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Consumers and the community actively contributing to their
healthcare and the safety and quality of health services

CONSUMER CENTRED CARE
AND
CONSUMER ENGAGEMENT





















The Australian Charter of
Healthcare Rights

http://www.safetyandquality.gov.au/acsghc program/australian-charter-of-healthcare-rights/



http://www.safetyandquality.gov.au/acsqhc_program/australian-charter-of-healthcare-rights/

CONSUMER-CENTRED CARE Is:

m gccessible, safe and responsive

® informed, active decision
making

m coordinated care

m inclusive of the patient’s
support network

» mutually respectful partnerships



When it come to Consumer-Centred Care,
consumers’ priorities are:

mRight care, right time, right place
mUs at the centre

mTimely access

m Continuity of carer

mCare in the community
mTravel support

mEvidence based information
m|nformed decision making



Consumer-Centred Care meets th
universal needs:

m\\Vell-Being
B0 Matter
mFreedom
mConnection



Why patient- centred care?

Research increasingly suggests that, not only is patient-centred
care the right thing to do, it is associated with better health
outcomes. Health services with high patient centricity are
associated with reduced mortality and infection rates, reduced
cost of care, decreased length of stay, and fewer readmissions,
adverse incidents and complaints leading to litigation. The case
for patient-centred care is compelling.

From QH Centre for Healthcare Improvement’s report:

“Patient safety: from learning to action 2012. Fifth Queensland Health

report on clinical incidents and sentinel events in the Queensland public
health system 2009-10 and 2010-11".



What is needed to support consumers
to get safe, quality care?

m Culture

® Openness

® Informed decision making
® |ndividualised care

m Consumer advocacy



HCQ’s Toolkit




Getting the Healthcare you need.




CONSUMER ENGAGEMENT

Consumer engagement informs broader
community engagement. Health

consumers actively participate in
their own healthcare and in
health policy, planning, service

delivery and evaluation at service
and agency levels.






p. 12, Health Consumers Queensland’s Consumer & Community Engagement Framework



Principles

Participation
Person-centered
Accessible and inclusive
Partnership

Diversity

Mutual respect and value
Support

Influence

© 0 N o b~k WD

Continuous improvement

p. 13-14, Health Consumers Queensland’s Consumer & Community Engagement Framework



p. 14, Health Consumers Queensland’s Consumer & Community Engagement Framework



p. 15, Health Consumers Queensland’s Consumer & Community Engagement Framework



p. 17, Health Consumers Queensland’s Consumer & Community Engagement Framework



Australian Commission on Safety &
Quality in Healthcare (ACSQHC)

National Safety and Quality
Health Service Standards

http://www.safetyandquality.gov.au



http://www.safetyandquality.gov.au




Barriers to effective
consumer engagement




What are the enablers for effective
consumer engagement?

® \Valuing of consumer voices
m Shared vision

= Committed action

m Effective communication

® | ong term relationships



Consumer engagement:
iInNformation and supports

http://hcq.org.au/consumer-representatives-program-consumers/

www.chf.org.au/ http://www.safetyandquality.gov.au/



http://hcq.org.au/consumer-representatives-program-consumers/
http://www.chf.org.au/
http://www.safetyandquality.gov.au/

Your voice i health.
ealth Consumers Queenslanc

www.hcqg.org.au

Melissa Fox, Coordinator, Health Consumers Queensland

1/25 Mary St, Brisbane Q 4000 | PO Box 15525, City East Q 4002
Ph: 07 33162917 (direct line) | Mob: 0404 88 2716

Em: info@hcqg.org.au

Facebook: https://www.facebook.com/healthconsumersqueensland



mailto:info@hcq.org.au
https://www.facebook.com/healthconsumersqueensland
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