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Today’s session

Topics we’ll cover

§ What is an engagement plan? (overview of template)

§ Stakeholder identification and mapping

§ Key messages/what feedback is being sought?

§ Methods and channels for communication

§ Communicating with key groups

§ Staying informed in your role
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The Role and Purpose of a Consumer Representative

▪ Protecting the interests of consumers, service users and potential service users

▪ Presenting how consumers may think and feel about certain issues

▪ Contributing consumer experiences

▪ Ensuring the committee recognises consumer concerns

▪ Reporting the activities of the committee to consumers

▪ Ensuring accountability to consumers

▪ Acting as a watchdog on issues affecting consumers

▪ Providing information about any relevant issues affecting consumers

Source: Consumer’s Health Forum of Australia
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What kind of 
engagement do you 
already do?
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• Email
• personal or informal catch-ups
• attending other events
• newsletter
• Surveys, polls
• Discussion with team members in my workplace
• email address
• meet with groups and either gather or disseminate 

information as and when required
• face to face focus groups
• online engagement group
• feedback forms online and in the clinic
• text message feedback
• Social Media, 
• Word of mouth
From registration form



Stakeholder 
engagement 
plan

▪ What is it?

▪ Why have one?

▪ What’s included?
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Stakeholder 
identification 
and mapping
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• Specific project

• Specific groups – based on local needs

Link to purpose and objective

• Who?

• Interests?

• Contribution?

• Any potential barriers?

Consider

• Could involve everyone on committee

• Be creative

Process
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Stakeholder 
identification 
and mapping

COPYRIGHT HEALTH CONSUMERS' COUNCIL WA 9

Exercise

Thinking about an activity from 
your committee or group…

•Who are some key 
community stakeholders?

•What are their interests?

•How might they contribute?

•What might get in the way?



Key messages
Consumer, carer, family and community rep roles:

• Consumer advocacy, communications and engagement

• Supporting safety and quality improvement 

• Consumer input into design, delivery and evaluation of sustainable health and social care 
services

• Supporting consumer health literacy 
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Consumer Advocacy and Communications
Overarching message examples:

• There are many ways for patients, carers, families and community 
members to be involved in health services – at an individual, 
service, site or community level

Other ideas

• Promotion about your group
• Member profiles – who’s involved?

• General communiques from meetings

• How to get involved?

• How to provide feedback

• Tell us what matters to you and your family and community?

• What is Patient Opinion and what involvement does your group have?

• Healthcare Rights – what are they? What do they mean in 
practice? What happens if you’ve had a problem?
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Supporting Safety and Quality Improvement
Overarching message example:

• Patients and families play an important role in safety and 
quality improvement – in their own care, and in the health 
service

Other ideas:

• What is safety and quality improvement – from a 
layperson’s perspective?

• How is our health service doing?
• Hand hygiene rates

• Use the publication of the annual report on patient safety as a 
reason to write an article in the local paper – tailored to your 
local service

• Talk about how your group is involved in reviewing or 
auditing the complaints in the service

• Talk about Patient Opinion – perhaps using an example if 
appropriate
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Consumer Input into Health Service Planning
Overarching message example:

• The health service would like to know about your health needs and issues so that they can 
provide the best possible services

Other ideas:

• What matters to you, your family, your community?
• When you have a long-term condition?

• When you’re in hospital?

• When you’re unwell?

• Hold community conversations or yarning circles with specific groups – go to them
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Supporting Consumer Health Literacy
Overarching message example:

• There are things you can do to improve your health outcomes when using health services

Other ideas:

• Choosing Wisely (see their Conversation Starter kit for ideas about how to have this 
conversation http://www.choosingwisely.org.au/resources/consumers/conversation-starter-
kit) 

• Question Builder from https://www.healthdirect.gov.au/question-builder

• Sharing resources from HCC’s page on self-advocacy resources 
https://www.hconc.org.au/consumer/being-involved-in-your-own-health/self-advocacy-
resources/
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Communication methods



Choose your technique to match your 
purpose

Interactive

One way

Lean Rich
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Communication depth

SMS

email

website 

online 
collaboration 
tools meetings

video 
conference 

telephone

intranet

social 
media

online 
consultation 
tools

reports

blogs

interviews

online 
interviews

webinars

social 
media

website 

Adapted from Change Management Practitioner Handbook 1.4 APMG

Town hall 
meetings

https://apmg-international.com/product/change-management
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From “You Matter: A 
guideline to support 
engagement with 
consumers, carers, 
communities and clinicians 
in health”
https://ww2.health.wa.go
v.au/~/media/Files/Corpor
ate/general%20documents
/health%20improvement/
PDF/You-Matter-
Guideline.pdf

https://ww2.health.wa.gov.au/~/media/Files/Corporate/general%20documents/health%20improvement/PDF/You-Matter-Guideline.pdf


Communication methods
Face to face

◦ Meetings –
formal/informal

◦ Team meetings
◦ Presentations

Online - collaboration
◦ Trello
◦ Asana
◦ Basecamp

Online - consultation
◦ GroupMap
◦ Bang the Table
◦ Loomio

Video conference and webinars

◦ Zoom

◦ Whatsapp

◦ Gotomeeting…

Websites, intranet, blog

Written

◦ Email – formal/informal

- SurveyMonkey

- CognitoForms

◦ Letters

◦ Reports – formal/informal
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‘Phone

◦ 1:1

◦ Teleconference

◦ SMS (for deaf or hard of 
hearing people)

Social media

◦ Facebook

◦ LinkedIn

◦ Instagram

◦ Mighty Networks

http://www.trello.com/
http://www.asana.com/
http://www.basecamp.com/
http://www.groupmap.com/
http://www.bangthetable.com/
http://www.loomio.com/
http://zoom.us/
https://www.whatsapp.com/
http://www.gotomeeting.com/
http://www.surveymonkey.com/
http://www.cognitoforms.com/
http://www.mightynetworks.com/


HCC channels you can use
• Monthly e-news

• Quarterly Health Matters

• Blog on HCC website

• HCC on social media
• HCC Facebook page (1800 followers) https://www.facebook.com/hconcwa/
• HCC Facebook groups for specific groups of people

• Source – Connect, Learn, Share – for consumer, carer, community, family reps https://www.facebook.com/groups/hccsource/

• Partners in Change – Obesity Collective – people interested in overweight and obesity https://www.facebook.com/groups/248123835784261

• Maternity Consultation WA – people interested in maternity services https://www.facebook.com/groups/WAMaternity/

• Other HCC mailing lists
• Reading list
• Consumer reps
• Cancer
• Medical research
• Obesity and weight management 
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Exercise
Thinking about people or groups that you need to engage 
with…

• What are the key messages for this group?

• What are some ways you can communicate with them?

• Are there any new ways you could try?
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Communicating with key groups
• Aboriginal people

• People from culturally and linguistically diverse communities

• People with disability
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Your 
network

Public 
Meetings / 

Forums

Current Affairs 
(Media) 

Non – Govt 
Organisations

Family / 
Friends

Social Media

Health 
Consumers’ 

Council 

Web page

Email address

Gaining 
consumer input 
and staying up 
to date
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How to get involved/keep interested

• Join the Health Consumers’ Council – it’s free! Regular e-news –
www.hconc.org.au

• Join the Health Engagement Network – Community of Practice –
www.healthengagement.org.au

• Sign up to The Beryl Institute, founder of the Patient Experience 
Week movement www.theberylinstitute.org

• Check out Patient Opinion www.patientopinion.org.au
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