
Feedback mechanisms and systems 
thinking to improve service delivery.

3 October 2019

Clint Wilkie

Population Health Team Leader 

APA Musculoskeletal, Sports & Exercise Physiotherapist

Caulfield Community Health Service



Introduction

ÅFeedback mechanisms

ÅEngaging Participants

ÅSystems Thinking Approach

ÅDiscussion
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Feedback mechanisms

CCHS - Service review  and processes

3 October 2019 3



Feedback
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Service review



Feedback
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Feedback
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Informal / Formal

Å Face to face

Å Instructors

Å Allied Health

Å Reception

Å Physical Activity Co-Ordinator

Å Team Leader

Å Senior Manager

Å Patient Liaison Officer



Feedback to Actions

3 October 2019 7

Service Review VAAP Self-assessment tool 

Individual feedback Group feedback

Staff Feedback Referrer feedback

Recording



Engaging Participants

Systems Thinking Approach
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Davidson & Morgan 2018

Å Process of understanding how factors influence                   

one another

Å Helps make sense of complex problems

Å Health promotion context: shifting focus from resource 

intensive, behaviour change programs to strategic and 

collaborative relationships for greater impact

What is systems thinking?



Physical Activity benefits
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Physical Inactivity in older adults
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Simple Complicated Complex

Å Clear understanding of 

the problem

Å Some uncertainty 

about the problem

Å High level of 

uncertainty about the 

problem

Å Clear, guaranteed 

solution

Å Test rules to achieve 

predictable response 

Å Outcome is highly 

unpredictable,           

no clear solution

Davidson 2019

Physical inactivity in older adults:

What type of problem is this?



Group model building sessions (systems thinking tool)

Three sessions held with 15 local community members.

Sessions facilitated by Caulfield Community Health Service staff.
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Systems Thinking Process
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Defining the problem


