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Introduction 
The North West Hospital and Health Service is an independent statutory body overseen by a Hospital and Health Board 
and established under legislation, namely the Hospital and Health Boards Act 2011 (Qld) and the Hospital and Health 
Boards Regulation 2012 (Qld). This legislation requires that each Hospital and Health Service develop and publish a 
strategy (a consumer and community engagement strategy) to promote consultation with health consumers and members 
of the community about the provision of health services by the Hospital and Health Service. This booklet The Community 
and Consumer Engagement Framework explains the background to the North West Hospital and Health Service 
Consumer Engagement Strategy.   

The National Safety and Quality Health Service Standards (Standard 2: Partnering with consumers) require consumers to 
be engaged in health service planning, design, measurement and evaluation. 
 To meet Standard 2, North West Hospital and Health Service requires consumers to be involved in: 

• Governance of the health service organisation  

• Strategic and operational planning   

• Providing feedback on patient information or other publications  

• Designing and redesigning the way care is delivered to better meet patient needs and preferences  

• Training the workforce  

• Decision making regarding safety and quality  

• Analysis of organisational safety and quality performance  

• Planning and implementation of quality improvements  

• Evaluation of patient feedback  

• Implementation of quality activities relating to patient feedback data 

Our services 

The NWHHS is responsible for the delivery of public hospital and health services including medical, surgical, emergency, 
obstetrics, paediatrics, specialist outpatient clinics, mental health, allied health, oral health, pharmacy, child and maternal 
health services, critical care and clinical support services to a population of around 28,000 people residing in a 
geographical area of 300,000 kilometres within north western Queensland and the Gulf of Carpentaria. Mount Isa 
Hospital is the main referral centre. 

The North West Hospital and Health Service is directly responsible for the management of the facilities within its 
geographical boundaries: 

• Burketown Primary Health Clinic  
• Camooweal Primary Health Clinic 
• Cloncurry Multipurpose Health Service 
• Dajarra Primary Health Clinic 
• Urandangi Health Clinic 
• Doomadgee Hospital and Community Health Centre 
• Karumba Primary Health Clinic 
• McKinlay Shire Multipurpose Health Service 
• McKinlay Primary Health Clinic 
• Mornington Island Hospital and Aboriginal Community Health Centre 
• Mount Isa Hospital  
• Normanton Hospital 
 

We provide a comprehensive range of community and primary health services, including aged care assessment, 
Aboriginal and Torres Strait Islander health programs, child and maternal health services, alcohol and other drug 
services, home care services, community health nursing, sexual health service, allied health, oral health and health 
promotion programs. 
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Definitions 

Health Consumers Queensland defines the following: 

Consumers - are people who use, or are potential users, of health service organisations including their family and carers. 
Consumers may participate as individuals, groups, organisations of consumers, consumer representatives or committees. 

Consumer Engagement - processes through which consumers and carers actively partner with health organisation in their 
own healthcare and in the health policy, planning, service delivery and evaluation at all levels of the health system. 

Community Engagement - refers to activities and processes where the opinions, concerns, needs and aspirations of 
community members are sought by government, non-government, not-for-profit services are incorporated into the 
planning, design and delivery of health organisations. Community engagement is based on relationship building, 
partnership and the principle that community has resources and expertise. 

Health services - refers to the public and private health and community services delivering services which include health 
promotion, disease prevention, diagnostic, treatment, primary, acute, sub-acute and support services. It also includes the 
policies and activities of departments and Ministries, related non-government organisations, consumer and community 
groups and professional associations. 

Consumer Representative - a health consumer representative is a health consumer who has taken up a specific role to 
advocate on behalf of consumers, with the overall aim of improving healthcare. A consumer representative is someone 
who voices consumer perspectives other than their own and takes part in decision making on behalf of consumers. A 
health consumer representative may be nominated and supported by and accountable to, a consumer organisation. 

Carers - carers are people who provide care and support to family members and friends who have a disability, mental 
illness, chronic condition, terminal illness, an alcohol or other drug issue or who are frail aged. Carers are an integral part 
of Australia’s health system and are the foundation of our aged, disability, palliative and community care systems. 
Australia has over 2.65 million carers which equates to 10 per cent of the population. 
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Framework for Consumer and Community Engagement  
North West Hospital and Health Service (HHS) is committed to engaging with our consumers and our communities in a 
respectful and purposeful manner.  

This framework will outline in more detail what we plan to do to engage with our communities and consumers, and also 
how we intend to do it. 

North West Hospital and Health Service Strategic Direction 

The North West HHS Strategic Plan –2017-2021 (Revised 2019) outlines: 

Our mission:  
To be Queensland’s leading Hospital and Health Service delivering excellence in remote healthcare to our patients.  

Our purpose: 
To embrace change, to forge close partnerships, and to work closely with our communities to improve the health of 
people across North West Queensland. 

Our values: 

 

 

Our principles: 
 

➢ Safe delivery of high quality hospital and health services 

➢ Strong partnerships with other health providers to improve health care for our communities 

➢ Highly skilled and committed staff who drive quality patient care 

➢ A culture that encourages innovation, technology and research 

➢ An accountable and flexible Hospital and Health Service that leads change 
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Our objectives: 
 

➢ We will provide our patients with high quality healthcare which is well-coordinated, efficient and sustainable. 

➢ We will work with our health partners and local communities to ensure our people can access the health services 
they need. 

➢ We will support our staff and develop their skills, so they can perform at their best. 

➢ We will support new thinking and fresh ideas that help us achieve our vision. 

➢ We will effectively meet the government’s requirements through good governance. 

These strategic objectives contribute to the Queensland Government’s aspirational vision of making Queenslanders 
among the healthiest in the world by 2026, and for advancing Queensland’s priorities: to create jobs in a strong economy; 
to give all our children a great start; to keep Queenslanders healthy, and to keep communities safe. They also contribute 
to Queensland Health’s strategic direction to improve access to quality and safe healthcare in its different forms and 
settings. 

For the North West Hospital and Health Service to achieve its identified objectives it is essential that we escalate work 
with our partners in health, and continually improve our partnerships with our consumers. 

We strive to deliver excellent healthcare services to a large geographical area of North West Queensland, and the 
distances involved and the diverse people we serve make this a difficult task. By building strong relationships with our 
consumers and communities, asking for their input and opinions and by listening and acting upon what they tell us, we 
can provide the best and most appropriate services to everyone. 

To ensure we achieve the commitments of our Strategic Plan we will work towards the following objectives: 

Objective 1 – High quality health care which is well coordinated, efficient and sustainable.  

To do this, we will: 

• Ask our consumers and communities to provide feedback on our services, and we will ask for their opinion on our 
future plans. We will achieve this by: 

- Thoroughly analysing consumer feedback (compliments and complaints) 

- Organising regular patient experience surveys and bedside audits 

- Using innovative methods to reach those consumers who do not normally engage with us, such as 
Aboriginal and Torres Strait Islander people, and other culturally and linguistically different groups, as 
well as remote pastoral stations. 

• Listen to our consumers when they tell us about their experience of our services, and we will learn from them. 
We will encourage our consumers to speak openly about their experiences.   

We will: 

- Use the results of feedback and survey data to inform our future plans. Our consumers will be involved in 
the analysis of this data, and we will listen to their suggestions for quality improvements.  

- Involve consumers in reviews of policy documents which may occur as a result of the feedback results 
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- Hear each story and share them with our staff. 

• Involve our consumers in meaningful ways to ensure we work together. We will achieve this by: 

- Asking our consumers to help us, and by developing a register of consumers who are interested in 
joining with us. 

- Provide training for these consumers, to help them feel comfortable in their consultative roles.  

- Involve our consumers in training our staff, by sharing their stories.  

- Form working groups with consumers, to ensure involvement with new projects.  

- Invite consumers to sit on committees within the NWHHS, to provide a consumer’s opinion. To ensure we 
include all our consumers, we will provide video or teleconference facilities for consumers in remote 
areas to enable them to participate. 

Objective 2 - Patient Centred Care 

Our patients are at the centre of what we do. To fulfil this objective, we will: 

• Always put the patient first and strive to partner with them during every step of their journey with us. 

• Share information with patients and families to enable our consumers to participate in their care and to help them 
make decisions about their treatment options 

• Be respectful of the patient and their family or carer’s needs, values and preferences 

• Make sure that the care we provide fits with each consumer’s preferences, and where possible, we will provide 
options for different care pathways, and we will support our consumers to choose the best path for their needs 

• Support our staff to partner with our patients throughout the patient’s journey by providing appropriate training  

- Our staff training will be centred on the patient experience. Staff training programs will involve consumers 
and their families and carers, so we can make sure our staff hear their stories and understand what it is 
like to be a patient in NWHHS. 

- Staff training will also make sure that the language we use, and the way we speak to our patients, is 
clear, simple and respectful. 

Objective 3 - Increase our consumers’ health literacy and empower them to take ownership of 
their own healthcare journey 

To fulfil this objective, we will: 

• Provide culturally appropriate patient information material, which will be reviewed by consumers 

• Educate our staff on patient centred care philosophies, to ensure that we communicate appropriately with our 
consumers and that they fully understand  

• Plan care with our patients and their families, in accordance with their wishes and preferences 

• Involve consumers in every aspect of our business, and provide information about this engagement to the wider 
community 



   

 

7 

• Ensure we share knowledge with Aboriginal and Torres Strait Islander people, and those from culturally diverse 
backgrounds, in a way acceptable to them, and provide each with culturally appropriate care strategies 

• Support our consumers to make choices, and respect those choices 

Objective 4 - Build trust, respect and understanding of expectations with our consumers, our 
communities and other health providers and health services 

To provide excellent patient centred care, we need to make sure that we partner with our consumers and other service 
providers to help us plan and evaluate the services that we provide. To do this, we will: 

• Involve our consumers in future service planning and service redesign initiatives 

• Involve consumers in the evaluation of clinical incident data and consumer feedback data, to inform quality 
activities and future service provision 

• Keep our consumers and communities informed of local issues and developments in our service delivery to 
ensure our communities have confidence in the service we provide 

• Prioritise and support improvements based on patient experience 

Levels of engagement 
To ensure that we meet the objectives outlined in this framework, and our strategic goals, NWHHS will engage with our 
consumers in many ways throughout the organisation. 

Consumer Advisory Teams 
We will regularly ask for local people to join our Consumer Advisory Groups and Networks through the NWHHS 
Facebook page, local community communication networks and through publicity in the local paper. Depending upon a 
consumer’s level of interest and level of commitment, we may ask for consumers to provide a one-off opinion on a 
document, or consumers may have longer term involvement with a committee or working group. 

Additional selection requirements may be needed, depending upon the level or type of engagement. Consumers may be 
asked to sign a confidentiality agreement and for those consumers who wish to be involved in the ward environment, 
there may be a requirement for police checks and provision of a vaccination history, for the protection of both patient and 
consumer. 

Consumers may be involved in any or all of the following levels. 

Individual level 
• We will involve all our patients, their family and carers in decisions about their health care and treatment plans 

while we are providing services to them 

• We will ask our consumers to give us feedback about the experience that they have had with our service through 
“have your say” forms and patient satisfaction surveys 

Facility or unit level 
• Our staff will engage with consumers and communities at each ward and facility, to make sure the voice of the 

consumer is heard at a local level.  

• We will involve our consumers in evaluating the care we provide and will include them in the design and planning 
of future services. This may be through patient experience surveys, focus groups or asking consumers their 
opinion about the patient information we provide 
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Hospital and Health Service level 
• We will invite interested consumers to sit on committees, working parties and to attend meetings which deal with 

the governance of our health service.  

• These committees may be involved with planning future services, evaluating our current healthcare provision or 
may be designed to oversee the safety of the care we provide. 

• This level of engagement will also include sharing patients’ stories. We will invite patients to our staff training 
programs to share their stories, to make sure our staff understand the patients’ personal experience. 

Board Level 
• Consumer representatives will sit on Board committees to provide their unique experience and knowledge to 

these high-level committees within the organisation.  

• The NWHHS Board will be advised of all consumer engagement and patient experience activity through regular 
reporting 

State and National level 
• Our consumers may have the opportunity to become involved in State-wide networks and to provide advice to 

National consumer engagement bodies. 

NWHHS will provide training and support to any consumers who agree to help us on any of these levels. This training 
may take the form of one on one coaching and debriefing, attendance at orientation training at the local hospital or on-line 
training packages. 

Success factors 

The success of our consumer engagement depends upon many things. To ensure that we ask, listen, involve and 
empower our consumers, it is essential that NWHHS: 

• Is open and transparent about our performance and processes. 

• Engages with our consumers from the Board and Executive level to our front-line staff throughout. 

• Encourages staff to reach out to those consumers who do not, or are unable to engage with us, and help them to 
tell their stories and become involved 

• Makes sure that all staff are aware that asking, listening and involving our consumers is an on-going process, and 
that it should become embedded in their everyday practice 

• Ensures that the people who work for us can build trust and deliver people centred care. We will support and train 
them to do this 

• Shares knowledge and partners with other service providers to learn more about and from each other to deliver 
excellent services. 

  



   

 

9 

Engagement of Consumers 

NWHHS will run awareness campaigns asking for interested consumers to join our Consumer Engagement Team.  In 
addition to this we will target locally established communication networks for interested consumers who may like to join 
our team. 

Contact details of the Patient Liaison Officer and/or the Manager Public Relations will be provided as a point of contact if 
consumers require more information. 

The generic NWHHS Patient Liaison email account will also be provided to potential consumers to deliver additional 
background information. 

To be eligible to participate, consumers must be: 

• Over 18 years of age 

• Willing to sign a confidentiality agreement to protect sensitive information that they may receive 

Potential consumers will be invited to provide some background details about themselves and how they would like to 
become involved. The Manager Public Relations will then compile a register of potential consumers and will invite them to 
become involved at the level of their choice.  

Consumers will then be invited to attend an orientation session, where they will be provided with information about 
consumer engagement and a NWHHS Consumer Handbook, which provides details about expectations of the role, 
remuneration and confidentiality requirements. 

Staff throughout NWHHS will be able to use the register of consumers for any consumer engagement activity, and details 
of all activities will be centrally monitored and reported. 

Consumers will be advised that their personal details will be added to this register. The information provided will remain 
confidential and will only be used by NWHHS for the purposes of consumer engagement activities. 

Consumers may accept or decline any offer to participate in consumer engagement activities and may have their details 
removed from the register at any time. 

Reimbursement 

NWHHS will generally provide any out of pocket expenses that consumers may incur when they are involved in activities. 
These include: 

• Travel to and from meetings or activities, on a flat rate per kilometre,  

• Taxi fares 

Refreshments will normally be provided if consumers are required to attend any of our facilities to take part in 
engagement activities. 

Additional reimbursement may be offered, depending upon the level and nature of the engagement activity. 
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Legislative or other authority 

Type 
 

Title 

Legislation 
• The Hospital and Health Boards Act 2011 (Qld) 

• The Hospital and Health Boards Regulation 2012 (Qld) 

Other Authority 

 
• The Health of Queenslanders 2020  

        

 Supporting documents 

Type Title 

Protocols, Procedures 
and/or Guidelines • NWHHS Consumer Engagement Strategy 2019 – 2021 

https://qheps.health.qld.gov.au/__data/assets/pdf_file/0021/2410347/20190816-
Consumer-Engagement-Strategy_.pdf  

• NW0540-V5-12.21 Procedure for the Appointment of Consumer 
Representatives Retrieved 29 September 2021 from 
https://healthqld.sharepoint.com/:b:/t/NWHHS-PPP/ERFVxTGwI1VKrMtc6J-
C8NQBR5wapPj3Ni9_J5VafzAg2Q?e=seOkzy  

• NW0804-V1-09/21 Procedure for Engaging Consumers in Healthcare Planning, 
Design and Review. Retrieved 29 September 2021 from 
https://healthqld.sharepoint.com/:b:/t/NWHHS-
PPP/ETGFXvexzzxFiA0rV9BPdygBkvxON1vmeqU8uKuclQO-aQ?e=KENdNR  

• Australian Commission on Safety and Quality in Healthcare (ACSQHC). 2019. 
Partnering with Consumers Standard. QCSQHC). Sydney. Retrieved 29 
September 2021 from https://www.safetyandquality.gov.au/standards/nsqhs-
standards/partnering-consumers-standard 

Related documents 
• Community and Consumer Advisory Group Terms of Reference 

https://qheps.health.qld.gov.au/__data/assets/pdf_file/0027/2422872/TOR.pdf 

 

 
  

https://www.legislation.qld.gov.au/view/html/inforce/current/act-2011-032
https://www.legislation.qld.gov.au/view/pdf/inforce/2013-05-10/sl-2012-0024
https://www.health.qld.gov.au/__data/assets/pdf_file/0019/1011286/cho-report-2020-full.pdf
https://qheps.health.qld.gov.au/__data/assets/pdf_file/0021/2410347/20190816-Consumer-Engagement-Strategy_.pdf
https://qheps.health.qld.gov.au/__data/assets/pdf_file/0021/2410347/20190816-Consumer-Engagement-Strategy_.pdf
https://healthqld.sharepoint.com/:b:/t/NWHHS-PPP/ERFVxTGwI1VKrMtc6J-C8NQBR5wapPj3Ni9_J5VafzAg2Q?e=seOkzy
https://healthqld.sharepoint.com/:b:/t/NWHHS-PPP/ERFVxTGwI1VKrMtc6J-C8NQBR5wapPj3Ni9_J5VafzAg2Q?e=seOkzy
https://healthqld.sharepoint.com/:b:/t/NWHHS-PPP/ETGFXvexzzxFiA0rV9BPdygBkvxON1vmeqU8uKuclQO-aQ?e=KENdNR
https://healthqld.sharepoint.com/:b:/t/NWHHS-PPP/ETGFXvexzzxFiA0rV9BPdygBkvxON1vmeqU8uKuclQO-aQ?e=KENdNR
https://www.safetyandquality.gov.au/standards/nsqhs-standards/partnering-consumers-standard
https://www.safetyandquality.gov.au/standards/nsqhs-standards/partnering-consumers-standard
https://qheps.health.qld.gov.au/__data/assets/pdf_file/0027/2422872/TOR.pdf
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Audit Strategy 

Level of risk Low 

Audit strategy The Manager Public Relations, will keep a record of the Consumer and Community 
Engagement Activity Report and record the activity in the Engagement Register. 
Review of reporting and register data 

Audit tool Audit of Community Engagement Register 

Audit date Annual 

Audit responsibility NWHHS Clinical Governance Unit 

Key elements / 
indicators / outcomes 

Action plans are developed from engagement activity 
Feedback is provided to staff and consumers 

Document Communication and Implementation Plan 

Action Responsible Position 

Identify the target group: Consumers and potential consumers  
Manager Public Relations  
 Provide a time-line for communication and implementation milestones 

Identify method of communication 

List education and training available to support implementation  

Identify frequency of communication 
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Approval 
Document Custodian   Manager Public Relations 
Responsible Executive Team Member   Executive Director Aboriginal and Torres Strait Islander Health 
Approving Officer   North West Hospital and Health Service Chief Executive 
Signature      On File   
Approval date:   
Effective from:   
Relationship to NSQHS 2nd Edition Standards   
Standard 1 Clinical Governance   
Standard 2 Partnering with Consumers 
 

Revision History 

Version 
No. 

Custodian 
(created/modified 
by) 

Endorsing 
Officer/Committee 

Authorising 
Approval 

1.0 Manager Public 
Relations 

Executive Director Nursing, 
Midwifery and Clinical 
Governance / Clinical 
Governance Committee 

North West Hospital and 
Health Service Chief 
Executive  

References and Suggested Reading 
• Australian Commission on Safety and Quality in Healthcare (ACSQHC). 2019. Partnering with Consumers 

Standard. QCSQHC). Sydney. Retrieved 29 September 2021 from 
https://www.safetyandquality.gov.au/standards/nsqhs-standards/partnering-consumers-standard 

• Health Consumers Queensland, Consumer and Community Engagement Framework http://www.hcq.org.au/our-
work/framework/ 
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