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The answer lies in every 
community 



Point of difference 
•  Health navigators are not encumbered by a pre-defined 

fixed set of criteria to meet. They take a flexible 
approach to their service and solve whatever problems 
arise.  

•  In many ways the service is reactive to patient and 
health providers needs.  

Dohan, D and Scragg, D.  Using navigators to improve care of underserved patients: current practices and 
approaches. Cancer  2005, 104(4):848-55 



Types of services provided 

•  Logistical services 
–  Coordination of 

appointments; 
–  Transportation; 
–  Accompaniment to 

appointments; 
–  Referrals; 
–  Provision of 

information. 

•  Relational services 
–  Emotional support; 
–  Negotiating broken 

relationships between 
clients and health/social 
care providers; 

–  Strengthening relationships 
between clients and 
providers; 

–  Communication with 
interdisciplinary team; 

–  Support clients into 
residential care facilities/
tertiary learning 



•  Referrals totalled 296; 
11% were Maori; 

•  53% were male; 
•  59% were ≥ 65 years; 
•  59% lived in areas 

classified as highly 
deprived; 

•  The norm was ≥ 3 chronic 
conditions 

•  Referrals totalled 377 
•  7% were Maori 
•  44% were male 
•  48% were ≥ 65 years 
•  73% lived in areas 

classified as highly 
deprived; 

•  The norm was ≥ 3 chronic 
conditions 
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A growing demand 



Key findings from a 2012 evaluation 
•  Those referred to and using the service were some of 

the most vulnerable in the community; 

•  The service is well utilised and valued by those working 
in primary care. For example: “It has been a pleasure to 
work with X who is efficient, prompt, and very pleasant. X 
is a master in seeking community services to help when 
needed. This all helps other health workers to 
concentrate on their area of delivering care”. (PN) 

•  The complexity of those referred to the service suggests 
that referrers developed a level of confidence and trust in 
the lay led service. 



Continuing to meet a need 
•  "The health navigators are important members of the Complex Clinical Care 

Network which supports people to maintain their health and independence 

at home. They are contributing members of the interdisciplinary team, and 

on multiple occasions have been instrumental in recognizing a clients 

abrupt deterioration in health and proactive in assisting the client to obtain 

the care needed. The navigators are astute, insightful and strong patient 

advocates. They provide a wide range of functions, including improved 

access to primary, secondary, and social services, and often act as the 

"connector" between these services. We are extremely fortunate to have the 

service on the West Coast."   
Dr Michelle Dhanak (Medical Officer in Geriatrics, Canterbury and West 
Coast DHBs) 



Now meet Brian 



Dan and Steve: Different strokes for 
different blokes or is it? 

 





Further research 
•  What are the training needs of lay health navigators? 
 
•  What is an appropriate case load, including case mix? 
 
•  What is the lived experience of health navigators? 
 
•  What are the appropriate metrics by which to measure 

the efficacy and efficiency of the such services? 
 
•  Need to determine the best populations to target for 

navigation services. 
  




