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Presentation overview



• We use the term ‘consumer’ to refer to people, families, carers and 

communities who are current or potential users of health care 

services

• The term also includes people who choose to get involved in 

decision-making, health consumer representatives who provide 

advice on behalf of consumers

• Different health settings may use terms such as patients, persons 

and families, service users, carers, clients and residents

The term ‘consumer’ in our framework



.



Victoria needed a comprehensive framework for consumer 

participation in healthcare:

• To improve equity in treatment and care options

• To reduce healthcare variation in consumer participation, 

experience and outcomes

• To be more holistic and systemic – or ‘joined-up’ – in how 

equity and other issues and outcomes are addressed

• To ensure that equity is worked on collaboratively 

Why we needed a framework?



• The framework consists of five focus areas, where work could 

improve consumer experience and outcomes

• The framework applies to all Victorian public health services

• It is also relevant for funded health services (such as community 

health services, mental health community services, alcohol and 

drug services and public residential aged care services)

What is the framework?



The framework



The five domains        
at three levels

1. Direct care level

2. Service level

3. System level

To optimise the 
outcomes and impact



• A co-design approach to develop the framework

• We asked hundreds of people what was most important to the 

them and involved them in each phase of development

• For the first time, we employed a consumer lead as part of our 

work, to ensure consumer voices were central in our work, and 

a sector lead to keep us connected with health services

• This framework is the result – a collective product 

• Consumers as partners

How was the framework developed?



Co-design process

Partnering in 
healthcare

framework

Employed 
Consumer and 
Sector Leads at 

start 

Cochrane 
prioritisation  

review method  

Digital 
engagement 

strategy

680 surveys

3,000 comments

Prioritisation 
summit –

Consumer ratio 
of 2 to 1 

Stakeholders 
test and review 

Inaugural forum 
April

100 sponsored 
and 40 paid 
consumers





Partnering in healthcare forum

100 sponsored consumer places

40 paid consumer roles



Our useful publication

In each chapter:

• What consumers said

• What matters in practice

• Suggested priorities for the 

Department, Safer Care 

Victoria and health services

• What we heard from the 

consultations





1. Personalised and holistic

Five practical examples

• Promote and support the use of person-centred co-design as a method for 

improvement

• Support health services to recruit, develop and support consumer leaders

• Provide hospital staff training on person-centred care 

• Improve integrated and coordinated care between health and community 

services, to support better outcomes for people with chronic and complex needs

• Investigate the use of the Patient Activation Measure (PAM) to support 

consumers to engage in their healthcare



2. Working together

Five practical examples

• Support health service leaders to develop their skills through team-based learning

• Support clinician, consumer and family team meetings

• Increase participation of service users, providers and staff in the design and 

delivery of services, policy and legislation

• Support practical tools and strategies to improve collaboration and engagement 

among consumers, families and health professionals

• Ensure there are enough family/carer meetings with health professionals prior to 

discharge



3. Shared decision-making

Five practical examples

• Develop and implement a pilot to increase the use of consumer decision aids, 
decision coaching and question prompt lists in Victorian hospitals

• Increase consumer participation in the design and delivery of services, policy, 

planning, regulation and legislation

• Develop shared decision-making as a priority goal for consumers and health 

professionals

• Ensure that shared decision-making interventions are customised to meet the  

needs of specific groups and populations

• Include shared decision-making in position descriptions and performance appraisals





4. Equity and inclusion

Five practical examples

• Ensure accredited interpreters are provided when needed

• Provide cultural safety and cultural responsiveness training for staff

• Build diverse consumer representation at all levels, and value consumers, 

including through remuneration

• Investigate ways to benchmark equity, diversity and responsiveness

• Understand how social determinants of health impact people’s healthcare 

access, outcomes and experiences



5. Effective communication

Five practical examples

• Support Provide training for staff on health literacy (for example, Teach-back, 

Ask Me 3 and Asking the Right Questions Matter)

• Use a variety of materials that include visual, spoken and written approaches

• Roll out communication skills training for healthcare professionals, including 

clinical communication skills, and communication for person-centred care

• Use technology to communicate with consumers when that method is right

• Provide alternative pathways for consumers to escalate their concerns when 

they are worried



90% of public 

hospitals identified 

two domains to 

work on 







Self- assessment tool

Use the Partnering in healthcare self-

assessment tool to:

• identify your service’s current 

strengths and challenges against 

each domain and identify areas in 

need of improvement

• identify at least two domains and the 

priorities you will choose to focus on 

in the next 12 months

Complete the Partnering in healthcare 

statement of intent and send to us by 30 

June 2019. 





lidia.horvat@safercare.vic.gov.au

Our website and publication at:

https://www.bettersafercare.vic.gov.au/resources/tools/partnering-in-
healthcare

Let’s connect

mailto:lidia.horvat@safercare.vic.gov.au
https://www.bettersafercare.vic.gov.au/resources/tools/partnering-in-healthcare

