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Ugarapul, Turrbal and Mununjali peoples —

and to Elders, past, present and emerging.



Background

Patients and consumers need 

to be at the centre of all 

approaches to quality and 

safety in healthcare. 

Note: The term Consumer 

Partner is the same 

as Consumer Advisor 

or Consumer Representative.



Objectives

1. To understand different systems that can be developed to 

embed consumer partnering into quality and safety in 
healthcare.

2. To understand the importance of relationship building between 
staff and consumers to develop successful programs.

3. Have had the opportunity to share experience and generate 
new ideas to take back to your own healthcare service.



Let’s get warmed up…

• Where are you at as an organisation with embedding 

partnering with consumers?

• Where are you personally at with your confidence with 

partnering consumer involvement?



Outline of session

Better 
together

Partnering with 
consumers to 
deliver quality 

care

1. Embedding 
Consumer 

Partnering in 
Clinical 

Governance

2. 
Development 
of an inclusive 
complaints and 

compliments 
system

3. Consumer 
voices in 
strategic 

development

4. Building a 
learning 

program for 
successful 
partnering

5. How do we 
know we are 

building 
success? The 
challenge of 
evaluation
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Who is Metro South Health?



Who is Metro South Health?



Part 1: Better together through systems

Strategy & plans 



Part 1: Better together through systems

Governance

• Governance Structure with committees 

• Consumer Partnering Team + Facility Person Centred 

Care Coordinators (Linked with Clinical Governance)



Part 1: Better Together through systems

Feedback data

Patient Reported 
Experience 

Measures Survey 
(PREMS) – 
experience

Best Practice 
Australia Survey – 

satisfaction

Consumer 
Complaints and 

Compliments



Part 1: Better together through systems

Consumer Partner Network 



Part 1: Better Together through systems

Consumer Partner experiences

Reflections of Clinical 
Governance,  

committees, and how 
I influence change



Part 1: Better Together through systems

The Take Home messages

Ensure your organisation has a systems approach to 

partnering with consumers:

• Support documents (Consumer and Community 

Engagement Strategy, Standard 2 Action Plan)

• Executive support

• Consumer Partner Team



Metro South Health is 

a highly diverse 

district.

Prior to redesign, the 

existing system wasn’t 

inclusive.

Complaints & compliments are 

important and unique indicators 

of safety and quality.

Part 2: Better Together through partnership in Redesign

Person-centred systems



Part 2: Better Together through partnership in Redesign

Co-production

In-depth, extensive consultation 

(n=112) in the design phase.

Consumers embedded throughout 

the process.

Good understanding of our community 

demographic profile and literature.



Online feedback form | Metro South Health

Part 2: Better Together through Redesign

Co-production

https://metrosouth.health.qld.gov.au/feedback


Part 2: Better Together through partnership in Redesign

the Value

The consumer is listened 

to, no matter who they are.

Empowers consumers from all 

backgrounds to speak up.

Our system is a vehicle for 

inclusive service improvement.
The MSH system facilitates 

person-centred care.



Part 2: Better together through partnership in Redesign

The Take Home messages

Person-centred care needs person

centred systems.

Embed consumers in all key

aspects of project management to

maximise benefits.

Closing the loop with consumers is 

imperative.

Meaningful consumer partnership 

requires effort, time and 

resourcing, but necessary.

Making our systems inclusive isn’t rocket science, but it makes such an 

impact for consumers in our care.



Part 3: Better Together through voices in strategy

Change Management 

Systems approach to ensure Consumer’s voice 

embedded in Strategic planning

Change not adopted by all staff at once

The evolution of quality consumer 

partnering/ engagement practise continues 

to evolve in Australian healthcare at large.

Diffusion of Innovation (DOI) Theory, developed by E.M. Rogers in 1962 

I



Part 3: Better Together through voices in strategy

Organisational Maturity

Diffusion of Innovation (DOI) Theory, developed by E.M. Rogers in 1962 

I

Staffs’ belief & understanding in consumer 
engagement practise affects my contribution.

Systems approach to embedding Consumer 

voice in strategy development allows us to see 

the bigger picture 

(patient experience + clinical experience).



Part 3: Better Together through voices in strategy

Guiding Engagement Framework

Developed structures and systems 

to embed voice of consumers in 

strategic development 

MSH Consumer Partnering 

Engagement Framework guides 

staff to access existing consumer 

structures or create meaningful 

consumer engagement activities.



Part 3: Better Together through voices in strategy

Engaging for the MSH Digital Health Strategy

Digital Health Strategy Engagement 

Plan

Allocate budget (staffing, 

remuneration, catering, venue hire)

Digital Health team engaged in existing 

MSH consumer structures, consumer 

workshop, survey, community stalls.



Part 3: Better Together through voices in strategy

Consumer Partner experience

Welcome environment & set context

Address consumer barriers/ fears up 

front

Access to decision maker

Staff in Digital Health team are table 

facilitators

Close the loop – communicate outcome

MSH Digital Health Strategy was rewritten, to include 

the voice and ideas of the consumers.

Our patient experience was heard! 



Part 3: Better Together through voices in strategy

The Take Home messages

Apply a systems approach to ensure Consumer’s voice embedded in Strategic 

planning. 

Gathering insight from the clinical and consumers perspective early in 

Strategic planning is a key ingredient.

Close the loop – communicate outcome, as consumers become your 

strategies’ champion.

Having everyone together at the table, ensures we develop a Strategy that will be 

used.



Q&A: What do you want to know?



Part 4: Better Together through learning programs
Partnership in research

• Ruth Cox – Director Occupational Therapy QEII 

Jubilee Hospital & past PhD Candidate, Griffith 

University 

• Elizabeth Miller - Consumer Co-Researcher

Working with:

• Bernadette Tanner - Consumer Co-Researcher

• Prof Matthew Molineux - Head of Occupational Therapy 

Discipline, Griffith University

• Assoc Prof Melissa Kendall - Senior Research Officer 

Acquired Brain Injury Outreach Service / Transitional 

Rehabilitation Program & Griffith University



Part 4: Better Together through learning programs
Partnership in research



Part 4: Better Together through learning programs
Capability Framework

Scoping review

International 
eDelphi survey

Learning & 
development needs 
analysis



Part 4: Better Together through learning programs
Needs Analysis key findings

• 199 respondents (35% response rate) = 
174 staff, 25 consumers, 41 committees

• CP principles & practices + sharing 
power & leadership:

– Co-learning

– Ongoing learning

• Learning needs & preferences:

– Combination of approaches: face-to-
face & videoconference

– Learn through experience

– Self reflection**



Part 4: Better Together through learning programs
Partnering with Consumers Learning program



Part 4: Better Together through learning programs
Partnering with Consumers learning program

Vision: To support the workforce to apply NSQHS 

   Standard 2 criteria

• Co-created by 31 staff & 7 consumer partners: Multidisciplinary staff, 

continuum of care, instructional designers & diverse consumers

• Overall working group + 5 sub-groups

• 18 months



Part 4: Better Together through learning programs
Partnering with Consumers learning program

Guiding principles:

• Reflection & critical thinking

• Adult learning principles

• Multimodalities, short, sharp

• Contextualised

• Representative of workforce & 

consumer partners

• Stories from staff & consumer partners

Practice scenarios, quizzes, videos, flip cards, links



Part 4: Better Together through learning programs
Partnering with Consumers learning program



Part 4: Better Together through learning programs
Partnering with Consumers learning program

Leadership learning

Patients and consumers involvement in improvement 
systems (~15 min)

Who is this training for?

• Staff with patient safety and quality improvement 

portfolios.

What will I learn?

• Identify how consumer experience data supports 

evaluation and quality improvement.

• Understand three good practice tips to apply 

consumer experience data and consumer partnering 

to strengthen evaluation and quality improvement 

activities.



Part 4: Better Together through learning programs
Partnering with Consumers learning program



Part 4: Better Together through learning programs
Partnering with Consumers learning program

Implementation:
• F2F or videoconference group sessions

• Marketing ++

– Staff fora, newsletters, research 

symposia, pop-up stalls

• Operational plans

Evaluation:
• Consumer partner survey

• Consumer partner & staff focus group

• Australian Clinical Trials Allianz (ACTA) 

Consumer Involvement Engagement Kit



Part 4: Better Together through learning programs
The Take Home messages

Learning & development for 

consumer partnering a priority

Implementation & evaluation must 

be built in

Ruth.cox@health.qld.gov.au

Translating research into consumer 

partnering practice essential

Short, sharp, contextualised 

learning recommended with self- 

reflection

mailto:Ruth.cox@health.qld.gov.au


Part 5: Better Together through evaluation

• External and Internal Drivers

– NSQHS and Partnering with Consumers 

Standard1

– MSH Strategic Plan

• Complex intervention with lots of 

uncertainty

– Uncertain effects of consumer partnering2

• Evaluation design/selection

– Tailor your evaluation to meet contextual 

needs.3-7

– Uncertainty in metric selection/tool 

transferability.3-7

Evaluation 
of consumer 
partnerships

Strategic vision and 
program objectives

Program design

Implementation and 
management

Assessment and 
reporting results

Figure 1: Adapted evaluation of program8



Part 5: Better Together through evaluation

Comprehensive planning

Initial 

outcomes 

Intermediate 

outcomes

Longer 

term 

outcomes
Inputs Activities Outputs

Comprehensive evaluation is planned, collaborative, incremental and iterative. 

Evaluating committee partnership 

processes and experiences

Evaluation of committee 

partnership outcomes 

Figure 3: Adapted evaluation of  process and program continuum8 



Part 5: Better Together through evaluation

Combined approach

Inputs Activities Outputs

Top-down process evaluation 

Bottom-up consumer engagement 

evaluation 

Initial 

outcomes 

✓ Standardise systems and 

processes 

✓ Address implementation 

barriers and enablers

✓ Meeting consumer partnership 

expectations

Figure 2. Adapted process theory evaluation8



Part 5: Better Together through evaluation

Partnering example – Committee partnership

Co-produced mixed methods study evaluating the perceived impact of 

committee partnership and the development of an evaluation tool (HREC/ 2024/QMS/103293) 

Phase one: Engage to identify organisational 

requirements  
(Intended objectives of program and evaluation preferences).

Phase two: Perceived impact outcomes 
(Perceived impact of committee partnerships)

Codevelop a list of impact statements to support 

introduction of outcome evaluation.
(Selection of impacts for governance committees to evaluate 

perceived partnership impact)

Governance 

committee 

partnership 

impact



Part 5: Better Together through evaluation

The Take Home messages

Message #1

Evaluation focus must 

answer what is most 

important to the 

organisation and 

stakeholders.

Clear program objectives

Clear evaluation 

questions

Design evaluation to be fit 

for purpose by adapting / 

combining available 

resources 

Consumer partnership is 

a dynamic interplay of 

desired behaviours; 

knowledge, values, skills 

and power distribution.

Focus is partnership

impact

Message #2

Staff
Consumer 

Partner

Woking together to achieve 

impact outcomes.  

Collaborative approach(11)

Acceptance

Feasibility

Relevance

Low burden 

Adoption

Message #3

 

Responsive

Pragmatic

Formative 

Engagement in 

research



Q&A: What do you want to know?



Bringing it all together:
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