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Commonly Used Terms
The Framework will refer to some commonly used terms as outlined below:
Consumer – any person who has used, or may
potentially use, our health services, or is a carer for a
patient or client using our health services.1
Consumer Advisor or Representative – a healthcare
consumer provides a consumer perspective,
contributes consumer experiences, advocates for
the interests of current and potential health service
users, and takes part in decision-making processes. 2
Consumer Peer Worker (Mental Health Drug and
Alcohol) – a person who has a lived experience of
mental health and/or drug and alcohol challenges
and recovery. Consumer Peer Workers support the
recovery of consumers through sharing aspects
of their personal recovery experiences with others
in a safe, purposeful and effective way as well as
participating in organisational planning and service
development activities.
Carer Peer Worker (Mental Health Drug and
Alcohol) – are employed specifically to work from
their experience of caring for or supporting a person
with a lived experience of mental health challenges
and recovery. A carer peer worker uses their lived
experience purposefully in working with families
and carers, to provide support and model hope for
recovery. Carer Peer Workers also work to promote
positive improvements in mental health service
delivery, through their representation, engagement
and advocacy in committees, education and training,
projects and service development activities.
Co-design – is a way of bringing consumers, carers
and families together to improve health services. It
creates an equal and reciprocal relationship between
all stakeholders, enabling them to design and deliver
services in partnership with each other. 2
Community – diverse group of people who are
linked by their potential to access our health services
– this can be consumers, health professionals,
the Sydney North Health Network, local councils,
community managed and charitable organisations,
other government agencies, peak consumer
councils, and other community group.
Community Engagement – participation with a
community of people, rather than an individual
citizen, incorporates the diversity and dynamics
of communities.3

1

https://www.safetyandquality.gov.au/publications-and-resources/resource-library/nsqhs-

Consumer Engagement – (sometimes called
participation) is about involving consumers in
decision-making. Be it decisions at an individual
level (around people’s own health, treatments
and illness management) or at health service level
(policy development, service design, delivery
and evaluation). 4
Health Literacy – refers to a person’s ability to find,
understand and use information to make decisions
about their health.5
Multi-Disciplinary team – involves a range of health
professionals from one or more specialties, working
together to deliver comprehensive patient care.6
Partnering with Consumers – occurs when the
health system, health service organisation and
clinicians work in collaboration with consumers,
with the aim of improving patient experience
and outcomes. 2
Person centred care – sees the person at the centre
of care. This means they are actively involved
in and equal partners in planning and decision
making around their own care and treatment.
It acknowledges and considers each person has
different desires, values, family and social situations
and ensures care and treatment appropriately aligns
with these factors.7
Shared decision making – where a clinician and
patient jointly make a health care decision. 2
Trauma informed care – it requires services to
ensure staff have a basic understanding of how
trauma affects the life of a person and accommodate
the particular sensitivities and vulnerabilities of
trauma survivors. Most fundamentally, it represents
a move away from a sole focus on diagnosis and
towards the provision of holistic care based on lived
experience and individual need. 8
Recovery orientated practices – delivering
recovery-oriented practice requires services to focus
on achieving the best outcomes for people’s mental
health, physical health and wellbeing. Delivering
recovery-oriented practice requires services to focus
on achieving the best outcomes for people’s mental
health, physical health and wellbeing. 8

5

standards-guide-multi-purpose-services-and-small-hospitals
2

Agency for Clinical Innovation, A Guide to Build Co design Capability available at

https://www.healthliteracyhub.org.au/what-is-health-literacy/
6

https://www.aci.health.nsw.gov.au/_ _data/assets/pdf_file/0013/502240/Guide-BuildCodesign-Capability.pdf
3

4

Ministry of Health, Multidisciplinary team care available at
https://www.health.nsw.gov.au/healthone/Pages/multidisciplinary-team-care.aspx

7

Child Family Community Australia, Community Engagement available at https://aifs.gov.au/
cfca/sites/default/files/cfca39-community-engagement.pdf

Health Literacy Hub available at

Ministry of Health End of Life and Palliative Care Framework (2019) available at
https://www.health.nsw.gov.au/palliativecare/Publications/eol-pc-framework.pdf

8

NSW Mental Health Commission (2014). Living Well: A Strategic Plan for Mental Health in

Health Consumers NSW, What is Consumer engagement available at

NSW. Sydney, NSW Mental Health Commission available at Living Well: A Strategic Plan

https://www.hcnsw.org.au/for-health-consumer-organisations/health-consumer-engagement/

for Mental Health in NSW 2014-2024 | Mental Health Commission of New South Wales
nswmentalhealthcommission.com.au
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INTRODUCTION

Our Vision:
Partnering with
Consumers

Message
from the
NSLHD
Board
Consumer
Chair
and Chief
Executive

“

Consumers and carers
provide us with a unique
perspective on our
health services because
they are the ones with
the lived experience of
using those services.
This makes them valuable
partners in promoting
safety and quality within
our health service which
contributes to positive
health outcomes for
all consumers.

Karen Filocamo
Chair, NSLHD Board
Consumer Committee

Northern Sydney Local Health District (NSLHD) has a proud history of
partnering with consumers across the District. Through these strong
partnerships we take a whole of organisation approach to achieve
our vision of being “leaders in healthcare, partners in wellbeing”.
The Partnering with Consumers Framework (The Framework) is a
re-affirmation of our commitment to consumer engagement, further
embedding a culture of inclusive, integrated and valued consumer
partnerships. The Framework shares how we will partner with
consumers and the NSLHD community during all stages of health
service planning, delivery, development and evaluation. NSLHD
invites you to engage with us to help make healthcare work better,
empowering consumers to be active partners in their own care and
elevating the human experience.

The vision of The Framework is to grow and support inclusive,
collaborative consumer engagement through valued
partnerships to inform health service planning, delivery,
development and evaluation from a lived experience.

We actively listen and learn from feedback and improve the patient,
carer and staff experience to improve the health and wellbeing of the
local community. We respectfully build trust and value the diversity of
consumers and their differing needs.
As a District, we promote partnering with consumers and the
community to:
• Improve our patients’ and staff experiences and outcomes;
• Improve collaborative decision making about treatment and care;
• Enhance our health service development; and
• Improve the quality of our services
We only have to look at the rapid changes we have currently seen in
health due to the COVID-19 pandemic to understand how consumers
can partner across many levels of the organisation. We acknowledge
the leadership commitment to Partnering with Consumers to improve
both the staff and patient experience.

Deb Willcox
NSLHD Chief Executive
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NSLHD,
Director of
Aboriginal Health
(Peter Shine) was the
first person in NSLHD
to receive the Oxford/
AstraZeneca vaccine
at the Hornsby
Hospital Hub

Statement of Commitment to Aboriginal and
Torres Strait Islander families and communities
NSLHD would like to acknowledge the traditional
custodians of the Northern Sydney region, the
Gaimaraigal and Dharug peoples. Their spirit can be
found across the region and we honour the memory
of their ancestors and Elders past and present.

• adapting resources;

As we endeavour to serve the health needs within the
community, we recognise the importance of the land
and the waterways, as an integral part of peoples’
health and wellbeing.

• care for the whole person inclusive of
cultural considerations;

Aboriginal and Torres Strait Islander are people from
a resilient community who have a deep connection to
family, culture and country. Intergenerational trauma
caused by colonisation, stolen generations, racism
and unconscious bias have impacted the community
and significant health disparities exist between
Aboriginal and non-Aboriginal people.
The NSW Aboriginal Health Plan 2013-2023
defines Aboriginal health as going beyond physical
wellbeing to comprise “the social, emotional and
cultural wellbeing of the whole community in which
each individual is able to achieve their full potential
as a human being, thereby bringing about the
total wellbeing of their community”. One of the
commitments in The Framework is to improve the
cultural competency, engagement and recognition
of Aboriginal and Torres Strait Islander consumers
in NSLHD.
By co-designing healthcare with Aboriginal and
Torres Strait Islander consumers it will ensure an
approach where healthcare is delivered in partnership
with the community and meets their needs.
Key elements of implementing The Framework to
enable person centred care include:
6
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• asking ‘what matters to you’;
• health literacy and providing the right information
at the right time;

• providing a safe and welcoming space; and
• identification of Aboriginal and Torres Strait
Islander people in NSLHD
Our commitment to improving Aboriginal and
Torres Strait Islander health in NSLHD is a priority
and aligns to the NSLHD Aboriginal and Torres
Strait Islander Health Services Plan 2017-2022
and the NSLHD Clinical Services Plan 2019-2022.
Key priorities include:
• identification of Aboriginal and Torres Strait
Islander people when they attend our services/
facilities – resources such as ‘Ask the Question’ are
made readily available
• increasing Aboriginal workforce and training and
providing culturally appropriate care
We are
committed
to improving
the health
outcomes and
experience of
Aboriginal and
Torres Strait
Islander people
in NSLHD.

NSLHD Community

2020/21 Statistics
*As at 30 June 2021

What does the NSLHD community look like:
Northern Sydney Local Health District
(NSLHD) is one of 15 geographic local
health districts in NSW. It covers an area
of approximately 900 square kilometres,
originally inhabited by the Gaimaraigal,
Guringai and Dharug peoples of the Eora
Nation and ranges south from the Hawkesbury
River to the northern shore of Sydney Harbour
and Parramatta River as far as Ermington
Point and west from the eastern seaboard to
the Old Northern Road to Wisemans Ferry.

900 SQUARE KILOMETRES;
9 LOCAL GOVERNMENT AREAS

More than
28,000 operations
More than 155,000
Emergency Department
presentations
Cared for nearly
120,000 patients with
568,996 occasions of service
in outpatient departments

Delivered
close to
4,000 babies

NSLHD
Greater
Sydney

14 COVID-19
Testing clinics
established

Over 30,000 COVID-19
vaccinations provided
Total Workforce

10,691

Mona Vale

Hornsby Ku-ring-gai
Neringah

(8,792 FTE)

Northern
Beaches

Ryde

Macquarie
Royal
Rehab

Royal North Shore
Greenwich

NSLHD Hospitals
Affiliated Health Organisation
Public-Private Partnership
HORNSBY KU-RING-GAI SECTOR
NORTHERN BEACHES SECTOR
LOWER NORTH SHORE SECTOR
RYDE-HUNTERS HILL SECTOR

51

Aboriginal and Torres Strait
Islander employees

5,023

Nursing

1,404

Allied Health

1,488

Medical

985,708
residents
(11.7% of the NSW
population)

1,091,346

residents by 2031 (10.7% growth),
passing 1 million residents in 2023
7

PURPOSE

When We Partner
Together

Elevating the
Human Experience
Our guide to action for patient, family,
carer, volunteer and caregiver experiences

When we empower, engage and co-design with
consumers, we partner towards a shared vision of
delivering person centred care to support inclusive,
collaborative consumer partnerships. By improving
the voice and equity of all consumers in healthcare,
it drives innovation and integration of services to
deliver the best patient experience. This includes
better access to care, better healthcare experiences
and safety and quality outcomes.
When we have a shared vision:
• Health teams feel empowered when they
themselves are listening and responding to meet
the needs of the consumer and community.
• Consumers feel empowered that they can take a
proactive approach in their own healthcare and
are part of the care team.
• Consumers have a platform to feedback ideas and
shape service design, development and delivery.
Once the consumer engagement culture (practices
and approaches) are embedded and sustained,
consumers can better navigate the health system,
access and receive care that is more reflective of
their needs and improve their experience of care.
By improving shared decision making, consumers’
feel informed and empowered to be more active
partners in their own care.

What success looks
like – Elevating the
Human Experience
The guide ‘Elevating the Human Experience – our
guide for action for patients, families, carer and
care giver experiences’9 provides a roadmap for
Local Health Districts to co-ordinate a strategic
approach for patient experience. The guide provides
planning for person centred care partnerships
with consumers and staff and complements
local initiatives to improve experiences. It is a key
guidance document for developing The Framework.

“

A consumer voice that is really listened to is a
key component in improving health services
and health outcomes. The community needs
to be consulted about where our health
services are going, to be involved in decision
making, to be empowered.
YVONNE PARSONS, CHAIR
MONA VALE CONSUMER PARTICIPATION COMMITTEE
NSLHD Board
Consumer Committee
Chair Karen Filocamo
and NSLHD Board
and RNSH Consumer
Committee member
Susan Barisic

9
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Elevating the Human Experience – Our guide to action for patients, family, carers and
carergivers (2020) available at https://www.health.nsw.gov.au/patients/experience/
Publications/elevating-human-experience-easy.pdf

Framework Overview
The Framework outlines NSLHDs commitment to partnering
with consumers and the broader community.
Vision
The vision of the framework is to grow and support inclusive, collaborative consumer
engagement through valued partnerships to inform health service planning, delivery,
development and evaluation from a lived experience

CORE Values
Collaboration, Openness, Respect, Empowerment

Key Priority Areas
• Priority 1 – Actively engaging consumers and
carers as partners in care;

• Priority 3 – Enhance health literacy of
consumers and the community;

• Priority 2 – Partnering with Consumers
on service planning, design, delivery,
measurement and evaluation;

• Priority 4 – Support consumers and staff to
partner in NSLHD; and
• Priority 5 – Expand consumer engagement
network opportunities

Principles of Consumer Engagement
• Participation

• Partnership

• Support

• Person Centred

• Diversity

• Influence

• Accessible and inclusive

• Mutual respect and value

• Continuous improvement

Consumer and community
engagement
The Framework has been developed alongside the release of the second edition of the
Australian Charter of Healthcare Rights10 , National Safety and Quality Health Service Standards
(the Standards) - Standard 2: Partnering with Consumers and Elevating the Human Experience guide11 .
10 Australian Commission on Safety and Quality in Australia, Australian Charter of Healthcare Rights available at
https://www.safetyandquality.gov.au/Consumers/working-your-healthcare-provider/australian-charter-healthcare-rights
11 Elevating the Human Experience – Our guide to action for patients, family, carers and caregivers (2020) available at
https://www.health.nsw.gov.au/patients/experience/Publications/elevating-human-experience-easy.pdf
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Improving the voice of diverse groups in healthcare
People from the Aboriginal and Torres Strait Islander community, Culturally and Linguistically Diverse
(CALD) communities, people who are socially isolated, people living with a mental illness, people living
with a disability, people experiencing domestic and family violence, rough sleepers, Lesbian, Gay,
Bi-Sexual, Transgender, Questioning and Intersex (LGBTQI+) and other consumers of diverse background
want meaningful engagement to connect with the healthcare system. When resources and services are
co-designed with consumers and the community it builds trust and respect that they are being heard
and listened to.
NSLHD will adapt and respond to meet the needs of diverse communities and incorporates
recommendations from peak reports e.g. Disability Royal Commission. Providing a safe and inclusive
health service that recognises, acknowledges and responds to differing needs of people supports a
collaborative approach to health care.
The NSW Mental Health Commission’s Lived Experience Framework
(https://www.nswmentalhealthcommission.com.au/report/lived-experience-framework) comprises
a language guide, vision, guiding principles, actions and implementation approach to embed lived
experience across mental health and social services systems.

We can help more
when we know more
of your story

Is this information
in a language I can
understand?

cer

son Offi

inal Liai

n asked
ou bee
Have y uestion yet?
the q

an
Officer
d you wo
If yes an iginal Liaison
or
the Ab

Phone:

NS12217

nd/or
ginal a
u Abori lander?
o
y
re
A
ll
rse to ca
Strait Is
rral
Torres uld like a visit getdyomuraknu
e a refe

How do I get to my
appointment?

E:
CATALOGU

Aborig

SEPT19/V1

NSLHD

018

9462 9

How do I logon
to my telehealth
appointment?
Smiles are free

We improve equity in the consumer voice by:
• Removing barriers to healthcare to improve
physical access to facilities

• Asking the right questions to understand
preferences, values and goals of the consumer

• Removing barriers to healthcare to improve access
and use of technology

• Engaging the diversity of consumers’ by providing
a welcoming and safe space for all

• Identifying and respond to the diversity
of the community by adapting resources,
translating resources and providing interpreters
to diverse groups

• Recognising traumatic events or experiences and
delivering care in a sensitive way with compassion
and kindness

10

NSLHD Partnering with Consumers Framework: 2021-2026

Health

OUR CO
RE

Northern
Local He Sydney
alth Distr
ict

VALUES

UPHOLD
ING THES
TOGETH
E VALUES
ER TO FO
, WE
CUS ON
THE QUAL ARE WORKING
TO OUR
ITY
PATIENT
S AND CO OF CARE PROVID
ED
NSUMER
COLLAB
S
ORAT

ION

With coll

eag

OPENNE
SS

ues, we:
› share
our idea
s and know
› offer
ledge
assistanc
e when
› have
the team
multidisc
is busy
iplinary

Core Values

With coll

eag

ues, we:
› com
municate
transpare
› parti
ntly and
cipate in
honestly
construct
› take
ive feed
time to
back
listen to
each othe
With
r

meetings
With pat
for clinic
ients, con
al handover
sumers,
member
carers and
s, we:
› take
family
the time

to talk with
› prov
and listen
ide oppo
rtunities
to you
› explain
to commun
our roles
icate with
and your
our team
care plan
We don
s
with you
’t:
› goss
ip or talk
negativel
› avoid
y about
consultin
others
g with our
› refus
patients,
e to assis
consume
t others
rs and staff
or do our
fair shar
e of work

patient
s, consum
member
ers, care
s, we:
rs and

RESPEC
T

With coll

EMPOWER
MENT

eag

ues, we:
› are inclu
sive and
treat each
› ensu
re our work
other with
environm
fairness
› reso
lve issue
ent is safe
s construct
ively with
With pat
each othe
ients, con
r

In NSLHD, we improve the staff and
consumer experience in alignment with
CORE values. The CORE values we promote
for both staff and consumers are:

member

s, we:

NSLHD District
Board Consumer
Committee Chair
(Karen Filocamo), NSLHD
District Board Consumer
Committee members
Barbara Bice (centre)
and Susan Barisic
(right)

• Collaboration
• Openness
• Respect
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• Empowerment
The Elevating the Human Experience work
goes beyond CORE values and extends
to working in kindness with each other,
communicating in ways that empower people
and promoting collaborative relationships.
We all have our unique experiences and to
improve the experiences of both staff and
consumers we do so in partnership.

NSLHD Strategic Alignment
Northern Sydney Local Health District Strategic Plan 2017-202212 has five themes. The key actions within
The Framework are aligned with the strategic themes:

THEME 1

THEME 2

THEME 3

THEME 4

THEME 5

Healthy
Communities

Connected
Person-Centred
Care

Evidence-Based
Decision
Making

Responsive
& Adaptable
Organisation

Engaged &
Empowered
Workforce

Prevention, early
intervention
and community
development
strategies will
improve health
outcomes

People have a
good experience
of care, which
meets their
health needs, in
partnership with
multiple care
providers

Decisions
are made on
the basis of
best available
information and
a philosophy
of continuous
improvement

Our structure and
systems support
the delivery
of innovative
and responsive
services in
partnership
with other
providers and
our community

Our staff are
confident,
capable and
committed to
the support and
delivery of good
care every day

The Framework also aligns to the Clinical Governance Framework and the National Standards.
12 NSLHD, NSLHD Strategic Plan 2017-2022, available at https://www.nslhd.health.nsw.gov.au/AboutUs/StrategicPlan
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Consumer and Community Engagement Principles
Consumer engagement means checking in and continuously improving what we are doing. It embeds a
culture of committing to consumer partnerships and acknowledging the value of a lived experience, ensuring
that we learn from the people who use our services and those who care for them. The following principles and
priorities drive the achievement of mutually satisfying consumer and community engagement.
We have identified nine principles that improve consumer and community engagement (Table 1). They are:
Participation, Person Centred, Accessible and inclusive, Diversity, Mutual respect and value, Support, Influence
and continuous improvement.

TABLE 1 » PRINCIPLES FOR CONSUMER ENGAGEMENT

(adapted from the Health Consumers Queensland Consumer and Community Engagement Framework13)

Participation

Person-Centred

Consumers and
communities participate
and are actively involved
in decision making about
the healthcare system

The framework values the
needs of every consumer,
families, carers and the
communities

Partnership

Diversity

Consumers, community
and health service
organisations work
together as partners

The engagement process
values and supports the
diversity of consumers
and communities

Accessible
and Inclusive
Health services
available to consumers
and communities are easily
accessible and safe and
every individual is
treated respectfully

Mutual Respect
and Value
Engagement is
undertaken with
respect, valuing other’s
experiences and
contributions

Influence
Support
Consumers and
communities are
supported as required to
be active participants in
the healthcare system

Consumers and
communities influence
and guide health policy,
planning and system
reform, and feedback is
provided on how their
input has influenced
outcomes

Continuous
Improvement
Consumer and
community engagement
is reviewed and evaluated
to drive continuous
improvement

13 Health Consumers Queensland, Consumer and Community Engagement Framework,
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February 2012, Queensland Government available at https://www.hcq.org.au/wp-content/
uploads/2016/03/HCQ-Consumer-and-Community-Engagement-Framework-20121.pdf

The key principles and priorities are aligned in Table 2 below to the NSLHD Strategic Priorities and National
Standards.

TABLE 2 » PRINCIPLES AND PRIORITIES ALIGNED TO STRATEGIC OBJECTIVES AND
STANDARD 2: PARTNERING WITH CONSUMERS

Consumer and
Community
Engagement
Principles in NSLHD

Consumer and
Community
Engagement
Priorities in NSLHD

Participation

Actively engaging
consumers and
carers as partners
in care

Person Centred

Partnership
Influence
Continuous
improvement

Support

Mutual respect
and value

Diversity

Connected
Person-Centred
Care

Addresses Standard 2.
Partnering with
Consumers Criterion

Partnering with patients
in their own care

1

Partnering with
Consumers on
service planning,
design, delivery,
measurement and
evaluation

2

Enhance health
literacy of
consumers and
the community

Engaged &
Empowered
Workforce

Responsive
& Adaptable
Organisation

3

Support
consumers and
staff to partner in
NSLHD

Expand consumer
engagement
network
opportunities

5

Partnering with
Consumers in
organisational design
and governance

EvidenceBased Decision
Making

Connected
Person-Centred
Care

4

Accessible and
Inclusive

NSLHD Strategic
Objectives

Health Literacy

Healthy
Communities

Connected
Person-Centred
Care

Shared decision making

Engaged &
Empowered
Workforce

EvidenceBased Decision
Making

Connected
Person-Centred
Care

Responsive
& Adaptable
Organisation

Clinical governance and
quality improvement
systems to support
partnering with
Consumers

13

Consumer and Community Engagement Priorities
The priorities for action were co-designed with consumer advisors and a working group and are in line with
current and emerging best practice found in the literature. The priorities provide a structure to guide next
steps to strengthen consumer engagement and the patient and staff experience.
There are a number of levels of consumer engagement in which to build capacity and partner collaboratively
so that a culture of nurturing a collaborative practice of partnering and learning together is achieved. There
are 4 levels of consumer involvement14 .

Individual

Service

Network

System

The levels and domains to engage consumers occurs at different stages and need to be tailored to meet their
needs. We do the thinking together across the different levels of engagement to design, plan, deliver, monitor
and evaluate the healthcare system.
14 Health Consumers Queensland, Consumer and Community Engagement Framework, February 2012,
Queensland Government available at https://www.hcq.org.au/wp-content/uploads/2016/03/HCQConsumer-and-Community-Engagement-Framework-20121.pdf

Here’s how we are
prioritising consumer
engagement
PRIORITY 1
ACTIVELY ENGAGING CONSUMERS
AND CARERS AS PARTNERS IN CARE

1

Engaging consumers personally happens when treatments, services and programs
are clearly explained, when the staff member takes the time to explain things in a
way that consumers can understand, and when a patients’ goals, preferences and
values are understood and incorporated into care plans. It engages consumers at
an Individual level in the healthcare system. A consumer who is more informed
and an active participant in their own care is able to navigate the health system
better and receive person centred care.

14
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Priority delivered by:

Actioned by:

Example:

Engagement domain

Asking if the
consumer received
and understood the
Australian Charter
of Healthcare Rights
(The Charter)

Survey and audit results
are reviewed to measure if
the Charter was displayed,
received and understood.
Further information is
provided if elements of
care are not understood.
Posters are displayed.

Braille and translated
version of the
Charter are available.
Interpreters are booked
as required. Consent is
obtained and verified

Planning and design

Developing a
care plan with
the consumer
that reflects their
goals, preference
and values

Audit for shared decision
making – consumers
participate in the development
of their care plan and be a part
of the multi-disciplinary care
planning, documentation of
goals, preferences and values
and how they are met are
captured. Training on shared
decision making provided

A joint care plan is
agreed where all
information is explained
and understood.
Choices are provided
and discussed

Planning and design

Carers are recognised
and supported as
part of the care team

Carers are identified and
registered in the eMR Carer
tab and referred to the Carer
Support Service. Carers
are included by Medical in
treatment and care decision
making especially when
the patient has a cognitive
impairment. Carers are
involved as much as the
patient wants them to be.

The Carer Support
Service contact details
are provided to carers
and referred for
additional support

Service delivery

Promoting a seamless
care journey through
integration and
co-ordination of care

Consumers navigate the health
system through easy access
to health care information
(internet or provided
in person)

‘My Surgery Journey’
brochure provided for
what to expect when
coming in for surgery

Service delivery

Promoting General
Practice engagement
by partnering with
Sydney North
Health Network
(Health Network)

Improve General Practice (GP)
integration through secure
messaging of referrals and
discharge plans to improve
communication. Be responsive
and alert to community
issues by partnering with the
health network

The regular General
Practitioner (GP)
contact details are
captured in the medical
record and discharge
plans are provided back
to GPs

Service delivery

Providing a
safe, clean and
welcoming space

People who identify from
diverse backgrounds are made
to feel welcome into health
care facilities/services

Promote ‘Ask the
Question’ video and
refer to health services
(e.g. Aboriginal
Health Unit)

Service delivery

Ensure timely
open disclosure if
incidents occur

Timely communication with
the patient and family about
what occurred, reported
in the Incident Information
Management System

Ensure ‘Dedicated
Family Contact’
resources are provided
to the family contact.
Enquire what additional
information / support
may be needed

Service delivery

Write up consumer
experiences and
outcomes, patient
and carer stories for
quality improvements

Overall consumer experience
scores across the District
meet a target of >85%.
Experience feedback and
patient and carer stories are
incorporated into safety and
quality improvements

Survey feedback was
collected and evaluated
to initiate safety and
quality improvements
e.g. You said, we
did initiatives

Monitoring and
evaluation
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PRIORITY 2
PARTNERING WITH CONSUMERS
ON SERVICE PLANNING, DESIGN, DELIVERY,
MEASUREMENT AND EVALUATION

2

When consumers are meaningfully engaged on a level playing field it
engages them at a service level in the healthcare system. When consumers
and healthcare providers co-design together it strengthens healthcare
experiences and outcomes. Co-design activities to plan, design, deliver,
measure and evaluate health care initiatives include:
• developing easy to read health information;
• partnering on safety and quality initiatives;
• influences committees, projects and activities, research initiatives; and
• continuous improvement on models of care development

Consumers
attend and are
involved in forums
where community
members can
discuss health
issues.

Priority delivered by:

Actioned by:

Example:

Engagement domain

Implement the
Partnering with
Consumers
Framework

Consumer and community
engagement delivery will
be measured against the
framework, monitor change
management processes to
embed The Framework

An annual report of
consumer advisor
activities and
improvements will
be delivered and
shared via numerous
communication
platforms

Monitoring
and evaluation

Engagement of
consumers to
influence and
co-design services
and improve care
planning, designing,
delivery, evaluation
and monitoring

District Board Consumer
Committee, Consumer
Participation/Advisory
Committees, MHDA Consumer
and Carer Peer Workforce
Committee and consumers
on other committees/
activities co-design and are
engaged throughout the
District. We close the loop by
demonstrating how consumers
feedback was incorporated and
refer to co-design guides e.g.
ACI – a guide to build co-design
capability or Mental Health
Australia – Co-design in mental
health policy

People with a lived
experience of having
a stroke co-design a
new model of care with
regard to transfer of
care (from hospital to
rehabilitation)

Service delivery

Create a ‘buddy
system’ for new
Consumer Advisors

New and existing consumer
advisor education and
resources (including the
buddy system) are provided in
the Consumer Toolkit

A new consumer
advisor ‘buddy’ with an
experienced consumer
advisor to support them
during the first 3 months

Planning and design
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Priority delivered by:

Actioned by:

Example:

Engagement domain

Promote research
driven by
consumers with a
lived experience
to identify priorities

Consumers advisors are
trained to participate and
partner in research initiatives,
opportunities to participate
are promoted and aligned to
the NSLHD Research strategy

NSLHD, Sydney
Health Partners and
Health Consumers
NSW co-facilitated
a joint training day
on ‘Introduction to
consumer involvement
in health research’ with
consumers and staff

Planning and design

Leadership have
a shared vision
to partner with
consumers and
consumer advisors

Executives and Managers
model the culture of inclusive
consumer engagement and
demonstrate continuous
improvement achieved in
performance reviews

NSLHD Chief Executive
attends regular
consumer events
e.g. Cancer Services
Plan consumer focus
group and MHDA Peer
Workforce forum

Planning and design

Governance is
inclusive of consumer
engagement

There is clear governance of
how and when consumers are
engaged in planning, delivery,
development and evaluation

The NSLHD Board
Consumer Committee
Terms of Reference has
representation from
the local consumer
committees to feedback
into NSLHD

Monitoring
and evaluation

Measure the impact
of consumer activity
on strategic priorities

Invite consumers to
represent the diversity of the
consumer voice of NSLHD
on Local Health District and
state initiatives

Consumer advisors are
nominated to peak state
committees e.g. Ministry
of Health Elevating the
Human Experience
enabler groups for
strategic priorities

Monitoring
and evaluation

In order to partner in the designing, planning, monitoring and evaluation of health services, consumers
can participate at different engagement levels. The International Association of Public Participation (IAP2)
Spectrum of Engagement15 outlines the low to high levels of engagement (inform, consult, collaboration,
co-design and empower) in Table C. What’s central in the health system is how NSLHD engages consumers
to incorporate their ideas across the different levels. When it’s done well, you increase the levels of
consumer engagement from informing to co-design to co-produce.

TABLE 3 » LEVEL OF CONSUMER ENGAGEMENT16

INFORM

CONSULT

Consumers receive
information
about the groups
activities

Low level of
Participation

COLLABORATE

Consumers are
invited to provide
feedback about
products or
services developed

Doing to
consumers

Doing for
consumers

CO-DESIGN

Consumers are
represented
and can make
recommendations
and influence
decisions

Doing with
consumers

EMPOWER

Consumers co-lead
the development,
design,
implementation
and evaluation of
activities, products
and services

Consumers lead
the development of
activities, products
and services with
appropriate advice
and support

Doing by
consumers

High level of
Participation

15 International Association of Public Participation, IAP2 Spectrum, retrieved on 9 July 2021 at https://iap2.org.au/wp-content/uploads/2020/01/2018_IAP2_Spectrum.pdf
16 Health Consumers Queensland, Consumer and Community Engagement framework available at https://www.hcq.org.au/wp-content/uploads/2016/03/HCQ-Consumer-andCommunity-Engagement-Framework-20121.pdf
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PRIORITY 3
ENHANCE HEALTH LITERACY OF
CONSUMERS AND THE COMMUNITY
When information is provided in a way that consumers can understand
it improves access and choice to make informed decisions at a
systems level. Consumers are empowered and supported to navigate
the health system by having the right information at the right time.

3

Health literacy is
about how people
understand information
about health and health
care, and how they apply
that information to their
lives, use it to make
decisions and
act on it.
17
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17 Australian Commission on Safety and Quality in Healthcare, Health literacy available at
Health literacy | Australian Commission on Safety and Quality in Health Care.

Priority delivered by:

Actioned by:

Example:

Engagement domain

Tailor information
to meet the needs
of diverse groups
of consumers

Improve access to and quality
of health literate consumer
information. Use the consumer
tick procedure to develop
brochures and clinical
information/instruction sheets

Translated resources
are developed to
breast screen the
Tibetan community

Service delivery

Provide
communication
training to encourage
feedback and
check levels of
understanding
between staff
and consumers

Measure the number of staff
and consumers engaged in
health literacy training such as
TeachBack

The patient is asked to
repeat back to staff what
they heard regarding
their new medications
to confirm their level
of understanding

Service delivery

Drop the jargon, use
non-judgemental
language

Refer to resources such as the
Recovery Oriented Language
Guide18 and run events such as
Drop the Jargon Day

Mental Health Drug and
Alcohol Consumer Peer
workers co-design new
resources and submit
using the Consumer
Tick process to
develop health literate
consumer resources

Planning and design

Provide access to
resources for staff
to develop easy to
read resources

Number of consumer
resources developed using
the Consumer Tick procedure,
reduce jargon used and
develop an acronyms list,
increase way finding/signage
co-designed with Consumers

A new consumer
brochure ‘Health
Living Program’ used
the Hemingway app
(hemingwayapp.com) to
grade the brochure to
ensure it is easy to read

Planning and design

Provide support tools
to develop health
literate resources

Policies, procedures and
guidelines are provided to
develop resources, links to My
Health Learning health literacy
modules are available

The Consumer Tick
procedure to develop
the ‘Health Living
Program’ was used to
develop the brochure

Planning and design

Consumer Tick
resources for staff

Health Literacy
strategy

Improving the quality and
accessibility of NSLHD
produced patient information
and communication

Health Literacy and
Teach back – education
is available through
My Health Learning
Code: 241744958

Service delivery

When you see this logo on a brochure, it means that consumers with
a lived experience have reviewed the document and their feedback
has been included.

18 Recovery Oriented Language Guide available at http://www.mhcc.org.au/wp-content/uploads/2019/08/
Recovery-Oriented-Language-Guide_2019ed_v1_20190809-Web.pdf
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PRIORITY 4
SUPPORT CONSUMERS AND STAFF
TO PARTNER IN NSLHD

4

Consumer and staff resources to partner together is pivotal. By providing
toolkits and resources it promotes staff and consumer engagement across
the District. By addressing culture change and systemic barriers through
consumer and staff partnerships it improve mutual respect and value to
promote consumer engagement.

“

Being a consumer advisor has given me the ability to
influence and help make decisions which affect health care
in the NSLHD. From small to large, I have been able to offer
opinions and assistance. The doctors and administrators
make me feel the community voice is genuinely important in
developing the best possible outcomes across the district.
Even though I have no medical or scientific knowledge or
experience, I have been made to feel part of the team.
JEBBY PHILLIPS, CHAIR
HORNSBY KU-RING-GAI HOSPITAL
CONSUMER PARTICIPATION COMMITTEE
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Priority delivered by:

Actioned by:

Example:

Engagement domain

Build capacity of
staff and consumer
advisors to
partner together

Provide a consumer and staff
toolkit to partner together
and measure its effectiveness
including training, provide
resources on the internet
and intranet

New consumers
are provided with
a consumer toolkit
when they join as a
consumer advisor

Planning and design

Sponsors to
collect consumer
advisor feedback
on committees
and activities

Feedback reports from
consumer advisors advising
of their engagement
on committees and
consumer activities

When a consumer
advisor attends a
meeting or activity
in NSLHD, they can
feedback on their
participation in
the committee

Monitoring
and evaluation

Analyse consumer
compliments
and complaints

Measure the number of
safety and quality initiatives
progressed from consumer
initiated compliments and
complaints, implement actions
from complaints

A complaint re:
coordination of
administering blood
products with a GP was
reviewed, new models
of care were developed
for administering
blood products in
the community

Monitoring
and evaluation

Promote
consumer forums,
health summits,
conferences, focus
groups and events

Regular invitations to
consumer events to prioritise
initiatives and listen to issues
that matter to consumers

A ‘What Matters To
You’ event to ask, listen
and do what matters
captures consumer
feedback to action

Service delivery

Close the loop and
feedback results
of consumer
engagement

Demonstrate how the
consumer feedback was
included and inform
consumers of the end result of
the engagement activity

The final report
incorporating consumer
feedback from the
joint training day
on ‘Introduction to
consumer involvement
in health research’
was provided

Planning and design

Provide consistent
branding for
consumer
engagement
resources

Resources developed for
consumer engagement are
easily identifiable

Patient experience
templates with graphics
and logos are available

Planning and design

Promote champions
of consumer
engagement

Collect profiles of consumers
and consumer engagement
champions and what safety
and quality initiatives they
have delivered

A consumer advisor
profile is collected and
uploaded to the internet
and intranet to share
their experience

Planning and design

Capturing patient
and carer stories

A guideline of capturing
patient and carer stories is
embedded and training and
education provided to staff

A carer of a person who
passed away shares their
experience of the care
and compassion they
were shown and what
made a difference

Planning and design

Provide resources
for partnering with
Consumers

NSLHD internet page provides
resources for partnering in
care and regularly updated
resources on the intranet page

Resources such as ‘Top
Tips for Safe Health
Care’ are available on
the internet page

Service delivery
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PRIORITY 5
EXPAND CONSUMER ENGAGEMENT NETWORK
OPPORTUNITIES
There are many opportunities to engage with consumer advisors however we need to
expand the consumer network by broadening the ways we engage at a network level.
This will ensure more diverse groups are represented and engaged from the community.
The feedback from this diversity will then reflect the needs of the community more
accurately and provide better access and inclusion.

5

Priority delivered by:

Actioned by:

Example:

Engagement domain

Promote the diversity
of consumer advisors
in NSLHD

Recruitment of consumers
from a Culturally and
Linguistically Diverse (CALD),
Aboriginal and Torres Strait
Islander, LGBTQI, Disability,
Vulnerable and Priority
Population backgrounds are
promoted and mechanisms
are in place to support
recruitment. Continue to
build relationships with
community leaders

The Culturally and
Linguistically Diverse
(CALD) Consumer
Advisory Group support
the recruitment of
CALD consumers
to a committee
and the Consumer
toolkit is adapted for
diverse groups

Planning and design

Make it easy
to engage

Information on how to join as a
consumer advisor is displayed
on the internet. Diversify the
times, meeting places and
ways we communicate to
provide options to members of
the community to attend

Staff and consumer
advisors attend
an expo to recruit
new consumers by
having face to face
conversations and
providing resources

Planning and design

Provide easy to find
consumer resources
on the NSLHD
internet and intranet

Consumer resources are
easily accessible and hits on
the website are recorded and
measured. Resources are
reviewed and updated with
consumer advisors

A consumer is attending
an appointment in
Ambulatory Care. The
hospital maps are easy
to find and he makes his
appointment on time

Service delivery

Deliver a shared
vision of consumer
engagement with
Strategic Partners

Partners of NSLHD have a
shared vision of consumer
engagement and person
centred care; highlighted in
service level agreements

When a patient is
airlifted in, that referral
path-ways and access
to care with strategic
partners back home are
coordinated through a
shared vision

Service delivery

Maintain a register
of consumer
advisors and their
interest areas

Tailor consumer engagement
opportunities to the skills
and interests of consumer
advisors. Consumer
advisors are registered
as contingent workers
to facilitate and evaluate
consumer engagement

The Consumer and
Patient Experience
team send expressions
of interest for
consumer engagement
committees/ activities
based on the consumer
advisors interest areas

Monitoring
and evaluation

Deliver a consumer
advisor annual
evaluation and
participation survey

Annual feedback of consumer
engagement, participation,
education and activities are
collected to improve the
consumer experience

Feedback from the
survey indicates
that new consumers
would like the support
of an experienced
consumer buddy

Monitoring
and evaluation
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In the Elevating the Human Experience guide, it notes, “People are the most important
factor in providing excellent experience, when they are supported by the best processes
and a clean, safe and accessible place to care for each other”.
The three factors (people, process and place) are made up of seven focus areas to provide
excellent experiences. The priorities of The Framework are aligned to the Elevating the
Human Experience guide as follows:

Elevating the Human Experience Focus areas

NSLHD Framework priority areas

1

Leadership, accountability and governance

Partner with consumers on service design, planning,
delivery and development

2

Culture and staff experience

Support consumers and staff to partner in NSLHD

3

Collaborative partnerships

Actively engage patients and staff as partners in care

4

Innovation and technology

Expand our Consumer networks

5

Information and communication

Enhance health literacy of Consumers and the community

6

Measurement, feedback and response

All priority areas

7

Environment and hospitality

Actively engage patients and staff as partners in care

Further information about the Elevating the Human Experience guide is available here:
https://www.health.nsw.gov.au/patients/experience/Publications/elevating-human-experience-easy.pdf
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We want
our health
system to...
Be designed in partnership with patients,
families, carers, caregivers and the wider
community to provide care that meets their
needs, expectations and preferences
View people who use healthcare as its “makers and shapers”
instead of “users and choosers”
Give high-quality care and experiences that matter to patients,
families and carers
Care for the whole person, considering their culture and
education, social and economic status, and support networks
Use feedback and other information to understand
what is working well, what could be done
differently and where we can do better

Principles that guide the priorities

19

1

The patient, their family
and carers, our volunteers
and staff are at the centre
of everything we do.

2

All levels of healthcare
are to be considered –
from the individual to the
service and system levels.

3

Cultural change evolution
and change management
are key to achieving
systems change.

4

Exploration and planning in
partnership with patients,
families, carers and
caregivers will be needed.

5

These priorities allow for
flexibility when it comes to
delivery and execution.

6

Quality, safety and clinical
excellence underpin
everything.

7

All organisations will
have varying levels of
maturity on their patient
experience journey.

19 Elevating the Human Experience – Our guide to action for patients, family, carers and
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carergivers (2020) available at https://www.health.nsw.gov.au/patients/experience/
Pages/elevating-the-human-experience.aspx

Want to know more
Consumers can find further resources on the Consumer and
Community Participation page (https://www.nslhd.health.nsw.gov.au/
aboutus/pages/community-participation.aspx) and Partner in my care
page (https://www.nslhd.health.nsw.gov.au/AboutUs/caring/)

Join us!
Consumer Advisors are valued members
of Committees and activities. The NSLHD
District Board Consumer Committee includes a
representative from each local facility and service
Consumer Participation/ Advisory Committee
and Mental Health Drug and Alcohol Peer
Workforce Committee. This peak committee is
for people with a lived experience to advise on
organisational matters. Committee members also
include representation from Carers, Culturally and
Linguistically Diverse, Aboriginal Health and Youth
Consumers. The friendly Consumer and Patient
Experience team are here to support you.

Training and education
A consumer toolkit with training and education is available
from the Consumer and Patient Experience team.
Email NSLHD-ThePatientExperience@health.nsw.gov.au
Staff education, resources and training for consumer
engagement and patient experience is available on the
Consumer and Community Partnerships intranet page.
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Handy links to publications and resources
The following publications are available for further reading. They highlight some key areas that may help
inform consumer and community engagement.

Our strategic plan - Northern Sydney Local Health District
https://www.nslhd.health.nsw.gov.au/AboutUs/Pages/Our-Strategic-Plan.aspx

NSLHD Aboriginal and Torres Strait Islander Health Services Plan
2017-2022
https://www.nslhd.health.nsw.gov.au/aboriginal_health/Documents/37856%20
NSLHD%20Aboriginal%20and%20Torres%20Strait%20Islander%20Health%20Services%20
Plan%202.pdf

Multicultural Health Service
https://www.nslhd.health.nsw.gov.au/Services/Pages/MHS.aspx

NSLHD Carer resources
https://www.nslhd.health.nsw.gov.au/carer/Pages/Carer-Resources.aspx

Responding to Needs of People with Disability during Hospitalisation
https://www1.health.nsw.gov.au/pds/ActivePDSDocuments/PD2017_001.pdf

Safety and Quality Account
https://www.nslhd.health.nsw.gov.au/AboutUs/caring/Pages/Resources.aspx

NSLHD Diversity, Inclusion & Belonging strategy
https://www.health.nsw.gov.au/workforce/dib/Documents/nslhd-dib-strategy.pdf
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Framework Implementation
The importance of consumer partnerships cannot be
understated and the consumer voice is pivotal in all that we
do. Evaluation of The Framework is important and will require
organisational change and development. It is anticipated that
The Framework will be implemented over a two year period.
An implementation plan of actions and activities from not only
a District but local facility and service level will be approved
through the NSLHD District Board Consumer Committee.
The Framework provides the parameters to provide an inclusive
and forward thinking health system that reimagines healthcare
with the consumer at the centre of everything we do. By
having strong aligned relationships with consumers and the
community in Northern Sydney we achieve our vision of
being “leaders in healthcare, partners in wellbeing”.

Nothing about us,
without us.
Quote by the Late Betty Johnson AO,
esteemed and highly respected NSLHD
Consumer Advisor, Co-Founder of
Health Consumers NSW
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