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	 DEFINITIONS
	 Carer refers a person who provides care to 

another person with whom they are in a care 
relationship.

	 A person is in a care relationship if they 
provide another person, or receive from  
another person, care because one of the 
persons in the relationship has a disability,  
is older, has a mental illness or has an  
ongoing medical condition. 

	 Community members are groups of people 
who have an interest in the development of an 
accessible, effective and efficient health and 
aged care service that best meets their needs.

	 Consumer Engagement refers to the wide 
range of strategies in which consumers are 
involved in the planning, service delivery and 
evaluation of health care. It covers partnerships 
between patients and health professionals 
when care is provided at an individual level,  
as well as partnerships with consumers at a 
health service level. 

	 Consumers of healthcare refers to patients, 
potential patients, carers and community 
members.

	 A patient is a person receiving healthcare, with 
synonyms including consumer and client.

	

	 Person Centred Care is an approach to 
treatment and care whereby:

»	 the treatment and care provided is adapted 
according to the patient’s values, preferences, 
expressed needs, beliefs, cultural needs, family 
situation and lifestyle;

»	 the patient and their family and/or carer are 
treated with dignity and respect;

»	 the patient and their family and/or carer are an 
integral part of the care team who collaborate 
with health care professionals in decision 
making around their care; and

»	 there is open communication and sharing 
of information between the patient and 
their family and/or carer and health care 
professionals.

	 Person centred care can be used 
interchangeably with patient centred care, 
patient and family centred care and patient 
centredness.

	 CONSUMER ENGAGEMENT FRAMEWORK
	 Consumer engagement at Austin Health is 

underpinned by four key domains: planning, 
decision-making, feedback and support. The 
model on the following page provides a visual 
representation of this framework.

	 Within each of these domains there are a 
number of core functions to ensure appropriate 
consumer engagement.

	 Some of these core functions include:

»	 Consumer engagement policies, procedures 
and guidelines;

»	 Committees which provide governance of 
consumer engagement at Austin Health, such 
as the Community Advisory Committee and the 
Partnering with Consumers Committee;

»	 Consumer consultation in strategic,  
operational and service planning; 

»	 Patient information materials and consumer 
consultation in the development of these 
materials;

»	 Mechanisms and processes to empower 
consumers to be actively engaged in decisions 
about their own care;

»	 Conduct of patient satisfaction and patient 
experience surveys;

»	 Consumer representation on strategic  
and operational committees;

»	 Consumer consultation in quality and safety;

»	 Conduct of community forums, focus groups 
and consumer workshops;

»	 Feedback systems such as MySay and  
Patient Centred Walk Arounds;

»	 Complaints management and patient  
advocacy processes;

»	 Training and education for consumer 
representatives and staff;

»	Allocation of staffing resources for consumer 
engagement e.g. Consumer Engagement 
Manager and Consumer Participation  
Support Officer; and

»	 The Austin Health Consumer Register.

	

	 COMMUNITY ADVISORY COMMITTEE 
	 A major strategy for ensuring the development 
of effective consumer engagement at Austin 
Health is through the resourcing of the 
Community Advisory Committee (CAC). 

	 The CAC is legislated for in the Victorian State 
Government’s Health Service Act 1988 and is 
directly accountable to the Board of Austin 
Health. Membership consists of 8-12 consumers 
who reflect the special needs and interests of 
specific communities within the Austin Health 
catchment, three Board members and four  
staff members. 

	 The CAC has responsibility for advising Austin 
Health on governance, policy and strategy 
in relation to consumer engagement and 
its impact on health service outcomes, and 
advocating to the Austin Health Board on  
issues relevant to consumer well being. 

	 The Austin Health Board has a complementary 
responsibility to seek informed advice in a 
timely manner from the CAC on major strategic 
issues and developments within the health 
service affecting consumers.

	 One way in which the CAC assists in developing 
and enhancing consumer engagement at 
Austin Health is through the development and 
monitoring of the Consumer Engagement Plan.
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	 Austin Health has a structured organisation wide planning framework, with the 
strategic plan setting the overarching direction and agenda for the whole health 
service. Underneath the strategic plan are a number of organisation wide support 
plans, these including the Consumer Engagement Plan. Organisation wide support 
plans such as the Consumer Engagement Plan influence the development and 
implementation of all other plans at all levels of the organisation. 

	

	 The 2013 – 2017 Consumer Engagement Plan reports against five key result areas:

	 1.	� Capacity Building – how Austin Health contributes to building the capacity of 
staff and consumers to participate fully and effectively;

	 2.	� Participation in Planning, Improvement and Evaluation – how consumers are 
active participants in the planning, improvement and evaluation of Austin Health 
services and programs on an ongoing basis;

	 3.	� Engaging our Diverse Community – how the needs of Austin Health’s diverse 
community are considered in all services, particularly multicultural and 
indigenous communities and people with a disability;

	 4.	� Informed Decision-Making – how patients and their family and/or carer are 
involved at Austin Health in informed decision-making about their treatment, 
care and wellbeing at all stages and with appropriate support; and

	 5.	� Provision of Information – how consumers are provided with evidence based, 
accessible information to support key decision-making.

	 Within the plan, against each key result area are a number of objectives and actions 
which detail how Austin Health will achieve that key result area. 

	

OUR CONSUMER ENGAGEMENT PLAN
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	 CONSUMER CONSULTATION  
FOR THE PLAN

	 The development of the plan was informed/
strengthened by consumer consultation. The 
purpose of this consultation was to understand 
consumer perspectives on what Austin Health 
does well and should focus on in the next five 
years in relation to consumer engagement. 

	 The consumer consultation strategy involved 
three key aspects:

»	 Conduct of a focus group with consumers 
across Austin Health;

»	 Conduct of a consumer survey; and

»	 Conduct of one-on-one consumer interviews.

	 A total of 109 consumer consultations occurred 
(five consumers through the focus group,  
49 responses to the consumer survey and  
46 one-on-one consumer interviews). 

	

	 The key theme emerging from the consultation 
was for Austin Health to strengthen concepts 
and principles related to person centred care, 
for example:

»	 Improving the overall experience for the patient;

»	 Investing in strategies to empower and educate 
consumers;

»	 Improving the mechanisms to recognise  
and respond to the needs to diverse patient 
groups; and

»	 Developing more person centred policies  
and procedures.

	 When asked how the consumers would  
like to have more of a say in how Austin Health 
services are planned and delivered,  
responses included:

»	 Delivering news about Austin Health more 
frequently via social media;

»	 Conducting patient experience surveys; and

»	 Providing consumers with opportunities to be 
directly involved in those committees where 
quality and safety decisions-making occurs.

	 This feedback, combined with feedback 
obtained from the Austin Health Consumer 
Advisory Committee in a dedicated planning 
workshop, has shaped the 2013 – 2017 Austin 
Health Consumer Engagement Plan. 

	

	 MONITORING AND REPORTING  
OF THE PLAN

	 Within Austin Health, monitoring of the 
implementation of the plan will occur regularly 
through the Austin Health Partnering with 
Consumers Committee and Community 
Advisory Committee. 

	 Annual progress reports will also be provided 
to the Executive Committee and Board 
Committee. 

	 Reporting externally will occur to the 
Department of Health in line with annual 
mandatory reporting requirements. 
Implementation will also be monitored  
annually by the Australian Council on 
HealthCare Standards (ACHS) as part of Austin 
Health’s accreditation processes under the 
National Safety and Quality in Health Service 
Standards.

	 The wider community will be kept abreast of 
the implementation of the plan via the annual 
Austin Health Quality of Care Report and 
through regular updates provided on the  
Austin Health internet.
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Key Result 
Area

Objective Action Year

1. Capacity 
building

1.1 To strengthen the 
supports provided to 
staff and consumers who 
participate

1.1.1 Implement a mentoring and support network for 
consumers who participate at Austin Health

2014

1.1.2 Develop and implement a recognition program for 
consumers who participate at Austin Health

2014

1.1.3 Develop and implement a recognition program for staff 
activities involving consumer engagement 

2013

1.1.4 Provide internal training and education opportunities for 
staff to improve skills related to consumer engagement

2013 – 2017

1.2 To strengthen 
internal and external 
communication 
regarding  
consumer engagement at 
Austin Health

1.2.1 Explore alternative mechanisms for promoting consumer 
engagement at Austin Health e.g. social media

2013 – 2017

1.2.2 Develop and implement a system to centrally record 
and capture consumer engagement activities that occur 
across Austin Health

2013

1.2.3 Promote and communicate the 2013-2017 Consumer 
Engagement Plan to Austin Health staff and the wider 
community

2013

1.2.4 Develop formal feedback and communication 
mechanisms between the Community Advisory 
Committee and consumers who participate on other 
governance committees across Austin Health

2013

Key Result 
Area

Objective Action Year

2. 
Participation 
in planning, 
improvement 
and 
evaluation

2.1 To enhance consumer 
engagement in 
feedback

2.1.1 Explore additional mechanisms for consumers to provide 
feedback about their experience at Austin Health

2014 – 2015 

2.1.2 Develop mechanisms for consumer involvement in the 
review of themes and trends related to feedback and 
complaints

2013

2.1.3 Undertake patient satisfaction survey in relation to 
inpatient meals across all three sites and report on 
outcomes to the Community Advisory Committee

2014 – 2015 

2.1.4 Develop formal processes for reporting on feedback data 
to the Austin Health Community Advisory Committee 

2014

2.2 To enhance consumer 
engagement in quality  
and safety

2.2.1 Enhance consumer representation on key governance 
committees

2013 – 2017

2.2.2 Provide consumers with opportunities to directly 
contribute to quality and safety improvement initiatives  
at Austin Health

2013 – 2017

2.2.3 Enhance the monitoring of key Austin Health quality and 
safety activities by the Community Advisory Committee

2013

2.3 To enhance consumer 
involvement in planning

2.3.1 Consult with consumers about key facility upgrades and 
new developments

2013 – 2017

2.3.2 Provide direct consumer input into the development of 
the Austin Health 2014 Cultural Responsiveness Plan 

2014

2.3.3 Develop the Austin Health 2015 Disability Services Plan 
with direct input from consumers

2015

2.3.4 Develop the Austin Health 2018 Consumer Engagement 
Plan with direct input from consumers

2017

THE 2013 – 2017 AUSTIN HEALTH CONSUMER ENGAGEMENT PLAN
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Key  
Result Area

Objective Action Year

3. Engaging 
our diverse 
community

3.1 To develop and maintain 
links with community 
groups in the catchment

3.1.1 Identify key Austin Health community groups and engage 
with them to develop appropriate relationships and 
consumer engagement referral mechanisms

2016 – 2017 

3.2 To improve 
communication 
mechanisms with our 
linguistically diverse 
community

3.2.1 Explore opportunities to better support communication 
with linguistically diverse consumers e.g. translation of 
key patient information material, use of smart devices for 
translation purposes

2014 – 2015 

3.3 To enhance the diversity 
of consumers on the 
Community Advisory 
Committee and 
Consumer Register

3.3.1 Implement strategies to increase the number and diversity 
of consumers on the Austin health Consumer Register

2013 – 2017

3.3.2 Implement strategies to facilitate appointment of an 
Aboriginal Consumer Advisory Committee member

2015

3.3.3 Implement strategies to facilitate appointment of a 
Veteran Consumer Advisory Committee member

2014

4. Informed 
decision 
making

4.1 To strengthen informed 
decision making 
processes at the 
individual care level

4.1.1 Undertake an audit of patient satisfaction with consent in 
high risk areas and report on outcomes to the Community 
Advisory Committee

2015

4.1.2 Undertake an audit of patient satisfaction with advance 
care planning and report on outcomes to the Community 
Advisory Committee

2016

4.1.3 Enhance opportunities and mechanisms for patients to be 
more active participants in decision making about their 
care

2014 – 2017 

4.1.4 Review the Austin Health Charter of Healthcare Rights 
and Responsibilities in collaboration with consumers 
and strengthen the mechanisms for informing staff and 
consumers of the charter

2013

5. Provision 
of 
information

5.1 To provide consumers 
with the right tools to 
enable informed decision 
making

5.1.1 Enhance the accessibility of patient information material 
on the Austin Health Internet, in collaboration with 
consumers

2014 – 2015 

5.1.2 Implement mechanisms to ensure that all Austin Health 
patient information material is developed in consultation 
with consumers

2013

5.1.3 Explore opportunities to improve the information 
provided to patients prior to and on admission to hospital

2015 – 2017 






