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System
Level

Process

Individual
Consumers (and their families
and/or carers) are partners in
their own health care,
support, treatment, and selfmanagement.

Service / Program

Organisation

Health Network

Consumers and carers are partners
in service delivery, design,
evaluation and improvement to
ensure services meet local needs.

Consumers and carers partner
with WACHS to influence and
inform WACHS-wide
governance, policy, and reform.

WACHS partners with other health
services, providers, and
stakeholders to engage with
consumers and address gaps in
service delivery.

Service Planning and Design

Service Delivery

Service Monitoring and Evaluation

Engagement spectrum
and promise

Partnership with consumers at each level and process above may occur at any or many stages
along the consumer engagement spectrum below:

Principles

INFORM

CONSULT

INVOLVE

One-way exchange

Two-way exchange

We will keep
you informed about
the things that are
important to you and
your health
knowledge.

We will seek your opinion
and feedback to ensure
your needs and views are
heard and understood,
and keep you informed of
the outcome.

Input into decisionmaking

Shared
decision-making

Ownership of
decision-making

We will invite you to be
involved in our decisionmaking processes to
provide your perspective
and input.

Work with you as equal
partners to develop
solutions and include
your advice and views in
decision-making as
much as possible.

We will
implement what
you decide.

RESPECT

|

INCLUSIVE

Values

Community

Enablers

Organisational Capacity
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Consumer and Carer Engagement Policy
1.

Policy Statement
Consumer and carer engagement is fundamental to achieving service improvement
and reform that places consumer health needs central to the core business and
values of the WA Country Health Service (WACHS).
All people have the right and duty to participate individually and collectively in the
planning and implementation of their health care 1. Engagement with consumers and
carers can improve individual health outcomes and improve service safety and
quality for the wider community2.
The WACHS is to ensure that consumers and carers are included and supported to
participate in our health service and care planning, design, delivery and evaluation
across our organisation: from supporting consumers to make informed decisions and
manage their own health care, to seeking out and learning from the experiences of
consumers and carers to improve the safety, quality, and efficiency of our services.

2.

Purpose
The purpose of this policy is to:
• achieve consistency in consumer and carer engagement across WACHS, guided
by our values, current best practice, and commitment to continuously improve our
relationships with consumers and carers
• facilitate a high level of consumer and carer engagement and positive experience
of health care
• ensure consumers and carers are encouraged and supported to participate in
health service activities and processes where decisions will impact on them
• define health service leadership and staff responsibilities for consumer and carer
engagement
• support compliance with accreditation and legislative requirements, i.e. the
National Safety & Quality Health Service Standards (in particular Standard 2:
Partnering with Consumers), National Standards for Mental Health Services,
Residential Aged Care Accreditation Standards, the WA Disability Services Act
1993, and the WA Carers Recognition Act 2004.

1

Declaration of Alma-Ata, World Health Organisation, 1978

2

Standard 2 Partnering with Consumers Safety & Quality Improvement Guide, 2012. Pg 6. Australian
Commission on Safety & Quality in Health Care.
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3.

Scope
All WACHS staff who plan, provide, and evaluate health care services on behalf of
WACHS are required to follow the principles and approaches described in this policy.

4.

WACHS Engagement Framework
The WACHS Consumer and Carer Engagement Framework demonstrates how
engagement can occur in many ways, formally and informally, on different levels
across our organisation, as part of WACHS strategic and operational processes.
The Framework consists of five integrated elements:
1.
2.
3.
4.
5.

WACHS System Levels
WACHS Processes
Consumer Engagement Spectrum
Engagement Principles
WACHS Values

Engagement approaches may vary across WACHS regions and districts to suit local
needs and populations, but will all adhere to the Principles and Values outlined in this
policy.
Consumers may be current, active users of health services, their families and carers,
community members and community groups (who may be past, present, or future
service users), and/or consumer and carer advocacy and advisory groups such as
the WACHS District Health Advisory Councils (DHACs).
4.1 WACHS System Levels
Consumer and carer engagement is to occur at four different levels across the
WACHS system as outlined below:
Level of
Engagement

Where the
engagement occurs

Explanation

INDIVIDUAL

Individual health care
and well-being

Consumers (and their families and/or
carers) are engaged as partners in
their own health care, support, and
treatment, and care planning.

PROGRAM /

Service planning and
delivery
Program planning and
delivery
Facility planning and
delivery

Consumers and carers are engaged
in clinical service and infrastructure
design, planning and evaluation to
ensure services meet local needs.

SERVICE
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Page 3 of 13

Date Next Review: March 2022

WACHS Consumer and Carer Engagement Policy

Level of
Engagement

Where the
engagement occurs

ORGANISATION Whole-of WACHS
organisation

HEALTH
NETWORK

Health service
networks, key
community groups and
other key stakeholders
(i.e. Local Government,
Primary Health
Networks, NonGovernment and
private providers, etc.).

Explanation
Active consumers, carers, consumer
and carer representatives and
community members are engaged by
WACHS to influence and inform
WACHS governance, policy, and
reform.
WACHS works in partnership with key
government agencies, community
groups, non-government and private
providers, and other health
support/service stakeholders to
engage with consumers, carers, and
communities and address gaps in
service delivery.

4.2 WACHS Processes
The WACHS is to engage consumers and carers in the following organisational
processes:
Service Planning and Design
• Priority setting and resource allocation
• Clinical service planning, design, and improvement
• Infrastructure and facility design
• Information and publications design
• Program and service planning and design
• Individual health care and self-management decision-making and planning
• Implementation of quality improvement activities relating to service and care
delivery processes, based on evidence and consumer feedback
• Development, design, and delivery of workforce training
• Monitoring WACHS service performance against national and state benchmarks
• Evaluating our programs and services
• Evaluation of consumer experience data and feedback (compliments and
complaints)
Service Delivery
Service Monitoring and Evaluation
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4.3 Consumer Engagement Spectrum
WACHS recognises that consumers and carers can be engaged in a variety of ways
with varying levels of participation and influence in our organisation.
Differences in participation and influence occur along the International Association for
Public Participation (IAP2) Spectrum 3. The range expands from informing consumers
and carers, to fully empowering them with decision making responsibility as outlined
below:
Inform
WACHS provides information to consumers and carers about health services and
decisions to support consumer knowledge, understanding, decision-making skills,
and engagement.
Consult
The WACHS consults with consumers to gain knowledge and an understanding of
consumers, carers, and community perspectives on particular issues, and ‘lived’
experiences of health system policies, programs, and services.
Consultation provides consumers and carers with an opportunity to share views,
needs, interests and aspirations from their perspective. The WACHS uses
consultation to inform agency decision-making, enhance policies and services and
increase acceptance of a decision or initiative.
Involve
The WACHS involves consumers and carers in decision-making processes involving
planning, delivery and evaluation of services, programs and policies.
Consumers and carers jointly own the processes and outcomes. This may occur on
an ongoing basis on a single issue, or on a range of issue or policy matters.
Collaborate
The WACHS works together with consumers and carers and other stakeholders to
develop solutions and initiatives; decisions are made within specified guidelines
(sometimes referred to as ‘co-creating’ the solution or initiative).
Empower
The WACHS empowers consumers and carers to make decisions within specified
scope and guidelines and the decisions are implemented.
4.4

WACHS Engagement Principles

To ensure that engagement activities are effective and meaningful for consumers,
carers and services, all WACHS engagement activities are to be planned and
implemented according to the following key principles:

3

International Association of Public Participation, IAP2 Public Participation Spectrum
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Respect
The WACHS values, listens, and responds to the knowledge, skills, experience,
preferences and needs of consumers, their families, and carers.
Inclusive
The WACHS engages with all consumers and carers in its diverse range of
communities, particularly individuals and groups that are at risk or are experiencing
challenges to accessing services. This may include Aboriginal 4 people, people with a
disability, older adults, young people, people with a mental illness, and people from
culturally and linguistically diverse backgrounds.
Accessible
The WACHS engages with its consumers and carers in ways which meet the needs
and health literacy of those individuals and groups, ensuring the accessibility of
engagement activities, information, events, and processes.
Rights-based
The WACHS empowers consumers and carers to participate in and influence
decision-making about their health and wellbeing and the improvement of safety and
quality of health care at the level they choose, as outlined in the Australian Charter of
Healthcare Rights and the WA Public Patients’ Hospital Charter.
Informed
The WACHS provides consumers and carers with complete, timely, and accurate
information about services, processes and rights. This includes the purpose, roles,
process and outcomes of engagement, and ensure that people have access to the
information they need to participate meaningfully throughout the engagement process.
Supportive
The WACHS provides consumers and carers with the support they need to engage
meaningfully with the health service, whatever their level of participation or
engagement. The WACHS supports its staff to develop their skills and knowledge in
consumer and carer engagement based on best practice.
4.5 WACHS Values
In addition to our engagement principles, our organisational values underpin our
everyday actions and engagement with consumers and carers.
Community: making a difference through teamwork, cooperation, a ‘can do’ attitude,
and country hospitality.
Compassion: listening and caring with empathy, respect, courtesy and kindness.
Quality: creating a quality health care experience for every consumer, continual
improvement, innovation and learning.
Integrity: accountability, honesty and professional, ethical conduct in all that we do.
Justice: valuing diversity, achieving health equality and equity, cultural respect and a
fair share for all.
4

Within Western Australia, the term Aboriginal is used in preference to Aboriginal and Torres Strait Islander, in recognition that
Aboriginal people are the original inhabitants of Western Australia. No disrespect is intended to our Torres Strait Islander colleagues
and community.
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4.6 Enablers
The WACHS recognises that the cultural change needed to embed effective and
meaningful consumer engagement across all levels of the organisation requires
investment in the following three enabling elements:
Organisational Capacity
• Visible leadership and prioritisation of engagement by the WACHS Board and
Executive
• Provision of relevant consumer and carer engagement training and education to
clinical and non-clinical staff
• Availability and accessibility of resources to implement engagement activities.
Partnerships and Integration
• Embedding engagement into existing practice and processes
• Cross-disciplinary collaboration and partnership between health care teams within
WACHS, external health and other service providers, and community groups
Consumer, Carer, and Community Capacity
In partnership with peak organisations such as Carers WA, Health Consumers
Council WA, and Consumers of Mental Health WA:
• Provision of relevant engagement training and education to consumers and carers
to support their engagement roles
• Effective promotion of engagement opportunities to consumers and carers.

Date of Last Review: March 2017
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Implementation
The WACHS Consumer and Carer Engagement Policy is implemented via a WACHS-wide
WACHS Consumer and Carer Engagement Plan. Individual Regional and Program Area
engagement plans are to be developed with reference to the WACHS Plan and be
reflective of this policy.
Partnerships with consumers and carers are to continue to be sought and strengthened at
several levels across WACHS, the health sector, and the community to implement
Engagement Plans, as demonstrated in the diagram below:

These partnerships are explained in more detail in the table on the following page.
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A consumer and carer representative is a member of
the WACHS Board and the Board meets with DHAC
Chairs at scheduled Regional Engagement Meetings.
The Board and WACHS Executive attend the annual
DHAC Chairs Forum, and receive annual reports from
DHACs.

WACHS Service and Program
Areas

All WACHS Service and Program Areas will have an
Engagement Plan which details how they will engage
with consumers and carers to inform their priority
setting, program development, service delivery, design
and evaluation.

WACHS Regions

Each WACHS Region will have a Regional Engagement
Plan which details how the region’s acute and primary
health services will engage and partner with consumers
and carers.

District / Local health service
sites

Individual health service sites engage with local
consumers, carers, community members, community
groups, DHACs, and other consumer groups and
volunteers.

Statewide and Regional
Networks

WACHS partners with statewide and regional services
and community networks such as WA Country Primary
Health Network, Aboriginal Health Planning Forums,
Local Government, WA Health Networks, Health
Consumers Council WA, Carers WA, other health
service providers and key government agencies to
engage with consumers and carers and address gaps in
service delivery.

Consumers

WACHS Board and Executive

Active service users

Current health service clients, patients, and target
audiences.

Carers and families

The families and carers of active service users.

Community members

Past and potential users of health services.

Community groups

Local Health Advisory Groups (LHAGs), Hospital User
Groups (HUGs), Mental Health or Aboriginal Consumer
Advisory Groups (CAGs), volunteer and patient support
groups.

District Health Advisory 21 DHACs and the DHAC Chairpersons Network:
Councils (DHACs)
formally appointed to represent their district’s consumer
views and issues at local, regional, and WACHS-wide
levels.
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5.

Roles and Responsibilities
Consumer and carer engagement is a shared responsibility across the whole
organisation.

The WACHS Board and Executive are to:
• prioritise consumer and carer engagement as part of WACHS strategic directions
and the development of organisational culture
• demonstrate and promote the engagement principles of this policy
• ensure that governance structures and processes to support consumer
engagement across the organisation are developed, implemented, and reviewed.
• ensure that resources are available in support of consumer engagement
• use consumer and carer feedback and clinical care outcomes to inform strategic
planning and service development decision-making
• determine standards for consumer and carer representation on WACHS-wide
governance committees and groups.

WACHS Regional Directors, Area Directors and Program Managers are to:
• be responsible for the development and implementation of Engagement Plans for
their region, area or program
• ensure engagement occurs across their region, area or program in accordance
with this policy
• demonstrate and promote the engagement principles of this policy
• ensure that operational structures and processes to support consumer
engagement across the organisation are developed, implemented, and reviewed.
• report on engagement activities as per the requirements of this policy
• allocate appropriate support and resources to implement effective consumer and
carer engagement processes in the WACHS region or program area
• engage with and support the role of the DHACs.

WACHS Chief Operating Officer Strategy and Reform is to:
• establish, maintain, and review the WACHS Consumer and Carer Engagement
Policy and associated WACHS-wide processes
• oversee the development of and reporting on the implementation of the WACHS
Consumer and Carer Engagement Plan
• provide advice to WACHS in response to specific queries about consumer and
carer engagement-related policy, accreditation and legislative requirements
• coordinate timely reporting of WACHS-wide consumer and carer engagement
information to external bodies
• develop and undertake WACHS-wide consumer and carer engagement projects in
collaboration with other WACHS service areas and the Department of Health.

Date of Last Review: March 2017
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Regional Executives are to:
• promote and implement this policy within their teams and ensure they operate in
accordance with its principles and processes
• support their teams and staff to build their engagement skills and capacity
• actively enhance an engagement culture by supporting, contributing to and
reporting on consumer and carer engagement activities
• develop and maintain their skills and knowledge about best practice in consumer
and carer engagement.
All Clinical and Non-Clinical WACHS Staff are to:
• follow the principles and aims of this policy
• actively enhance an engagement culture by supporting, contributing to and
reporting on consumer and carer engagement activities, as relevant to their role
• support consumers and carers to participate in ways that they choose
• develop and maintain their own skills and knowledge about best practice in
consumer and carer engagement, relevant to their role.

6.

Monitoring and Compliance
Performance Indicators:
• Successful accreditation against the consumer and carer engagement-related
criteria of the NSQHS Standards, National Mental Health Standards, Aged Care
Standards by all WACHS regions.
• Successful accreditation against the consumer and carer engagement-related
EQuIP National Corporate Standards by WACHS Central Office.
• Annual WACHS Disability Access and Inclusion Plan Progress Report and
WACHS Carers Recognition Act 2004 compliance report accepted by the
Disability Services Commission, WA Health, and the Carers Advisory Council.
• WACHS quarterly compliments and complaints data.
• WACHS annual Patient Experience Hospital Survey data.
• WACHS annual review of Patient Opinion feedback and responses.
Reporting
• The WACHS Board and Executive are to receive annual reports from the District
Health Advisory Councils on key consumer and carer issues and DHAC activities.
• Compliments and complaints, Patient Opinion, and Patient Experience Hospital
Survey data is to be provided to the WACHS Board and Executive via reporting
dashboards.
• Bi-annual yearly reporting on implementation of the WACHS Consumer and Carer
Engagement Plan to the WACHS Board and Executive, by the COO Strategy and
Reform.
• Annual reporting on the development and implementation of regional engagement
plans by Regional Directors to WACHS Executive.
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• WACHS regions are to provide evidence of compliance with this policy in their
region as part of their scheduled accreditation against the National Safety &
Quality Health Service Standards and the National Mental Health Standards.
• WACHS Central Office is to provide evidence of compliance with this policy as part
of their scheduled accreditation against the EQuIPNational Corporate Standards.
• WACHS regions and the Central Office are also to provide evidence of compliance
with this policy via annual Disability Access and Inclusion Plan progress reporting
and Carers Recognition Act 2004 compliance reporting.
Failure to comply with this policy may constitute a breach of the WA Health Code of
Conduct (Code). The Code is part of the Employment Policy Framework issued
pursuant to section 26 of the Health Services Act 2016 (HSA) and is binding on all
WACHS staff which for this purpose includes trainees, students, volunteers,
researchers, contractors for service (including all visiting health professionals and
agency staff) and persons delivering training or education within WACHS.
WACHS staff are reminded that compliance with all policies is mandatory.

7.

Standards
National Safety & Quality Health Service Standards
National Standards for Mental Health Services 2010
Residential Aged Care Accreditation Standards

8.

Legislation
WA Carers Recognition Act 2004
WA Disability Services Act 1993
WA Health and Disability Services (Complaints) Act 1995

9.

References
WA Aboriginal Health and Wellbeing Framework 2015-2030
Australian Charter of Health Care Rights
Charter of Mental Health Care Principles

10. Policy Resources
Resources to assist staff in implementing this Policy are available on the WACHS
Consumer Engagement intranet page.

11. Related Policy Documents
WACHS Implementation of Carers Recognition Act Policy
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12. Related WA Health Policies
WA Health Volunteer Policy (Operational Directive OD 0619/15)
WA Health Substantive Equality Policy (Operational Director OD 0634/15)
WA Health Open Disclosure Policy (Operational Directive OD 0592/15)
WA Health Complaints Management Policy (Operational Directive OD 0589/15)
WA Health Language Services Policy (Mandatory Policy MP0051/17)

13. WA Health Policy Framework
Clinical Governance, Safety and Quality Policy Framework.
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