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This set of 43 cards presents the 
key findings from the Design for 
Wellbeing Research Project (2016-
2019). This research project was 
a collaboration between Bendigo 
Hospital, The Exemplar Health 
Consortium, RMIT University and 
Monash University. Design for 
Wellbeing investigated the transition 
to and experience of a new hospital. 

The project was undertaken with a 
Design Anthropological approach 
to understand the human and user 
experience of buildings, interiors 
and services. In-depth qualitative 
ethnographic research was undertaken 

with 152 participants, including patients, 
staff and visitors in the old and new 
hospital settings. Participants moved 
from separate psychiatric care units 
into a newly built Psychiatric Inpatient 
precinct that co-located adult acute, 
older people, extended care, and parent 
and infant units within the wider hospital 
building and services. 

The research findings that the insights 
are based on have been also published 
in a public report available for download 
at www.monash.edu/emerging-tech-
lab-new/research/projects/design-for-
wellbeing and in a range of scientific 
journal and conference proceedings. 
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The Design for Wellbeing cards present the key findings, through a focus 
on staff, patient and visitor experience of the hospital:

The cards are organised according to four sets of findings: 

  Site-specific findings – Psychiatric precinct at Bendigo Hospital

  Transferable findings – Relevant to other psychiatric and hospital contexts

  Recommendations for future hospital design briefs

  Recommendations for future change management

Overview

AAU Adult Acute Unit

OPU Older Person’s Unit

ECU Extended Care Unit

PIU Parent and Infant Unit

HDU High Dependency Unit

LDU Low Dependency Unit

ECT Electroconvulsive Therapy

How to use these cards

The cards present the four sets of 
key findings: site-specific to Bendigo 
Hospital, transferable to other psychiatric 
units and hospitals, recommendations 
for future hospital design briefs, 
recommendations for future change 
management. Each set covers the 
themes of: sensory and emotional 
experiences, aspects particular to the 
building, units and rooms, services, 
accessibility, therapeutic environment, 
flexibility and adaptability, safety and 
more. Each card presents the key finding, 
supported by participant quotes and 
photographs where applicable.  

The cards could be used for 
different purposes:

• To open up dialogue about the future 
design of psychiatric hospitals.

• To spark conversations between 
psychiatric unit managers and 
hospital service managers about 
the possibilities of adapting 
services and spaces to the needs 
of psychiatric care.

• As materials for workshops to 
generate group activities and to 
activate feedback about key aspects in 
psychiatric care. From building design, 
sensorial experiences, and service 
delivery, to more complex management 
collaborations.

• For education across design and 
social science and healthcare 
disciplines.

• To share the research findings 
with the public and wider 
audience interested in psychiatric 
hospital design. 

• As probes and prompts in 
research interviews, focus groups 
or workshops. 
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The new hospital building, the atrium 
and the gardens were described 
as ‘impressive’, ‘spectacular’, 
‘beautiful’, ‘modern’ and ‘clean’. 
Participants felt proud to be 
associated with the hospital and 
were universally positive about these 
aspects of the building.

Pride in the 
buildings

Site-specific findings       Sensory and Emotional Experiences 
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It’s just nice walking into work 
knowing that you’re in a beautiful 
building so yeah, I love it.  
AAU admin

Impressive, lovely, clean, white, um 
yeah, good impressions, like brand 
new hospital and hearing the staff 
of how different it is and how much 
better it is compared to what they 
had, impressive is the word I’d use. 
Admin

View to the atrium from the Level 2 Pyschiatric Inpatient Units' reception area, Bendigo Hospital, 2018
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Participants felt that the new hospital 
design provided a setting in which 
the stigma associated with psychiatry 
was being reduced. This occurred 
through staff sharing ECT care with 
other departments and collaborations 
between Units. However, stigma was 
more strongly felt in PIU. 

Site-specific findings       Sensory and Emotional Experiences 

Stigma
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That was a deliberate decision not 
to have glass there so that we would 
remove barriers between staff and 
patients so that they felt more equal 
with the staff.  
AAU nurse

I think it’s better for patients to not 
have glass. It seems to be better 
for us. It can be a bit confronting 
sometimes if a patient is getting very 
angry, but I do think it’s better. It’s 
better for everybody to have the high 
bench and no glass. It doesn’t look 
like a prison. Also, we have the other 
area down at the front, and they ring 
us if they want to talk to us about 
somebody coming through. 
Nurse, AAU

Semi-open nurse station in the OPU, Bendigo Hospital, 2018. 
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Site-specific findings       Sensory and Emotional Experiences 

Staff and patients felt safer in the 
new hospital than they had in the old 
hospital, but identified improvements 
that could build on this in High 
Dependency Units. This sense of 
safety was attributed to the closer 
presence of security staff, the new 
safety technologies, the lighter 
environment and the more spacious 
facilities than the previous ones. 
These sensory and visual aspects of 
the feeling and experience of safety 
are often unspoken but fundamental 
elements of everyday working lives. 

Safety
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Airlocked doors to the AAU, Bendigo Hospital, 2018. 

Because you’re actually looking into 
the unit, you’re not actually looking 
into a dead space that’s dark, and 
it’s more welcoming in that regard. 
Definitely more open. We’ve put a 
sign on the front there that says, you 
know, this is who we are and that we 
are here to come and let you in ... So, 
we’ve been using a lot of safewards 
wording and being really aware of 
how we do that.
Nurse
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Site-specific findings       Sensory and Emotional Experiences 

In the new Units staff were 
successfully creating a new sense of 
community, which they had feared 
would be lost when moving. Clinical 
staff still felt part of supportive 
communities, and had found the 
hospital easier to adapt to in this 
sense. The loss of a sense of 
community was felt most strongly by 
service staff who were now employed 
and managed by Spotless.

Community
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Window decoration in preparation for a Mental Health Day BBQ, Bendigo Hospital, 2018.

Having this unit, because it’s brand 
new, its only March it’s only been 12 
months and I think it is very beneficial 
for the community because mothers 
and babies use to have to go down 
to Tweddle, Geelong, Melbourne and 
so you know to have the service for 
our area is really beneficial. So, yeah, 
hopefully they can keep it or expand it 
if it needs to grow in the future.
Nurse

I love working here is such a big 
environment like you work with so 
many people yeah is a great clean 
most of the time, yeah is massive 
hospital lots of people working here 
as well, made lots of friends. 
Unit clerk
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Participants felt that the new hospital 
had a more clinical and less homely 
feel, due to the white walls, less 
personalisation and decoration. 
Supporting staff in the adoption of 
new procedures for wall displays, 
and the procurement of and use 
of kitchen equipment would aid in 
the management of such change 
processes.

Homeliness

Site-specific findings       Sensory and Emotional Experiences 
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Calendar’s homely. What’s today? 
They will ask you what’s the day, 
what’s the time. Because we didn’t get 
clocks in their rooms. [referring to the 
calendar and clock they added to the 
kitchen]. 
Domestic services OPU

Breakfast toast preparation in the OPU kitchen, Bendigo Hospital, 2018.
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The co-location of the Units and ECT 
service alongside other clinical and 
service units in the new hospital was 
understood by most participants to 
have been successful and to have 
contributed to staff and patient 
wellbeing. Co-location provided the 
psychiatry units with better access 
to hospital services, and stronger 
connections to other Units. Staff 
benefitted from greater contact with 
other staff. Co-location was also seen 
to participate in the wider process of 
destigmatising psychiatry within the 
medical system. The dominant view 
was that stigma was decreasing. 

Co-location

Site-specific findings       Sensory and Emotional Experiences 
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Atrium, Bendigo Hospital, 2018.

I think it's always an advantage for 
psych unit to be within the same 
premises as the general side of the 
hospital, because it allows a better 
integration.  Psych is always separate, 
mentally and physically, you know 
what I mean?  Just like, people don't 
think of us as part of the hospital, and 
we used to occupy a building beside 
the hospital, kind of thing, all the time.  
So being in the same building makes 
a difference, and hopefully will…it's 
something that we're going to see 
over time, to just like the change 
in culture that comes with actually 
changing spaces that we occupy.
Admin



Design for Wellbeing | KEY FINDINGS

The experience of the natural 
light and interior lighting in the 
four Units was considered to 
be a great improvement on the 
previous accommodation and 
generally a great success. Light 
was a key category through 
which participants discussed the 
improved wellbeing and safety 
elements of the new hospital.  

Site-specific findings       Sensory and Emotional Experiences 

Light
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Main reception and waiting area for the Psychiatric Inpatient Units, Level 2, Bendigo Hospital, 2018. 

Natural light has been a positive 
in many ways. In the old ward, we 
had to turn on the light even in the 
mornings.

Yeah it’s good, um lighting is well 
lit, the views, the windows, natural 
light is coming in as well so it gives a 
natural vibe and feel is better for the 
patients as well, light in the counters 
and inside the nurse station are also 
good.
patient

I think it’s nicer because it’s a bit more 
open, glass, so there’s more light, 
there’s more natural light. 
consultant
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Colour Staff and patients’ experiences 
of the colour of the Units varied. 
Some found the particular white 
colour chosen to be soothing and 
pleasant, some appreciated the 
neutrality and clinical feel of it. Staff 
generally wished for more colourful 
walls and colour coded areas in 
order to mitigate the ‘clinical’ feel of 
the white walls.

Site-specific findings       Sensory and Emotional Experiences 
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Lounge area at the psychiatric PIU, Bendigo Hospital, 2018. 

Coming into this ward, however, 
I felt that is was extremely warm, 
pleasant to the eye, lovely colour 
scheme, doesn’t look like a 
psychiatric ward so it was really 
pleasing to come into here.
Nurse
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The hospital soundscape was the 
most challenging element of the 
transition that staff and patients 
had encountered and which they 
regarded as problematic for staff 
and patient wellbeing. Although 
the previous units were also 
considered noisy, staff and patients 
identified the sensory disruptions 
of sound in the new hospital as: 
doors slamming; the PA system 
announcements (resolved after the 
initial testing period); door alarms; 
phones ringing; personal alarms; 
and the ‘echoey’ building acoustics. 

Sound

Site-specific findings       Sensory and Emotional Experiences 
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Sleep hygiene information displayed in the ECU, Bendigo Hospital, 2018.
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Temperatures and their regulation 
were experienced as improved from 
the previous facilities and clinical 
staff had found maintenance staff 
helpful in solving some temperature 
problems. In the absence of being 
able to control temperatures 
themselves clinical staff often 
improvised to do so. 

Temperatures 

Site-specific findings       Sensory and Emotional Experiences 
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Dining area and courtyard at night in the OPU, Bendigo Hospital, 2018.

Temperature, it gets really cold, and 
it's hard to negotiate to change the 
temperature.  But luckily, the other 
day, one of the guys who does some 
of the cleaning, I was chatting to him.  
He noticed I was wearing a jacket, 
and he said, oh, we can change that.  
So he made a application or whatever 
it is to Spotless to get the temperature 
raised, and we got it raised by one 
degree, and I swear it's made a bit of 
a difference. 
Consultant 
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The use of walls to display 
information, motivating messages 
and community building had been 
prevalent in the previous facilities and 
was seen as important for wellbeing. 
In particular in longer stay Units and 
those where patients were in need 
of ongoing information delivery, staff 
and patients had found it difficult 
to adapt to new procedures for the 
display of visual communication. 

Visual wall displays

Site-specific findings       Sensory and Emotional Experiences 
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Friendly displays at the psychiatric nurse station, Bendigo Hospital, 2018.

Just art on the wall, I think art 
plays a big role I’m a major 
believer in things like that.
Consultant



Design for Wellbeing | KEY FINDINGS

Site-specific findings       Buildings, Units and Rooms

On arriving in the building most staff 
we interviewed took the lift to the 
second floor. This was because the 
Kronos staff check-in machine was 
placed next to the lifts, which staff 
identified as de-motivating them from 
using the stairs.

Arrival
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Atrium, Bendigo Hospital, 2018.

In the old hospital, no-one ever 
stopped in the entrance way, in 
the foyer, people just weren’t there. 
There’s always people.  And when I 
leave - this shift is only three hours - 
so I leave at 7 o’clock in the evening, 
there’s still people down there, eating, 
talking. It’s a really social space, which 
I think is great when people have got 
sick people in hospital. Or perhaps 
sometimes it’s a joyous thing if you're 
having a baby or whatever, but for 
most people it’s a stressful thing 
having someone in hospital so to have 
lovely space where you can gather 
and be with your family is really nice.
Nurse
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Site-specific findings       Buildings, Units and Rooms

Staff, patient and visitor experiences 
and uses of the psychiatry 
corridors varied according to the 
interior decoration and lighting of 
corridors. The light and murals 
of the OPU corridor were greatly 
appreciated. While participants 
found their experience of corridors 
without natural light challenging, we 
identified examples of good practice 
and opportunities to co-design such 
corridors as spaces of wellbeing.

Corridors
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Public corridor in the Psychiatric Inpatient Units, Bendigo Hospital, 2018. 

I really love the unit in regards to 
it’s a much brighter welcoming 
engaging space than what the 
other space was. … Like, there’s a 
welcomeness to the unit. There’s 
lightness. You know where you’re 
going to. There’s someone to say, 
‘Oh, hello, this is the office, and this is 
where you come to.’ So, I think that 
welcoming perspective of knowing 
where to go when you come into 
the space is more open now.
Nurse
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Site-specific findings       Buildings, Units and Rooms

Staff welcomed the availability 
of shared office space, and 
appreciated its layout and co-
working opportunities. However, 
the sound levels of the space 
and privacy issues this presented 
were challenging, in both the old 
and new hospitals.

Offices
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Psychiatric staff offices, Bendigo Hospital, 2018.

You’re sitting close to people 
and it’s easy to liaise. But yeah, 
the noise is a problem.
Allied health
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Site-specific findings       Buildings, Units and Rooms

This was appreciated and used 
by staff, who enjoyed meeting 
colleagues there, and used the 
microwave and TV. Staff who found 
the common room noisy sought 
quieter spaces for their breaks, to 
debrief from difficult situations or 
relax and disconnect alone in a calm 
environment, including using meeting 
rooms, interview rooms, quiet rooms 
and outdoor spaces. 

Staff  
common  
room
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Staff common break room, Bendigo Hospital, 2018.

If it’s a tough day and I just need 
to get out and get some fresh air, I 
will go for a walk. There’s a beautiful 
garden outside, and I’ll go outside 
and get some fresh air and sunshine. 
I mean, some days you’ve just got to 
get out to clear your head. 
Admin
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Site-specific findings       Buildings, Units and Rooms

Participants emphasised the 
spaciousness of the new units, 
and the wellbeing and safety 
benefits for patients and staff. 
Some staff felt unsafe where there 
were no sightlines from nurses’ 
stations to patient common 
areas, bedrooms, corridors and 
courtyards. These design aspects 
had followed the new, non-
observational model of care.

Spaciousness
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Hallways in the PIU, Bendigo Hospital, 2018.

I was at the old hospital before 
we moved to this ward, and in 
comparison, its completely changed 
and amazing um it was very cramped 
in the old hospital um it was just a 
little room, a really bad bed and dull 
carpet and white walls and just very 
uncomfortable, but in here they’ve 
tried to have like a colour scheme 
going on um to sort of lighten it a bit 
and um we have the little storage to 
put your stuff and um yeah it’s just its 
quite good. 
ECU Patient
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Site-specific findings       Buildings, Units and Rooms

The new ensuite bedrooms were 
experienced as a great improvement 
on the rooms in the old facility by 
patients and staff. The spaciousness, 
views, light and furnishings were 
appreciated, as was the privacy 
they offered. However the sensory 
interruptions of the noise from the 
doors hindered this environment and 
patients’ sleep. The new bathroom 
doors were appreciated by patients 
and staff for their privacy and safety 
features. While patients appreciated 
the safety designs they found the 
windows slow and complicated to 
operate, and anti-ligature fittings in 
the bathroom difficult to use. 

Patient’s bedrooms
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Bedroom in the OPU, Bendigo Hospital, 2018.

I guess I find my room quite pleasant, 
the new hospital is generally up to 
everything as you would expect, the 
spaces are a lot nicely put out um 
we’ve got our own bathroom, which 
wasn’t at the previous hospital I was 
at, it has good storage, we have our 
own safe to put our really valuable 
stuff in. Um got a desk to do work and 
lots of sitting areas for staff to come 
and chat with us. 
ECU Patient
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Site-specific findings       Buildings, Units and Rooms

These were experienced as a great 
improvement on the old facility and 
had multiple uses which varied 
across the Units. Patients enjoyed 
relaxation and activities in lounge 
areas, appreciated the light and 
views and watching TV. The quiet 
rooms had multiple uses, as smaller 
lounges, to receive visitors, where 
patients could undertake quiet 
activities alone, for work with OTs 
and as additional interview rooms. 
Staff wished for more such rooms. 

Common areas
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Dining and lounge areas at the psychiatric Older People Unit, Bendigo Hospital, 2018.

I like this ward, the low dependency 
unit. I think it has lovely fresh air. It 
has good light. It has beautiful rooms 
for patients, you know, spacious. 
Most of them have a good outlook 
into a garden, their own bathroom, 
and I think from the patient’s point 
of view it feels nice.  When you go 
into a room I always feel fairly safe 
when I’m on the low dependency unit 
with most patients. If I’m unsafe I get 
somebody to come with me. And I 
think that the environment makes you 
feel like that. So, from the patient’s 
point of view it’s good. 
Nurse



Design for Wellbeing | KEY FINDINGS

Site-specific findings       Buildings, Units and Rooms

It has been challenging for staff 
to adapt the quiet rooms into the 
equivalent of the valued good 
practice sensory rooms used in 
the old facility, due to the multi-
use expectations and needs for 
the quiet rooms, new procedures 
for decorating rooms and walls, 
inability to switch off TV monitors and 
furniture limitations. Elements of a 
sensory room had successfully been 
developed in OPU, and a locked 
quiet room was used for sensory 
modulation in ECU.

Sensory rooms
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Sensory ‘quiet’ room in the ECU, Bendigo Hospital, 2018.

I like the quiet [sensory] room, 
probably one of my favourites, 
yeah. … It’s just more secluded, 
everything’s cut off.  You don’t have 
any distractions around you, it’s just 
in here. 
AAU Patient

So, this is actually our sensory room 
at the ward and with the sensory 
room we can either use this to 
reduce stimulation in the patient or 
to stimulate them from a sensory 
environmental point of view.
Consultant
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Site-specific findings       Buildings, Units and Rooms

These were well received as 
functional and practical spaces, 
which were appropriately spacious 
and had been designed with 
psychiatry in mind. They were used 
for interviews and staff meetings in 
some cases.

Interview rooms
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Interview room for psychiatric consultation, Bendigo Hospital, 2018.

The rooms that we use for the 
interview rooms I do really like, they 
are much different to what I’ve worked 
before these rooms are bigger, they’ve 
got two doors, which is part of the 
safety as well for working in psychiatry, 
you have got to make sure that you 
can exit the door so make the patient 
feel that they can exit if they want to. 
Um, and it’s a little bit more informal, 
so there are couches um which I think 
make people feel more relaxed and 
the set-up of the room is sort of, like 
it’s a rectangle but it feels a little bit 
more circular it’s not like everyone is 
sitting in a straight line and can’t see 
each other, I think that if there’s a lot of 
people on the room if you had a family 
meting it’s easy for everyone to feel 
that they can all see each other and 
they can all be involved. 
Psychiatric registrar
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Site-specific findings       Buildings, Units and Rooms

Courtyards are a very successful 
element of the new hospital design, 
and generally treated as a patient 
space. They provide light and fresh 
air to the Units and offer patients 
opportunities to access outdoor 
space. Uses vary across Units: in 
AAU LDU, courtyards have a social 
and relaxing role for patients; in AAU 
HDU courtyards are used for patient 
interviews; in ECU, courtyards 

are used for patients’ quiet time 
alone; in OPU successful gardening 
activities have been developed. 
Bowling equipment in AAU has been 
successful but exercise bikes are 
experienced as cumbersome. Staff 
use courtyards to interview patients 
when appropriate for patient needs 
and privacy.

Outdoor 
courtyards
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Internal courtyard in the OPU, Bendigo Hospital, 2018.

That’s fabulous, yeah. It just provides 
a little bit of solace for the patients 
with plants and trees and, yes. The 
courtyards are amazing, really.
Admin

The courtyards are awesome, yeah 
the courtyards are really good
Patient

It’s really is nice to go out and see air 
and feel the air, so it’s a lovely space.
OPU Patient
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Site-specific findings       Buildings, Units and Rooms

These are adjoined and used in 
relation to each other. The new open 
reception areas were considered 
successful in enabling patients to 
have direct communication with 
staff and feel attended to. They were 
considered a great improvement on 
the previous facility where staff felt 
they were in a ‘fishbowl’ and patients 
felt they could not always get staff 
attention. The windowed internal 
areas of the nurses stations in AAU, 
ECU and OPU offered transparency 
which was experienced as creating 

more comfortable relationships 
between staff and patients and for 
patient wellbeing, and as improved 
staff work areas. Within the nurses’ 
stations staff used managers’ offices 
and medication rooms for privacy. 
However the greater visibility of 
staff also created privacy issues in 
AAU, as did the open PIU nurses 
station. Staff resolved this by 
using medication rooms for private 
and quiet conversations and for 
breaks from their stressful working 
environments.

Nurses stations, 
receptions and 
medication rooms
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Nurse station in the AAU, Bendigo Hospital, 2018.

I mean the nursing station here 
with the windows is great. Nursing 
staff have adapted quite well to 
it. The patients have adapted 
well to it. ... I think having put our 
discharge tree on the window 
helped because it filtered the view, 
you know which, that wasn’t the 
intention we put it there but I think 
it actually had that, you know, 
it had that actual added benefit 
putting it there. 
Nurse
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Site-specific findings       Buildings, Units and Rooms

Kitchen facilities, design and 
location varied across Units, and 
impacted how staff and patients 
could use kitchens for wellbeing 
activity. In AAU, staff had found 
adapting to the new use of kitchens 
for food serving to be challenging 
and wished for facilities and 
possibilities to use the kitchens for 
wellbeing activities; ECU provides 
an example of design and availability 
of kitchen and dining space for 

generating forms of well being and 
living skills activities and community 
building at meal times; the PIU 
kitchen was very effective for living 
skills and meals for families; in OPU, 
the staff were working to adapt 
practices to the new kitchen facilities 
and hoped to reintroduce living 
skills activities and breakfast groups 
which had been successful in the 
old hospital.

Kitchens
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But it is nice to have a working 
kitchen and sometimes we do 
cook.  We might make fun food like 
a cupcake or biscuits or something.  
But sometimes, we make baby food 
and more serious things like that.  and 
that’s nice.  It’s a normal activity for 
mums to be doing.  And teaching 
some ideas of, “When you go home, 
you don't have to buy everything, 
you can make some things”.  And you 
have some really good conversations 
when you're cooking as well.  So they 
may feel that we’re just having a bit of 
fun cooking but it’s the nurses having 
conversations with them, and with 
each other while they're cooking, that 
are actually very valuable. 
Nurse

Kitchen in the PIU, Bendigo Hospital, 2018.
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Services and food quality were seen 
as improved. However, the new 
schedule and safety regulations 
relating to temperature and reheating 
of food were not always consistent 
with the unpredictable routines of 
psychiatric patients, due to their 
clinical needs or childcare obligations. 

Food services

Site-specific findings       Services
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Tray with personal menu in the PIU, Bendigo Hospital, 2018.

The food is brilliant, absolutely 
brilliant. I think the whole time I’ve 
been here I’ve had one meal, and it 
wasn’t the meal that was wrong it was 
just a little piece of meat, because I’m 
not that rapt in steak for starters, and 
that was last night or the night before 
I think, but everything about the meal, 
I just couldn't knock it. It’s great, very 
nice. 
Patient
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New cleaning services had adapted 
to the cultures of different units 
with different levels of success. The 
more successful example involved 
continuity of the cleaning role 
from the previous facility and the 
engagement of the cleaner in the 
life of the Unit in collaboration with 
nurses, an arrangement which had 
worked well in the former facility. 
The more challenging situations 
in the new hospital arose when 
cleaners who did not usually work in 
psychiatric care were seconded to 
more tense psychiatric units.

Cleaning service

Site-specific findings       Services
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The cleaning is good, yeah, 
is cleaned every day. 
Patient

Cleaning services preparing a psychiatric bedroom for a new admission, Bendigo Hospital, 2018.
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An ongoing relationship has 
developed between patients and 
clinical staff on the one hand 
and between clinical staff and 
maintenance staff on the other, as 
the process of discovering items 
that need to be changed or fixed has 
proceeded as patients and staff have 
settled into and occupied the Units. 
This has developed into a fruitful 
collaboration through knowledge 
sharing and discussion. 

Maintenance 
services

Site-specific findings       Services
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Maintenance services system notifications, Bendigo Hospital, 2018. 

We now have our management 
system; every job needs to be logged 
in… to the computer… and then it gets 
sent to us straight away and we can 
act on it straight away. 
Services Manager
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Site-specific findings       Services

The move to the new site has had 
positive consequences for staff and 
patients in relation to pharmacy 
services. The use of the chute 
system has increased safety and 
convenience for staff and reduced 
waiting times for patients.

Pharmacy services
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Pharmacy chute service (left), Bendigo Hospital, 2018.

The chute’s fabulous. The medication 
room is nice and big and good, yes. 
Nurse

It’s good because we either had to 
depend on pharmacies to bring out 
medication to the patients.  Or we 
had to go up to the main hospital and 
pick up medication from the hospital 
pharmacy.  Whereas now, you just 
put the script in and you shoot it up 
and then they shoot it down. Yeah 
no that is a really great idea. It’s safer, 
because if you are picking up DD 
drugs from the hospital or if you had 
to go to a pharmacy, you had the sole 
responsibility of carrying those DD 
drugs around. 
Nurse  
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New Building and Service design 
are generally experience as 
working well in relation to each 
other. Examples include the 
success of co-location, with the 
improved access of the co-located 
psychiatric units to security, 
maintenance, pharmacy and 
other services. This has enabled 
productive relationships between 
services leading to improved 
feelings of safety for staff. 

Building design 
and service design

Site-specific findings       Design Process
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Psychiatric reception, Bendigo Hospital, 2018.

The facility is brilliant. It was a long 
time coming. I've worked for Bendigo 
Health for 25 years, so I've worked for 
a long time in the old hospital and it 
was old and horrible, it was just so 
outdated and old. It didn’t have the 
right facilities. We were modifying 
everything as we went. ... It’s a brilliant 
building [the new hospital]. 
Nurse



Design for Wellbeing | KEY FINDINGS

A rigorous consultation was carried 
out involving extensive user group 
sessions with direct representation 
from each department (see Diagram 
1). Nevertheless, many staff felt 
that the ways they work and their 
needs had not been accounted for. 
We suggest that while consultation 
provides a valuable role, its 
methodology does not enable 
staff to communicate the everyday 
and experiential elements of their 
work practices and their own and 
patients’ needs, because these are 
often ‘felt’ and routine activities and 
experiences, which are not revealed 
in consultation processes. 

Consultation

Site-specific findings       Design Process
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The design process and user group interaction, 
Bendigo Hospital, 2018.

I’ve done a lot of mental health 
design and I think this one has 
probably had more rigor applied 
that any other project I know, so 
I’m hoping it’s gonna be a new 
benchmark and I hope that its 
gonna be something that everyone 
is gonna say at Bendigo they did 
this... we put a lot of energy into 
resolving the fine details for this 
unit… [everyone involved] had 
taken a lot of ownership in creating 
something special.
Architect
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Diagram 1: Diagram illustrating the design process and user group interaction.
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Transferable insights        

While sound design was integral to 
the design of the new Hospital, due 
to unanticipated sounds such as 
overhead speaker announcements, 
participants regarded the hospital 
as noisy. It should be noted, 
however, that announcements have 
significantly reduced since the time 
of the study as Bendigo Hospital 
continues to work towards its ideal of 
a tranquil hospital.

Sound
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Alarmed safety door of a psychiatric interview room, Bendigo Hospital, 2018.

For example, they have loud speakers 
here that come on in the rooms… and 
the loud speakers are in the middle 
of the rooms for our mothers and 
babies. In the middle of the night they 
get woken, we are trying to get them 
to sleep. We have got toddlers with 
sleeping problems and then they get 
a loud speaker in the middle of the 
night. One it wakes them and second 
it gives them a fright…
Nurse



Design for Wellbeing | KEY FINDINGS

Transferable insights        

The design for daylight, courtyards 
and views, and indoor light in Bendigo 
hospital, which was a focus of the 
design brief and the architectural 
intent, has been very successful. Our 
research showed that it was greatly 
appreciated by staff and patients and 
associated with a range of different 
modes of wellbeing. 

Light design
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Window with a view in the OPU, Bendigo Hospital, 2018.

Like the courtyard out that end, 
yeah it’s quite nice, they’ve got 
those chair things in there and you 
just lay in them on the sun which 
is nice.
Patient

I like to be up here on my own quite 
a bit. This one has got no blinds so I 
can just look at the cars looking for 
a car park or I can just sit here and 
relax and do what I like to do, you 
know and the next little area there’s 
about three or four sits, but they’ve 
got blinds if you want the sun to cut 
down and there’s another one like 
this little one down the end and it 
has a cushions, so you got a choice. 
OPU Patient
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Transferable insights        

We recommend that future hospital 
design focuses on designing digital 
communications and safety systems 
that are compatible with existing 
technologies and digital literacy. They 
should also be future-prepared for 
emerging digital health technologies.

Future 
preparedness 
of technology 
design
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Robot base for the transport and delivery of domestic services, Bendigo Hospital, 2018.
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Transferable insights        

The Bendigo hospital demonstrates 
examples of successes which 
entail wellbeing benefits in the 
mental health context, as well as 
examples where improvements 
can be made. Attention to the 
relationship between building and 
service design, and specifically 
to how these will be played out 
when staff and patients actually 
use new facilities, and in relation to 
the everyday routines, needs and 
wellbeing focused uses of particular 
hospital spaces is important. 

The relationship 
between building 
and service design
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Cleaning services in psychiatric bedrooms, Bendigo Hospital, 2018.

Positive things are, there’s always 
fresh linen at hand, the nurses are 
wonderful, I feel safe. … and the 
lengths that they go to facilitate 
and protect us are incredibly 
comforting. There’s heaps of 
positives; it’s a beautiful building, 
like everything’s fresh and bright, 
and we’re fed constantly. 
AAU Patient
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Transferable insights        

Complex and enduring challenges 
can be better addressed from 
the outset if both problems and 
existing solutions and needs are 
identified prior to architectural 
design. For example, we identified 
existing successful solutions to 
the challenges of smoking and the 
creation of homeliness in the old 
hospital. Similar challenges were 
also represented in the design brief. 
Accounting for existing successful 
solutions in future design can help 
to prevent recurring complex and 
enduring challenges, such as those 
relating to smoking and the creation 
of homeliness, from emerging. 

Avoiding complex 
and enduring 
challenges
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Adapting common spaces for psychiatric ocupational therapy activities, Bendigo Hospital, 2018.

Oh, this is much much better, 10.000 
percent better [than the old facility], 
it’s just that if they listen to people 
like us and took notice of how we 
remedy the things, this place could 
be almost a paradise.
OPU Patient
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Transferable insights        

In other projects design 
anthropological methods have 
successfully been tested in 
collaboration with architectural 
design, service design, sound design 
and technology design. In future 
projects we recommend that design 
anthropological research with staff 
and patients which attends to user 
experience, needs and imagined and 
possible futures should precede and 
inform the design brief. 

The use of Design 
Anthropological 
methods in 
hospital design
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Design anthropology methods during fieldwork at the psychiatric Units, Bendigo Hospital, 2018.
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Recommendations  
for future hospital  
design briefs 

Accessibility

 
• The new Bendigo hospital has a 

mixed swipe card and key system. 
The swipe card system was 
considered to be highly successful 
by staff, and preferable to the old 
key system. It is recommended 
future hospital designs use swipe 
card systems as far as is possible. 

• Kronos check-in machines could 
helpfully be placed at the base of 
both lifts and stairwells in order 
to promote accessibility and also 
encourage use of stairs.
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Swipe cards for staff accessibility in the psychiatric units, Bendigo Hospital, 2018.

Each patient gets their own swipe 
band, and they’ve actually got access 
and it’s programmed to the room, so 
they’ve got access. Obviously all the 
staffing swipe cards work on every 
single one but the patients only have 
access just to their one room, so they 
can come and go as they please, in 
and out of their room, they don’t 
have to ask to get in and swipe in and 
swipe out, so they’ve got their privacy.
Services manager
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Recommendations  
for future hospital  
design briefs 

 
• The external courtyards were a highly 

successful addition, and offered 
flexible use to staff and patients for 
recreational and medical activities, 
such as gardening and consultations. 
We recommend that these are 
considered in future design briefs and 
that the extension of their use could 
be facilitated through additional 
weather protection - for instance sun 
and rain shelter.

• The noise caused by the opening of 
patient bedroom doors for required 
patient observations was a concern 
for both staff and patients because 
it disrupted patient sleep. Given that 
the noise of the locks is unavoidable, 
it is recommended that future design 

briefs stipulate the use of doors with 
a privacy window.  

• The attention paid to acoustic design 
is valuable but can be disrupted in 
the experience of staff and patients 
by the noise of all safety and airlock 
doors in the facility. While this is 
a complex problem to solve, we 
draw attention to it because it was 
consistently raised by staff and 
patient participants. 

• Therapeutic kitchen-based ‘living 
skills’ activities were highly valued by 
staff and patients. We recommend 
that the site and client specific 
resources and design for these are 
defined in future design briefs and 
attended to. 

• The enduring issue of smoking was 
acknowledged in the Functional 
Brief, however it was not able to 
be carried through into the design 
due to regulatory restraints. Our 
research found that smoking 
was inevitable, and was also 
perceived to play an important role 
in supporting patient wellbeing, 
enabling staff to maintain a positive 
therapeutic environment, and in 
the generation of social bonds and 
community building. On the basis 
of our research, we urge recognition 
of this in future design briefs in 
order to provide a stronger basis 
from which designers can explicitly 
address the design and health 
problems associated with smoking. 

Therapeutic Environment
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Courtyard garden cared by patients in the OPU, Bendigo Hospital, 2018

It’s good for visitors, we sit at the table 
near the window, lovely to look at the 
sky. So, that’s good and lots of patients 
like it and help with the garden, and 
one does exercises, push-ups, and the 
outlook with the long windows, yeah 
a lot of people like them. 
OPU Patient

The garden has brought me pleasure 
and a meaningful job to do, kept me 
occupied, I love gardening at home so 
I like to do it here and created a place 
where people can enjoy it, it’s like a 
vase of flowers outside. 
OPU Patient
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Recommendations  
for future hospital  
design briefs 

 
• Staff would benefit from additional 

quiet staff break rooms close to 
their Units. These are needed 
for quiet debriefing after difficult 
events, and to provide a calm 
environment for staff to take 
breaks in. They should be provided 
in addition to the social lunch 
and ‘collaboration’ staff room. 
They should be equipped with 
appropriate facilities. 

• Availability of flexible rooms 
for consultation besides the 
designated interviews rooms to 
provide formal as well as informal 
environments, ideally with access 
to natural light and fresh air.  

• Designs can be left sufficiently 
open to enable staff and patients 
to creatively reproduce activities 
and spaces that represent the core 
values of homeliness, community 
and care.

• A temperature system that can be 
controlled for each space by users 
(e.g. in bedrooms, offices, and 
nurse stations).

Flexibility and Adaptability
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The bedrooms are comfortable 
and I feel comfortable being in the 
courtyard here I feel that there’s um 
a lot of nursing staff that are willing 
to help out if you need anything, um 
there’s always someone around, um 
the food was good, I like the bracelet 
entrance into the bedroom. 
AAU Patient

Lounge room with sliding doors in the PIU, Bendigo Hospital, 2018.
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Recommendations  
for future hospital  
design briefs 

 
• The Functional Design Brief for the 

Bendigo Hospital was developed 
for a new non-observational model 
of care which the Hospital Operator 
(Bendigo Health) was to implement. 
This was effective in most Units 
with the exception of the High 
Dependency Units, where there 
were challenges in implementing 
changes to the new operational 
model. These were related to 
perceived issues of staff and patient 
safety stemming from changes to 
sightlines and surveillance. It is 
recommended that in future hospital 
projects a more effective and 
sustained process to embed new 
models should be considered.

• We recommend that safety-based 
window and blinds designs are 
generic and consistent and simple 
so that they can be used universally 
across all Units and by staff and 
patients. 

• Gender fluid patients should be 
considered in future design briefs 
in relation to the design of gender 
separation.

• Technology devices for patient use, 
unit aesthetics and ergonomics 
should be age appropriate and 
sensitive to patients’ particular 
needs, such as motor, visual 
and hearing impairment, 
dementia, literacy, or difficulties in 

communication. This is particularly 
important for the OPU where people 
may be less familiar with newer 
technologies. 

• Technology devices for staff safety 
and security are essential in the 
context of a non-observational 
model of care. The research 
acknowledges the use of the 
current communication and duress 
device as the best available on 
the market; however, there are still 
improvements that could be made 
in terms of helping staff feel safe in 
their duties.

Safety and Security
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Duress alarm phone for staff, Bendigo Health, 2018

Because it is such a big space, if 
you really need to know where 
someone is, you can ring and find 
out where they are. It also has the 
function of obviously our duress, so 
if someone needs help, that will go 
off and we all just run. 
Nurse
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Recommendations  
for future change 
management 

The following recommendations refer 
to Change Management processes 
that are linked to the occupation of 
future buildings. They particularly refer 
to people and processes and refer to 
staff wellbeing and empowerment in 
the workplace:  

• Empower staff to effectively use 
new procedures for decoration and 
wall displays to generate wellbeing 
and a sense of homeliness. We 
recommend: 1) ensure that staff are 
fully cognisant with the processes 
required for wall displays, the 
content allowed and the use of 
windows and other surfaces and 
that they feel engaged with the 
reasons for these; and 2) ensure 
that these processes and the new 
materials that are used for them 
are available presented as enabling 
and supportive, rather than as rule-
based.

• Ensure that staff can participate, 
through appropriate procedures in 
the management of temperature 
control in units, offices and 
bedrooms.

• Where possible limit the 
frequency and sound levels of 
PA communications and safety 
announcements (e.g. phone alarms) 
to only those essential to the 
Psychiatry Department. 

• Ensure that staff are aware of the 
qualities and benefits of the specific 
materials selected for the carpets 
and furniture, particularly in relation 
to cleaning.  
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• Ensuring that new catering 
arrangements and the use of 
kitchen facilities for therapeutic 
activities are coordinated and 
new uses are understood. Create 
flexibility regarding the use of 
kitchen facilities to ensure that staff 
can offer snacks to patients who 
miss meals due to their treatment 
routines being incompatible with 
catering timetables.

• Shared use of computers at offices 
and nurses stations would benefit 
from management strategies to 
ensure all staff have a space to 
record their notes, particularly at 
the busy times of handover when: 
nurses, registrars, and consultants 
all coincide.

• Wherever possible enable 
continuity of teamwork between 
service and clinical staff during 
and after the transition process to 
a new facility, in such a way that 
acknowledges the role of catering 
and cleaning staff in creating a 
sense of wellbeing.

• Ongoing consultation regarding 
change management will help 
engage staff who were not 
part of the earlier engagement 
processes or did not work in 
the previous facility. This will 
assist in empowering staff to 
adapt successfully to the new 
environment and ways of working.

Recommendations  
for future change 
management (cont'd)


