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Consumers
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Consumer Engagement Strategy and
Framework 2026

Acknowledgement of Traditional Owners
The Women’s and Children’s Health Network (WCHN) acknowledges Aboriginal people as the
traditional owners of country throughout South Australia and we respect their continuing connection
to land, sea and community. We also pay our respects to the cultural authority of Aboriginal and
Torres Strait Islander people from other areas of Australia who reside in South Australia.

About this document
This is a living document. It will be reviewed and updated each year as WCHN’s approach to consumer
engagement continues to evolve, and to ensure alignment with the strategic priorities of SA Health
and WCHN.
WCHN Consumer Strategy & Framework 2026 is consistent with:
•

The Health Care (Governance) Amendment Bill 2019 responsibilities of Governing Boards
pertaining to consumer and community engagement:
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s33 Governance and management arrangements
•

2(e) (iii) to prepare and review strategies to promote consultation with health consumers
and community members about provisions of health services.

s33A Engagement Strategies
•

1(b) to promote consultation with health consumers and members of the community about
the provision of health services.

•

2(b) to consult consumers and members of the community in the development of strategies
for them.

•

2(b) to publish consumer and community engagement strategies in a way that is accessible
to the public.

•

3(3) complete a review of a consumer and community engagement strategy within 3 years
after publication.

•

SA Health Directive Guide for Engaging with Consumers and the Community Policy Guideline

•

SA Health Statewide Consumer and Community Engagement Strategic Framework 2021-2024

•

WCHN Strategy 2026 – Realising Potential, Creating Together

1.

Guiding Principles
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Person and Family Centred Care Charter
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Forewords
Board Chair
Partnering with our consumers is critical to the delivery of
personal, connected and safe care at the Women’s and
Children’s Health Network (WCHN). It is part of our core
business and our highest priority. As Chair of the Board as well
as its Consumer and Community Engagement Committee,
I will work with our consumers and staff to ensure we place
consumers at the centre of everything we do.
Jim Birch AM
Chair, WCHN Governing Board

Chief Executive Officer

What is consumer
engagement?
At the Women’s and Children’s Health Network,
consumers are at the centre of everything we do.
We recognise ‘consumers’ as users, previous
users or potential users of our health services
including, by extension, their family, carers and
other members of the person’s support network
(as identified by the person) who
have an important role in the person’s health care
decision making and in care giving. Consumers
are commonly also identified by health services
as patients, clients, participants or service users
at point of care. In this document, the term
‘consumers’ should be read as inclusive of the all
of the above listed people.

At WCHN, we have a proud history of partnering with
consumers. Our Consumer Engagement Strategy & Framework
2026 continues the significant work done by consumers and
staff over the past five years. It positions us well to embed
partnering with consumers at all levels right across the
organisation. The translation of this strategy into action will
be a collaboration between our staff and consumers, and I am
confident that by working together across our health services we
will realise our shared potential.

‘Consumer engagement’ refers to the wide
range of strategies for involving consumers in
the planning, service delivery and evaluation
of health care. It covers partnerships between
consumers and health professionals when
care is provided at an individual level, as well
as partnerships with consumers at the health
service and the network levels.

Lindsey Gough
Chief Executive Officer

Why is partnering with
consumers important?

Consumer Advocate
WCHN has demonstrated its commitment to bringing the spirit of
person and family centred care into everyday care delivery, care
planning and service redesign. Healthcare is a complex organism
in a constant state of flux. The complexities provide challenges,
but we can solve these challenges when we activate the voices of
those who use the healthcare services. This strategy is ambitious,
but I am certain that together we can bring the words on the
pages into practice.
Lilly Griffin
Board Consumer and Community
Engagement Committee
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Introduction

Effective consumer engagement begins with
health services working with consumers, carers
and the community as equal partners in their own
care, to deliver better health outcomes, improve
safety and quality and provide person and family
centred care.

How does consumer
engagement support WCHN’s
Strategy 2026?
Consumer, carer and community engagement
and participation is a key enabling strategy in
working with and meeting the health needs of our
community.
In the Women’s and Children’s Health Network’s
Strategy 2026 – Realising Potential, Creating
Together, consumer engagement is recognised as
a key enabler of the organisation’s four strategic
priorities.
Our aim is to strengthen meaningful engagement
right across the organisation, from the bedside to
the boardroom.

Improved health
and wellbeing
of families and
communities

Meaningful gains
in Aboriginal
Health and
Wellbeing

Provide leading
healthcare for
women, babies,
children and young
people

Create one
health network

Partnering with consumers, carers and
community, and drawing on their knowledge
and experience, guarantees a better consumer
experience, a more cost effective co-designed
service, and service delivery that meets the
needs of the community - all of which results in
improved population health.

WCHN Consumer Engagement Strategy & Framework 2026
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Consumer
Engagement Strategy
Our Consumer Engagement Strategy 2026 supports our vision to be a leading and respected health
network for women, babies, children, young people and their families by strengthening meaningful
consumer engagement.
Consumers and staff co-designed the Strategy with feedback from more than 230 stakeholders.
It builds on the achievements of our Consumer and Community Engagement and Responsiveness
Strategy 2015-2018.
The Strategy sets out six goals for action to foster the integration of consumer, carer and community
participation and engagement at all levels and right across our services:

Aboriginal
Consumer
Engagement

Person &
Family-Centred
Care

Goal 1

Build strong, genuine and meaningful partnerships
with Aboriginal and Torres Strait Islander consumers,
organisations and communities.

WCHN 2026

Aligned with WCHN 2026 Strategic Priority #2 - Meaningful gains
in Aboriginal Health and Wellbeing

Why is it
important?

Engaging Aboriginal people, families and communities in all aspects of
service delivery, from individual care through to service planning and
policy development, is important to ensure services are culturally safe
and meet the needs of Aboriginal consumers. Health outcomes will
only improve when barriers to accessing health services are addressed
and Aboriginal people have a clear voice in how services are delivered.
Aboriginal people are among the most disadvantaged population
groups in the community, and we take partnering with the community
seriously to ensure we are addressing health inequities. Achieving
equity requires recognition that different understandings of health
require different measures. Our aim is to ensure that we have
appropriate mechanisms in place for feedback from Aboriginal
consumers so that we effectively respond and improve our
service delivery.

Health
Literacy

Outcomes
Diverse
Consumer
Engagement

Governance,
systems and
Processes

New Women’s
and Children’s
Hospital

Governance

These goals will help us build on past successes and continue to improve our consumer partnerships
to better plan, design and deliver health care services that meet the diverse needs of the people who
use them.
Each year, divisions and teams identify actions to bring these goals to life, collectively forming the
annual ‘Consumer Engagement Action Plan’. WCHN’s Person and Family Centred Care Network
Committee is responsible for monitoring progress on the Action Plan.

Aboriginal Consumer Engagement

•

Appropriate, safe and quality care for women, children and
young people

•

Consumers and their families are treated with respect and
actively involved in decision-making

•

Consumers are empowered to manage their health care needs
and exercise their healthcare rights

•

Person and Family Centred Care Network Committee

•

Consumer Advisory Committees (see page 27)

Measurement

We use consumer reported experience measures to assess our
performance and contribute to safety and quality improvement
priorities.

NSQHS
Standards

•

•
•

4

Standard 2 - Partnering with Consumers:
2.13. The health service organisation works in partnership 		
with Aboriginal and Torres Strait Islander communities 		
to meet their healthcare needs.
Standard 1 Clinical Governance (1.2, 1.4, 1.33)
Standard 5 Comprehensive Care (5.8).
WCHN Consumer Engagement Strategy & Framework 2026
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Goal 2

Person & Family Centred Care
Embed and sustain a person and family centred care
approach across WCHN.

WCHN 2026
Why is it
important?

Aligned with WCHN 2026 Strategic Priority #3 - Provide leading
healthcare for women, babies, children and young people
Person and family centred care is healthcare that is respectful of, and
responsive to, the preferences, needs and values of consumers, their
families and the community.

NSQHS
Standards

•

2.4.
The health service organisation ensures that its informed
consent processes comply with legislation and best practice.
2.5.

Outcomes

6

•

Appropriate, safe and quality care for women, children and
young people

•

Consumers and their families are treated with respect and
actively involved in decision-making

•

Consumers are empowered to manage their health care needs
and exercise their healthcare rights

Governance

Person and Family Centred Care Network Committee, Consumer
Advisory Committees (see page 27)

Measurement

We use consumer reported experience measures to assess
our performance and contribute to safety and quality
improvement priorities.

The health service organisation has processes to identify:
a) The capacity of a patient to make decisions about their
own care

It is widely recognised as a foundation for achieving safe, high-quality
health care, contributing to better outcomes and experiences for
patients, carers and families.
Person and family centred care also offers important potential to
improve the value delivered by health services by achieving better
outcomes at lower overall cost to health systems and the community.
It underpins the principles and expectations of the National Safety
and Quality Health Service (NSQHS) Standards.

Standard 2 - Partnering with Consumers:

b) A substitute decision-maker if a patient does not have 		
the capacity to make decisions for themselves.
2.6.

The health service organisation has processes for clinicians to
partner with patients and/or their substitute decision-maker to
plan, communicate, set goals, and make decisions about their
current and future care

2.7.

The health service organisation supports the workforce to 		
form partnerships with patients and carers so that patients 		
can be actively involved in their own care, and:

•

Standard 3 - Controlling Health Care-Associated Infection (3.3)

•

Standard 4 - ‘Medication Safety’ (4.3)

•

Standard 5 - ‘Comprehensive Care’ (5.3, 5.13, 5.14)

•

Standard 6 - ‘Communicating for Safety’ (6.3)

•

Standard 7 - ‘Blood Management’ (7.3)

•

Standard 8 - ‘Responding to Acute Deterioration’ (8.3)

WCHN Consumer Engagement Strategy & Framework 2026
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Goal 3

Health Literacy
Create and maintain a health literacy ecosystem at
WCHN to support positive health outcomes.

WCHN 2026
Why is it
important?

Aligned with WCHN 2026 Strategic Priority #1 - Improved health and
wellbeing of families and communities

•

Individual health literacy is the skills, knowledge, motivation and
capacity of a person to access, understand, appraise and apply
information to make effective decisions about health and health
care and take appropriate action.
Health literacy environment is the infrastructure, policies,
processes, materials, people and relationships that make up the
health system and have an impact on the way that people access,
understand, appraise and apply health-related information and
services.

People with low health literacy are at higher risk of poorer health
outcomes and behaviours. They may have lower engagement with
health services, including preventive services such as cancer screening,
higher hospital re-admission rates, poorer understanding of medication
instructions, and lower ability to self-manage care. Better levels of
health literacy are associated with increased consumer involvement
in shared decision making, which is important in person and family
centred care.

8

•

•

We provide consistent, high quality communications materials and
strategies

•

Consumers are supported to make positive decisions and manage
their own health care

•

Information is accessible to diverse consumer populations

Governance

Health Literacy Committee, Consumer Advisory Committees.
(see page 31)

Measurement

We use consumer reported experience measures to
assess our performance and contribute to safety and quality
improvement priorities.

Standard 2 - Partnering with Consumers:

2.3 		 The health service organisation uses a charter of rights that is:

Health literacy relates to how people access, understand and use
health information in ways that benefit their health. Health literacy has
two main components:
•

Outcomes

NSQHS
Standards

a)

Consistent with the Australian Charter of Healthcare
Rights

b)

Easily accessible for patients, carers, families and 		
consumers.

2.8. 		The health service organisation uses communication
		mechanisms that are tailored to the diversity of the
		consumers who use its services and, where relevant,
		the diversity of the local community.
2.9. 		Where information for patients, carers, families and
		consumers about health and health services is developed
		internally, the organisation involves consumers in its 			
		development and review.
2.10. 		The health service organisation supports clinicians to
		communicate with patients, carers, families and consumers 		
		about health and healthcare so that:

•

a)

Information is provided in a way that meets the needs
of patients, carers, families and consumers

b)

Information provided is easy to understand and use

c)

The clinical needs of patients are addressed while they
are in the health service organisation

d)

Information needs for ongoing care are provided on 		
discharge.

Standard 6 - Communicating for Safety (6.3).

WCHN Consumer Engagement Strategy & Framework 2026
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Goal 4

Diverse Consumers
Ensure engagement and service delivery are inclusive of
and appropriate to the diversity of our consumers.

WCHN 2026
Why is it
important?

Aligned with WCHN 2026 Strategic Priority #3 - Provide leading
healthcare for women, babies, children and young people
A greater understanding of how diverse consumers and communities
experience the health system is important to eliminating health
inequality and inequity. Our services need to be flexible, safe, inclusive,
responsive and accessible to the varying needs and perspectives of
the diverse range of people we serve.

NSQHS
Standards

•

Standard 2 - Partnering with Consumers:

2.7.

The health service organisation supports the workforce to
form partnerships with patients and carers so that patients
can be actively involved in their own care.

2.11.

The health service organisation:

Inclusion recognises that all people have the right to be part of
decisions that affect their lives as individuals and within the groups
they belong to. Engaging with different community groups requires
diverse approaches and considerations.
Our engagement needs to reflect the diversity of the community we
serve, including the voices and experiences of children, young people,
women and families from vulnerable, culturally and linguistically
diverse, Aboriginal, disability, and Rainbow communities. Engaging
with diverse communities can improve health care and provide
an opportunity to gather the broadest perspectives, ideas and
experiences into discussions that inform decision making.

Outcomes

10

•

The diverse perspectives and experiences of women, children and
young people are valued

•

Accessible and appropriate healthcare for our diverse consumer
populations

•

Developmentally appropriate practices are used

Governance

Person and Family Centred Care Network Committee. Engagement
via: Disability Advisory Group, Youth Forum, CALD Community Forum,
Aboriginal Community Forum. (see page 27)

Measurement

We use consumer reported experience measures to
assess our performance and contribute to safety and quality
improvement priorities.

2.14.

a)

Involves consumers in partnerships in the governance
of, and to design, measure and evaluate, healthcare.

b)

Has processes so that the consumers involved in
these partnerships reflect the diversity of consumers
who use the service or, where relevant, the diversity of
the local community.

The health service organisation works in partnership with
consumers to incorporate their views and experiences into
training and education for the workforce.

•

Standard 3 Controlling Health Care-Associated Infection (3.3)

•

Standard 4 ‘Medication Safety’ (4.3)

•

Standard 5 ‘Comprehensive Care’ (5.3, 5.13, 5.14)

•

Standard 6 ‘Communicating for Safety’ (6.3)

•

Standard 7 ‘Blood Management’ (7.3)

•

Standard 8 ‘Responding to Acute Deterioration’ (8.3).

WCHN Consumer Engagement Strategy & Framework 2026
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Goal 5

Governance, Systems and Processes
Embed innovative and effective governance, systems
and processes for partnering with consumers.

WCHN 2026
Why is it
important?

Aligned with WCHN 2026 Strategic Priority #4 - Create one
health network
Supporting effective consumer partnerships means supporting
multiple mechanisms of engagement. Regardless of the mechanisms
used, all forms of consumer partnership require organisational
commitment. This includes the development, implementation and
maintenance of systems to partner with consumers, along with
the provision of support and appropriate resourcing. This includes
consumer training, workforce roles that focus on nurturing consumer
partnerships and reimbursement to support the active participation
of consumers.

NSQHS
Standards

•

Standard 2 - Partnering with Consumers:

2.1.

2.2

Effective governance, systems and processes provide a solid
foundation for adopting partnerships across the organisation.

Outcomes

12

Clinicians use the safety and quality systems from the Clinical
Governance Standard when:
a)

Implementing policies and procedures for partnering
with consumers

b)

Managing risks associated with partnering with
consumers

c)

Identifying training requirements for partnering with
consumers.

The health service organisation applies the quality 			
improvement system from the Clinical Governance Standard 		
when:
a)

Monitoring processes for partnering with consumers

•

Consumers influence health care planning, design, delivery,
measurement and evaluation

b)

Implementing strategies to improve processes for 		
partnering with consumers

•

A continuous improvement cycle that supports innovation

c)

Reporting on partnering with consumers.

•

An embedded and sustainable system for engaging and
partnering with consumers

Governance

Governing Board Consumer and Community Engagement Committee,
Person and Family Centred Care Network Committee, Consumer
Advisory Committee. (see page 27)

Measurement

Consumer advocate and staff satisfaction with experience.

2.11.

The health service organisation:
c)

Involves consumers in partnerships in the governance
of, and to design, measure and evaluate, healthcare.

d)

Has processes so that the consumers involved in these
partnerships reflect the diversity of consumers who
use the service or, where relevant, the diversity of the
local community.

2.12.

The health service organisation provides orientation, support
and education to consumers who are partnering in the
governance, design, measurement and evaluation of the
organisation.

2.14.

The health service organisation works in partnership with
consumers to incorporate their views and experiences into 		
training and education for the workforce.

•

Standard 1 - Clinical Governance (1.6, 1.20)

•

Standard 6 - Communicating for Safety (6.1).

WCHN Consumer Engagement Strategy & Framework 2026
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Goal 6
WCHN 2026
Why is it
important?

New Women’s and Children’s Hospital
Engage consumers, carers and the community to plan,
design, implement and evaluate the new Women’s and
Children’s Hospital.

Aligned with WCHN 2026 Strategic Priority #3 - Provide leading
healthcare for women, babies, children and young people

The new Women’s and Children’s project will undergo three
distinct phases - planning, design and delivery. This comprehensive
process, and our ongoing engagement with consumers, will ensure
that our new hospital will meet the future health needs of our
community and staff.

14

•

Standard 2 - Partnering with Consumers:

2.11.

The health service organisation a) involves consumers in
partnerships in the governance of, and to design, measure and
evaluate, healthcare, b) has processes so that the consumers
involved in these partnerships reflect the diversity of consumers
who use the service or, where relevant, the diversity of the local
community.

2.12.

The health service organisation provides orientation, support and
education to consumers who are partnering in the governance,
design, measurement and evaluation of the organisation.

2.13.

The health service organisation works in partnership with
Aboriginal and Torres Strait Islander communities to meet their
healthcare needs.

The Women’s and Children’s Hospital (WCH) plays a critical role in
provision of health services to women, babies, children, young people
and their families in South Australia.
Building a new Women’s and Children’s Hospital is both a challenging
and exciting process. It is important to work closely with our clinicians,
staff and consumers to plan, design, deliver and evaluate across all
phases of the project. This will ensure that we build a new hospital
that is tailored to our community’s unique needs.

Outcomes

NSQHS
Standards

•

Consumer participation in all relevant new Women’s and Children’s
planning committees and forums

•

Consumer involvement in the review of key planning documents

•

The physical, clinical and service design of the new
Women’s and Children’s Hospital reflects the views and
experiences of consumers

Engagement

New Women’s and Children’s Hospital (nWCH) Consumer Advisory
Group, nWCH Aboriginal Advisory Group, nWCH, Disability Advisory
Group, Project User Groups

Measurement

•

Consumer advocate satisfaction with the engagement process,
measured via regular surveys.

•

Number and diversity of consumers engaged in consultation
processes within the new Women’s and Children’s Hospital project.

•

Standard 1 - Clinical Governance (1.1, 1.13).

WCHN Consumer Engagement Strategy & Framework 2026
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Consumer Engagement
Framework
Our Consumer Engagement Framework provides the foundations for how we implement our
commitment to consumer partnering and engagement. It clarifies WCHN expectations on
engagement across the Network, outlines our approach and describes the organisational
governance structures to support meaningful engagement.

Guiding
Principles

The Framework

Guiding
Principles

Person and
Family Centred
Care Charter

Types of
Consumer
Participation

Levels of
Engagement

Governance

Person and
Family Centred
Care Charter

•

Shared decision making – We make decisions with consumers as
equal partners to improve the way we deliver care, better meet their
needs and improve the health and wellbeing of the community.

•

Transparency - Our communication is candid and open. Decisionmaking and planning are inclusive and transparent. We are
committed to open disclosure.

•

Empathy - Lived experience is critical to understanding how to
improve service, policy, procedure and system design. We walk in the
shoes of the consumer.

•

Access to information – We provide timely, accurate, complete and
developmentally appropriate information to enable consumers to
make informed decisions and effectively participate in their own care.
We inform consumers of their rights.

•

Diversity – Our engagement reflects the diversity of the community
we serve, including the voices and experiences of children, young
people, women and families from vulnerable communities.

•

Person and Family Centred Care – Our approach is respectful of, and
responsive to, the preferences, needs and values of consumers, their
families and the community.

Our Person and Family Centred Care Charter identifies four key
commitments to our consumers, careers and families. We promise to:

1. Treat consumers and their family with dignity and respect
2. Communicate information clearly and openly
3. Actively involve consumers in decision-making
4. Be positive and kind.
Person and family centred care increases consumer satisfaction with
their care experience and enables safe and quality care outcomes.
Effective partnerships with consumers and service users will enable
person and family centred care.
We measure the quality of our person and family centred care delivery
via WCHN’s Consumer Feedback on Experience Survey. The Person and
Family Centred Care Network Committee monitors our progress.

16
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Levels of
Engagement

Consumer partnerships at all levels of our organisation are essential for
improving health outcomes and driving continuous improvement.

Level 1

Level 3

Network, Division and Governance
Enabling active consumer and community participation to inform high
level, strategic priority setting, resource allocation, and the use of data
to identify and drive organisational improvement.

Individual
Engaging with the individual consumer and/or their family/carer
as partners in their own healthcare, support and treatment.

Consumer and carer engagement at this level is about the interaction between consumers and
clinicians when care is provided. This involves providing care that is respectful, sharing information
and working with consumers to support decision making and care planning, and encouraging
consumers to manage their own care.

How we do it
All divisions and clinical units across the WCHN have processes in place to:

Level 2

Level 1

Service, Program and Department
Engaging with consumers and the community to participate in the
design, evaluation and improvement of care and services.

Individual
Engaging with the individual consumer and/or their family/carer
as partners in their own healthcare, support and treatment.

1.

Display and promote use of the Australian Charter of HealthCare Rights

2. Use developmentally and culturally appropriate decision making tools to support consumers
and their families to make decisions and provide informed consent
3. Support clear and respectful communication between consumers and staff that is tailored to
the diversity of the consumer who uses the service
4. Partner with consumers and carers to plan, communicate, set goals, and make decisions
about their care
5. Provide education, training and support to equip clinicians with the skills and
knowledge they need to partner effectively and uphold our Person and Family Centred
Care Charter commitments
6. Implement innovative, resourced and personalised care delivery practices to support shared
decision-making
7.

Support the collection of consumer feedback on experience measures and maintain an
effective system for managing consumer complaints

8. Monitor progress against actions in Standard 2 - Partnering with Consumers and report
activities and improvements involving consumers to the Person and Family Centred Care
Network Committee.

18
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Level 2

Service, Program and Department
Engaging with consumers and the community to participate in the
design, evaluation and improvement of care and services.

We can deliver more efficient and effective services and improved person centred care if we listen
to what consumers are telling us. At this level, we partner with consumers in the overall planning,
design, delivery, evaluation and improvement of our services. Standard 2 - Partnering with
Consumers requires that leaders of health service organisations develop, implement and maintain
systems to partner with consumers.

How we do it
Managers, divisional and organisational leaders, in collaboration with consumers, ensure that
mechanisms are in place to:
1.

Understand the diversity of their consumer population to enable the development of appropriate
approaches to care, service delivery and communications

2. Support staff to understand the service through the eyes of the consumers

At this level, we enable active consumer participation to inform high level, strategic priority setting,
resource allocation, and the use of data to identify and drive organisational improvement. Consumers
are highly invested in their own health and wellbeing, and in achieving optimal health outcomes. They
are the constant across all health services, processes and care teams as they directly experience the
impact of healthcare, both positively and negatively. Consumer articulation of experiences, needs and
barriers is essential to ensuring safe and quality care.

How we do it
Executive and Governance Committee Chairs support effective systems and processes to enable
consumers to engage as partners in WCHN governance, policy and planning by ensuring:
1.

The views of WCHN consumers and the community are used to improve services and
organisational systems

2. The WCHN consumer voice reflects the diversity of the consumers who use the service

3. Actively seek consumer feedback about their care and the service provided to inform quality
action and identify and address risks of harm to service users

3. The consumer governance structure is integrated with the Clinical Safety and Quality
governance structure

4. Involve consumers in service planning, design and evaluation

4. A system to provide opportunity for consumer participation in safety and quality activities is
utilised across the organisation, fosters true partnership and leads to improvements

5. Enable consumers to review and provide feedback on consumer information, and involve them in
the design of new consumer information
6. Evaluate the effectiveness of communication systems to ensure they meet the needs of WCHN’s
diverse consumer population
7.

Support effective communication between clinicians and consumers, including with the
appropriate tools and resources

8. Publicly report on safety and quality performance to demonstrate the service is listening to the
views of consumers and acting to continuously improve
9. Provide support to consumer advocates including training and reimbursement.

20

Level 3

Network, Division and Governance
Enabling active consumer and community participation to inform high
level, strategic priority setting, resource allocation, and the use of data
to identify and drive organisational improvement.

5. The delivery of staff education, coaching and mentoring programs that support understanding of
the value of consumer feedback and provide the skills required to partner effectively
6. Programs are in place to support consumers to partner effectively through the provision of
orientation, training and resources
7.

Programs are in place to partner with Aboriginal communities to enable the delivery of care that
meets their needs and supports a culturally safe environment

8. The effectiveness of the Consumer Engagement Strategy & Framework
9. A digital engagement approach that works in conjunction with established engagement tactics,
methodologies and approaches.

WCHN Consumer Engagement Strategy & Framework 2026
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Types of
Consumer
Participation

There are many different types of participation and there is no “best” participation
type. The focus is on using the type of participation that best addresses the
particular need (engagement goal) and the consumers who should be involved.
A critical part of the engagement processes is understanding the role consumers
are expected to play and being explicit about it.
Based on the IAP2 International’s Spectrum of Public Participation, the table below
sets out a spectrum of participation that will assist in selecting the appropriate
engagement goal and mechanism. Importantly, it also sets out the promise we will
make to our consumers at each participation level.

Inform

Ask

Involve

Partner

Why?
Engagement
Goal

WCHN staff provide consumers
with accurate information so they
are kept informed about what is
happening, why it is happening and
how they can get involved.

WCHN staff obtain consumer
feedback on analysis,
alternatives and / or decisions.

WCHN staff work directly with
consumers throughout the process
to ensure that their concerns
and aspirations are consistently
understood and considered.

WHCN staff and consumers
collaborate in each aspect of
decision-making including the
development of alternatives and
the identification of the preferred
solution.

What?
WCHN
Commitment

We will keep you informed.

We will use consultation
methods appropriate for you.

We will work with you to ensure that
your concerns and aspirations are
directly reflected in the alternatives
developed.

We will look to you for advice and
innovation in formulating solutions.

How?
Engagement
Mechanism

22

Participation occurs when consumers, carers and community members
are meaningfully involved in decision making about health policy and
planning, care and treatment, and the wellbeing of themselves and the
community. It is about consumers and staff having their say and listening
to the views and ideas of others. In working together, decisions will include
a range of perspectives.

We will use communication
methods that you know how
to use.

We will listen and acknowledge
your concerns and aspirations.

We will communicate with you in
ways that you understand.

We will provide feedback on
how your input influenced
decisions.

•

•
•
•
•
•
•
•
•
•

•
•
•
•

Direct mail, (e.g. letters,
newsletters, email, sms)
Posters and pamphlets
Noticeboards
WCHN Website
WCHN Facebook page

Interviews
Focus groups
Surveys
Listening Posts
15 Steps Audit
Storytelling
Family Huddles
Community forums
Consumer panels /
online forums

We will provide feedback on how your
input influenced the decision.

•
•
•
•
•

Partnering in Care
Working Groups
Workshops
Staff education
Consumer panels /
online forums

We will incorporate your advice
and recommendations into the
decisions to the maximum extent
possible.

•
•
•
•
•
•
•

Partnering in Care
Consumer Advisory
Committees
Co-design
Consumers on WCHN
committees
Working Groups
Passion Projects
Staff recruitment

WCHN Consumer Engagement Strategy & Framework 2026
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Different types of participation require different sets of
consumer and organisational capability.

Organisational Capability

Consumer Capability
Credible knowledge and
experience
Shared responsibility
Produce mutual objectives

Consumers work equally
with health professionals,
administrators, researchers,
policy makers from the start

Engages consumers in partnerships

Partner

n
pat
io
Pa
rtc
i
Of
els

Consult via focus groups,
surveys, interviews
Consultative workshops
Listening posts

n

Lev

tio
ipa

rtc
Pa

Health professionals, administrators
and policy makers seek information
and feedback from consumers

Of

Health literacy

Involve

Ask

Provide education and training
Selection and facilitation
Build consumer participation into all
aspects of the organisation
Networking opportunities

els

Understand the context
Experience of the disease/service
Motivation
Communication

Consumers involved in
information, support, services,
policy, research and spanning
the consumer pathway

Lev

Access learning and development
Understand the objectives
Mentoring
Represent a broad view
Strategic thinking

WCHN provides information,
builds awareness, improves
health literacy

Provision of:
Feedback/forums
Newsletters/notice boards
Pamphlets

Inform

*Based on Cancer Australia’s ‘National Framework for Consumer Involvement in Cancer Control’
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Governance

Our governance structure is a network of consumer-led committees and
organisational safety and quality committees with embedded consumer
members. This network drives and monitors WCHN’s progress on
Partnering with Consumers. This network provides comprehensive
and transparent governance of our consumer engagement approach
and activity.

WCHN Governing Board
Board Consumer and
Community Engagement (CCE)
Committee
Strategic Exexcutive
Leadership Team

Clinical Safety & Quality
Commitee

Divisional Safety &
Quality Commitees

Consumer &
Community Advisory
Committee

Person and Family Centred
Care Network Commitee

Health Literacy
Commitee

CaFHS Consumer
Advisory Commitee

CAMHS Consumer
Advisory Commitee

YWSWD Consumer
Advisory Commitee

Governing Board Consumer and
Community Engagement (CCE)
Committee

The Committee comprises the Executive Director
Corporate Services, the Director of Consumer &
Community Engagement, senior leaders from each
WCHN division and 5 consumer advocates.

The role of the Governing Board CCE Committee
is to review, monitor and provide effective
oversight of WCHN’s Consumer and Community
Engagement Strategy & Framework and progress
on the NSQHS’ Standard 2 - Partnering with
Consumers. The Committee provides strategic
guidance, advice and leadership to the Executive
and the Board on the proactive involvement of
consumers as equal partners in planning, delivery
and evaluation of healthcare across WCHN.

Our consumer advisory committees provide
a forum for consumer advocates and WCHN
management to collectively monitor divisional
and Network planning, implementation and
performance against the National Safety and
Quality Health Standard 2 - Partnering with
Consumers.

The CCE Committee comprises the WCHN
Chief Executive Officer, Chief Operating Officer,
and Executive Director Corporate Services, the
Director of Consumer & Community Engagement,
up to three Board members and five consumer
advocates.

Membership primarily comprises consumer
advocates. The committees also have an important
role in partnering with WCHN in service design,
development and evaluation, and providing
oversight of the divisional/organisational Consumer
Engagement Action Plans.

Person and Family Centred Care
Network Committee

Health Literacy Committee

The Person and Family Centred Care Network
Committee has the designated role to ensure that
the organisation meets the NSQHS Standards
for Partnering with Consumers (Standard 2). This
includes the development, implementation and
evaluation of the WCHN Consumer, Carer and
Community Engagement Framework and Strategy,
the Person and Family Centred Care Framework
and the Charter of Healthcare Rights for SAHealth.
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Consumer Advisory Committees

The Health Literacy Committee has the designated
role to focus on WCHN’s approach to both
individual health literacy and the health literacy
environment. This includes monitoring progress and
identifying opportunities to enhance the quality of
health information provided by WCHN services, to
ensure appropriateness for our diverse consumers.
Membership includes consumer advocates and
divisional staff representatives.

WCHN Consumer Engagement Strategy & Framework 2026
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Glossary
Aboriginal: Within this document, we have used the term ‘Aboriginal’ to refer to people who identify
as Aboriginal, Torres Strait Islander, or both Aboriginal and Torres Strait Islander. We do this because
the people indigenous to South Australia are Aboriginal and we respect that many Aboriginal people
prefer the term ‘Aboriginal’. We also acknowledge and respect that many Aboriginal South Australians
prefer to be known by their specific language group(s).
CAMHS: The Child Adolescent Mental Health Service provides a range of services including Boylan
Ward, Child Protection Services, Helen Mayo House, and Hospital based Services, out of home
care clinical and perinatal infant mental health, including services in the Anangu Pitjantjatjara
Yankunytjatjara (APY Lands) community.
CaFHS: The Child and Family Health Service is a statewide primary health organisation providing a
range of services to support infants, children and their families in the early years of their development
from birth to five years of age.
CCAC: the Consumer and Community Advisory Committee is a WCHN consumer-led
governance committee.
Co-design: Collaborating with end-users to clarify problems and develop solutions to ensure the
end product, service or solution meets the users’ needs. This is fundamental in healthcare where
empowering people to take control of their own health is important.
Carers: A person who provides substantial care and support for a child, partner, family member or
friend who has a disability, chronic physical or mental illness.
Community Engagement: Refers to connections between government, communities and citizens in
the development and implementation of policies, programs, services and projects. It encompasses a
wide variety of government-community interactions ranging from information sharing to community
consultation and, in some instances, active participation in government decision-making. It
incorporates public participation, with people being empowered to contribute to decisions affecting
their lives, through the acquisition of skills, knowledge and experience.
Consumer: Users, previous users or potential users of our health services including, by extension,
their family, carers and other members of the person’s support network (as identified by the person)
who have an important role in the person’s health care decision making and in care giving. Consumers
are commonly also identified by health services as patients, clients, participants or service users at
point of care.
Consumer Advisory Committee: A key WCHN consumer-led advisory committee – includes Consumer
and Community Advisory Committee, and the CaFHS, CAMHS, YWSWD Advisory Committees.
Consumer Advocate: a person who advocates the consumer perspective and has the requisite
experience to speak as an informed consumer.
Consumer Engagement: Health consumers actively participate in their own healthcare and in
health policy, planning, service delivery and evaluation at service and agency levels. Informs broader
community engagement.
Consumer Group: Group of consumers, carers and/or healthcare providers with experience and/or
expertise relevant to the healthcare service. The group is convened to provide advice and feedback
to the healthcare organisation on specific issues, including safety and quality improvement activities,
patient experience and consumer centred care.

Community: Groups of people or organisations with a common interest, including non-government
organisations who represent the interests of health consumers. While some communities may
connect through a local or regional interest in health, others may share a cultural background,
religion or language. Some communities may be geographically dispersed but linked through an
interest in a specific health issue by the internet, or some other means.
Person and Family Centred Care: Healthcare that is respectful of, and responsive to the preferences,
needs and values of patients, consumers and the community. The term ‘person and family centred
care’ is used interchangeably with ‘consumer centred care’, ‘consumer and family centred care’ and
‘patient centred care’.
Rainbow Families: Consumers, carers and families who identify as bisexual, lesbian, gay, intersex,
queer, transsexual or gender non-binary. [Note: Rainbow Families are not to be confused with
‘Rainbow Clinics’, established to support families in a subsequent pregnancy following perinatal loss].
WCH: Women’s and Children’s Hospital, a specialist facility for women’s and children’s health and the
leading provider of specialist care for children with acute and chronic conditions in South Australia,
as well as the State’s largest maternity and obstetric service. We also provide important communitybased services.
WCHN: Women’s and Children’s Health Network is South Australia’s leading provider of health
services for children, young people and women. The Women’s and Children’s Health Network includes
the following health services: Women’s and Children’s Hospital; Child and Adolescent Mental Health
Service; Child and Family Health Service; Child Protection Service; Children’s Disability Services;
Youth Health Service; Women’s Health Service; Yarrow Place Rape and Sexual Assault Service.
YWSWD: Youth and Women’s Safety and Wellbeing Division incorporates services such as
Metropolitan Youth Health Services, Yarrow Place, Rape and Sexual Assault Services, Women’s
Health and the Women’s Safety Strategy.

For more information
Health.WCHNConsumerEngagement@sa.gov.au
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