitative 

responses to domains 

and core values



Results
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Mapping survey 

questions to domains

and core values



Conclusion
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Accessible and Timely

Person-Centred Care

Dignity and Respect

Kindness with 
Compassion

Tools don’t consistently 
align

Still work to be done

Further exploration required Safety not asked about in 
surveys

Kindness with compassion 
requires further emphasis

Greatest 
focus -
Qualitative

Surveys
PCQ-H shows 
promise

Safety
Kindness with 
Compassion



Next steps
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Codesign

Principles for 
delivery

Validate

Adapt/Design 
Survey
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Key Messages
People experiencing homelessness and their experiences of healthcare 

matter

Involving people with lived experience of homelessness in research helps shape 
and inform meaningful outcomes

Asking the right questions and enabling feedback through a variety of 

methods will assist in targeting areas for improvement that are going to 

have a bigger impact on people experiencing homelessness and the 

wider community across healthcare services
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Thank you & Questions
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