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Meet the WSLHD Consumer Council

From Left to right: Greg Long, Karen Walsh, Kathie Collins, Monica Mahy, Pam Johnstone, June Heinrich, Kathy and Evert Van Oeveren

The WSLHD Community and Consumer
Council is a key internal partnership. The
Council was established as a feedback and
feed-forward forum, promoting engagement
with the appointed WSLHD Community
Representatives and their individually
identified constituent communities. The
Council is a mechanism to ensure that
WSLHD Consumer Representatives learn
from and support each other to enrich their
role and contribution. It meets monthly and
has developed a robust structure to enable
appropriate governance .There are real
opportunities and benefits emerging from this
partnership with health consumers in Western
Sydney. The WSLHD Consumer Council has
demonstrated the strength and enthusiasm of
our local community, who are keen to work
with WSLHD to plan and deliver better health
services. The WSLHD Consumer Council is
driven by our own Consumer Representatives

and is the result of conversations we have
listened to across the LHD.
Consumer representatives work on a number
of portfolio areas depending on their interest.
They have been properly recruited as
contingent workers and have a Stafflink ID.
They agree and sign our Code of Conduct,
have reference checks, NCRC, 100pts ID and
undertake training. Currently there are 35
consumer representatives that have gone
through recruitment, and nine going through
the process. Another 16 are on a waiting list.
Consumers are offered training through
Health Consumers NSW and are oriented to
the position of “Consumer Representative”
through their monthly consumer council
meetings and mentoring with more
experienced reps. They also receive
mentoring provided by the Manager for
Consumer Engagement. A position
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description for consumer representative
can be found online.
“Portfolio” groups are opportunities to build
specialised capacity aligned with consumer
interest. These include:
Multicultural
health

Aboriginal
health

Older person
care

Integrated Care

Kids and
families

Communication /
presentation

Westmead
Redevelopment

Cancer care

Auburn hospital

Mental health

End of Life /
palliative
care

Preventative
health

The Consumer council is building capacity
through discussions and presentations about
opportunities to build new models for
healthcare that keep the person at the centre
of everything we do in Western Sydney Local
Health District. If you would like to meet the
members of the Council, please contact us.

From left to right: Coralie Wales, William
Bagatcholon

From left to right; Gary Armstrong, Marj Freeman,
Ken Freeman, Ajit Singh, Judith Lababedi

From left to right: Kittu Randhawa, Tony
Sonnaveld, Greg Long

Dr Kim Hill addresses the WSLHD Consumer Council third meeting (at head of table facing camera).
Members of the council around the table.
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Meet Kathie Collins OAM – WSLHD
Health Consumer
My background?
I retired in 2014 from the University of
Western Sydney where I worked in the UWS
Penrith Campus Ward Library. I worked
previously at the Labor Council of NSW and
Blacktown City Council Library and served 16
years as Councillor on Blacktown City Council
I have always been interested in living in a
healthy Blacktown City. To that end in the
early eighties I became a member of the
Blacktown Community Health Consumers
Committee which then led to leading the
Blacktown Healthy Cities campaign which was
eventually taken up by Blacktown City
Council. I am still a member of the Blacktown
Community Safety committee which is
currently working with WHO towards
accreditation for safe city status.
I have been a consumer rep for 2 years now
across the LHD. I am involved with Blacktown
Mt Druitt Hospitals’ Policy and the Procedure
and Pathways Committee, having previously
sat on the Planning Committee for Stage 2
proposal for BMDH. I am also involved with
the Westmead Patient Care Committee which
is the peak Health Care Quality committee for
Westmead Hospital.
*********************
I enjoyed my career and the community work
involved.
In the 1980s I was a Ministerial Appointment
as a Director of the Blacktown & District
Hospital Board, (1983 – 87) and Director of
Prospect Area Health Service in 1987. I was a
Governing Council Member of Western
Sydney Local Health District in 2011-2012.
There were a couple of other Ministerial
appointments in Education at that time. I was
on the Blacktown College of TAFE

Kathie Collins,
WSLHD Health Consumer Representative

Community Committee (1982 – 1988) and the
Board of Adult and Community Education.
I have worked for many years in other
community settings. I was the Patron and
Chairperson of the Cancer Council’s Western
Sydney Regional Advisory Council (20072011). I was the Chairperson of the Blacktown
Community Cancer Network (2008- 2014). I
am heavily involved in the Relay for Life.
*********************
I enjoyed my time as Councillor with the
Blacktown City Council (BCC) where I was
Deputy Mayor in 2010. I was BCC’s
representative on its Aboriginal and Torres
Strait Islander Sub Committee from 20042012 and a Board member of Western
Sydney Academy of Sport. I was involved as
a committee member Blacktown CBD
Committee, the Regional Homelessness
Committee and the Nepean Blacktown
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Regional Advisory Committee to Community
Relations Commission from 2011 to 2012. I
was the Chairperson of the BCC Access
Committee (2008-2012), the Chairperson
BCC Combined Historical Committee (2008 2012) and the State Members’ representative
on BCC Local Traffic Committee. I was
Deputy Chair of the BCC Sport and
Recreation Advisory Committee;
*********************
My qualifications?
Pastoral Formation (Institute for Mission,
Parramatta Catholic Diocese) 2013;
Introduction to Theology (Institute for Mission,
Parramatta Catholic Diocese) 2014; Bachelor
Applied Science Information Studies UTS
undertaken 1996-2001; Associate Diploma
Library Practice TAFE undertaken 1985-1987;
Associate Diplomas Industrial Law & Industrial
Relations UTS 1987
My affiliations?
Catholic Church; NSW Cancer Council;
WSLHD, Order of Australia Association; the
Labor Party; Life Member Blacktown St
Patrick’s Soccer Club; Life member Blacktown
Little Athletics.
How can I add value?
Being a consumer representative enables me
to represent the issues and views of friends,
relatives and community members who are

not able to articulate a problem they have
experienced. I put skills and knowledge to
good use in working with hospital personnel to
improve care and services for patients.
When am I available?
I can generally adjust schedules in order to be
available when required.
*********************
My thoughts about our health care
system?
Community members have valuable skills and
knowledge. They just need to be asked. Such
community members would be invaluable in
the many projects with which the hospital is
involved, offering alternatives to what has
been proposed. In a word, ‘prevention’.
Having a Government prepared to fund
preventative strategies and to consign to the
history books the statement, “our job is to cure
not to prevent”.
*********************
My favourite book?
Peter Fitzsimons Kokoda. I am reading his
other book First Victory
My favourite film?
Gone with the wind
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Meet Emma Clarke
Director Service Improvement
My background?
I am a registered nurse with a background
mostly in emergency. I have worked in various
roles in nursing from education to
management. I have been in the role of
service improvement for the last two years.
Another name for this is ‘innovation and
redesign’.
My desire for collaboration and excellence
was ignited by a project when I was a nurse. It
aimed to develop the ‘Urgent Care Centre’ at
Westmead hospital a couple of years ago. It
revolved around collaborating with others to
improve broken processes.
Then I enrolled in the NSW Agency for
Clinical Innovation (ACI) Centre for
Healthcare Innovation and Redesign where I
did ‘Redesign School’. This takes clinicians
out of their clinical environment and teaches
them skills in stakeholder engagement,
collaboration, diagnosing the problems and
working together to solve them. It is a nine
month program.
The role of the consumer in the project
enabled an understanding of the experience
of care - from the patient’s point of view. It
pointed to what worked well and what didn’t.
This understanding informed the way the
project team responded and came up with
solutions. Redesign school helped me learn
the value of working with our consumers in
partnership.
I then went back into the clinical world where I
took my new skills with me. In that world I felt
there wasn’t enough time to stand back and
look at a process, to reflect. We were in a
situation where we had to continually move
patients through the system and didn’t have

the time to use those skills. Reflection is built
into redesign methodology.
Emma Clarke

An opportunity presented itself and I became
acting manager for Innovation and Redesign
for the LHD. Later I became the Director of
Innovation and Redesign, and now I am called
Director of Service Improvement to help
people understand what it is that my role
does. In this role I support, coach and mentor
redesign teams across the LHD.
Across all my redesign projects to date the
major lessons learned are the value of
partnering with consumers to get the right
outcome, and the value of having a staff
member with appropriate authority who
‘sponsors’ the project to break down barriers
and open doors.
I work in a really cohesive and supportive
small team where we all hold the same
values. We want to support and facilitate
people and their projects to achieve
coordinated, transparent and connected care.
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Why? Because it reduces harm to the patient,
creates more consistent person centred
models of care and reduces waste and
duplication in the system.
It will be important for the Service
Improvement team to become highly visible
across the organisation so we can support
staff and projects aiming for excellence in
person centred care with robust processes.
We want to make sure health care isn't person
dependent.
The strength of a person lies in partnerships
and the ability to collaborate. As one person I
cannot change a lot but within a team we
have strength. It is about leveraging off other
people's strengths and experiences to create
great person centred care.
*********************
My thoughts about the key strengths and
opportunities in our health care system?
I think it is important to challenge the status
quo. There is always a better way to provide
care to our community which may challenge
some traditional views. We are in a world
where people demand information and
services NOW. That is a challenge for
healthcare. Consumers want better health/
and medical records in hospital connected
seamlessly with primary care. How can we
build the required infrastructure? We have
challenges with population growth and cultural
diversity. How do we continue to provide
services that customers want?

We can no longer think of health as a standalone system because other things in life
affect our health. How do we work with food,
transport, health and other entities to ensure
we maximise the social determinants of
health?
*********************
My values?
I am a country girl. To a degree it is true that
you can’t take the country out of the girl. I
have strong values around family and
community. I am driven personally and
professionally to continuously improve my
skills and knowledge to function in an ever
changing environment. I am undertaking a
Master’s degree in Health Service
Management and Planning. I get married in
November this year. I haven't thought about it
too much yet, as I have assignments due and
life is hectic!
I have a knack for finding lost people in
Western Sydney hospitals and walking them
to where they need to be …
“It’s about taking time to stop and look around
you rather than being totally consumed in your
own day and forgetting we are here to serve
the people around us”.
*********************
My favourite book
Tuesdays with Morrie by Mitch Albom

Joint health consumer think tank convened by Health Issues Victoria during October at the Children’s
Hospital Westmead. Consumers from WSLHD, Sydney Children’s Hospital Network, South West Sydney
Local Health District. The outcome will inform how the RACP engages with the broad Australian community.
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Meet William
Bagatcholon
WSLHD Health
Consumer
My background?
I am a carer of my older brother. He is 34
years of age and lives with schizophrenia and
acute ongoing depression. My brother has
been in and out of mental health hospitals. My
family didn’t receive any support until
someone referred us to an advocacy service
which really made a difference. My mother
raised us on her own when we were 10 and
11 when we moved here from the Philippines.
Over the years I have struggled with identity
conflict - being gay and a Christian. But my
family always needed me so I kept it to myself
and set my own issues aside, particularly
coming from a religious Christian background.
In my current role as a project officer for
Multicultural Disability Advocacy Association
of NSW (MDAA) I deal with young people
from a multicultural background 16 – 25 who
live with disability. I also assist with advocacy
and support planning for people with disability
to help them transition to the NDIS.
Earlier this year I won a grant from My Choice
Matters – NSW Consumer Development
Funds. It is to produce a film called ‘Being
Gay and Christian’. It is a short film
documentary looking at the lives of people
who are gay and Christian, and the barriers
that exist in dealing with conflict identity on
being a gay Christian. You can read a blog
about my film on the link below.
http://www.mychoicematters.org.au/blog/runprojects-update-being-gay-and-christian.html
My organisation is called Small Stone Media
Productions. Why “Small Stone”? Because my
name Bagatcholon means small stone in my
native language. I am looking to partner with
other organisations that may be willing to

invest in my projects. I hope to develop the
documentary ‘Being Gay and Christian’ into a
3 part TV series that looks at mental illness
(health and wellbeing) which often leads to
homelessness and suicide of LGBTI
community members, in particular youth.

William Bagatcholon

*********************
My networks?
Previously I was a committee member of
MDAA but I stepped down to take on my role
as a project officer. I now run and develop a
project for youth called Small Stone Project.
The project is run by and for young people
with disability. Small Stone Project has a
network of young people who are the advisory
committee of the project. Through the project I
have networked and partnered with the
Australian Human Rights Commission on the
National Inquiry on Employment
Discrimination of People with Disability, Youth
Without Borders and The Starfish Collection
along with Exodus Foundation to work with
high school students who are studying food
tech. Our aim with this partnership is to teach
youth the value of food and cooking for the
homeless for inner western Sydney. We will
be using the ‘MasterChef’ kitchen to do the
cooking. I also work closely with Auburn
Youth Community Centre and Settlement
Services International with Ability Linkers to
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link young people with disability to services.
These are just a few of my networks that I am
currently working with.

When am I available?
I work part time so can be flexible about my
engagement activities with WSLHD.

How can I add value?
My strength is based on the lived experience
of a person with disability, and the pressure it
brings to the family household structure. I am
particularly interested in mental health –
health and wellbeing, with particular focus on
the multicultural perspective.

My thoughts about the key strengths and
opportunities in our health care system?
The key strength of the mental health system
is that counselling is provided from every
year, at least one session per month.

I am very passionate about embracing equity
and equality as a whole. My objective is to
change and influence people to create a
society where, regardless of disability or
background, everyone feels welcome,
included and supported.
My particular interest as a health
consumer representative?
Areas of opportunities that I am most
interested in is youth and leadership, family
and carers with a particular focus on health
and well-being. I believe that young people
particularly those from Culturally and
Linguistically Diverse (CALD) background and
LGBTI youth are not well represented in the
broader community. There needs to be more
positive reinforcement particularly in western
Sydney region.

The biggest opportunity is that people who
suffer from extreme mental health disorders
need clinical psychology. For a person on a
new start this can be problematic because
clinical psychologist do not provide free
services. Often, they do not accept bulk
billing. In Western Sydney with the high level
of lower socio-economic situation, this does
not help or make things easier for the person
with mental illness, their family or carers.
What is your favourite book / movie?
Book: Desert Flower, the Bible
Movies: Notebook, Shelter
*********************

Consumer representatives attending health consumer training provided by Health Consumers NSW. From L to R (Back): K
Filocamo, M Mahy, M Knight, K Van Oeveren, W Vogels, E Van Oeveren, M Dent, T Sonnaveld, S Vogels, P Johnston. Front
from L to R: G Armstrong, G Long, K Collins, C Hall, D Cunningham.
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Meet Hayley Manyu
Team member Service Improvement
My background?
I was returning to work after having had my
baby and was fortunate enough to find a great
job in the Executive Medical Service of
Western Sydney Local Health District. I met
Emma Clarke and applied to get involved in
supporting her work across the District.
I provide administrative support for the
Service Improvement Program. I work with
Emma’s team. I have over 12 years of
administration experience having previously
worked in the project team on the Royal North
Shore Redevelopment Project. It was
challenging as we needed to understand and
address the needs of many different
stakeholders. These included staff,
neighbours, community members, volunteers
of the hospital, consumer representatives,
builders, architects and engineers. It wasn’t
just about bricks and mortar, it was about
making sure that the hospital fits with what the
community needs and wants.
I love working in the Service Improvement
program. I see so many new and exciting
projects come to life from ideas through to
working processes - which make a positive
difference in the way the health care is
delivered across the district”.
What do you think is the value of engaging
with health consumers?
I think health consumers play a huge part in
getting answers to the questions about how
we can improve our health system. They are
the ‘customers’ of the hospital and their input
about what can be done better is extremely
valuable.
What do you think are the strengths and
opportunities of the health system?
I think there can always be new and improved
ways of doing things especially in an
environment that is as complex as a health

Mr Hayley Manyu

care system. Behind the scenes I see a lot of
good things happening and unfortunately
sometimes these are overlooked.
The health service has opportunities to
improve. I know that emergency departments
really struggle with waiting times.
Communication between the different parts of
the system can be challenging. I think the
work that our team is doing is really focused
on the problems that are identified by staff
wanting to redesign models to address these
challenges.
My favourite book?
I’m more of a magazine girl at the moment as a busy mum of a toddler it’s hard to find the
time to read.
My favourite saying?
Pressure makes diamonds
Favourite movie?
The Notebook
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We hope you have enjoyed meeting some of our Bravehearts. If you want to get involved with our
health consumers or if you want to be profiled as one of our Bravehearts in the Story of Us, please
get in touch.

Coralie

Coralie Wales (Editor)
E: Coralie.wales@health.nsw.gov.au
P: 8838 6378
M: 0418 186 829
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