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Foreword
Working closely with our community has never been more important as we move into our
future in Western Sydney.
We are the fastest growing public health district in urban NSW, with the nation’s
largest urban population of Aboriginal and Torres Strait Islander people and
significant cultural diversity.
Our District has systematically laid the foundations for strong relationships with our Western
Sydney consumers and communities and the Community and Consumer Partnerships
Framework 2021-2025 builds on these strong foundations to progress our goal to be the
healthiest community in Australia.
Western Sydney is a study in contradictions. We are a young population with an increasing
birth rate, and yet we are also ageing and living with chronic conditions. We are seeing record
internal migration of educated professionals, yet a significant number of us have challenges
with health literacy. These opportunities and challenges require a deep understanding of the
people we are trying to reach.
More than ever, our community needs us to provide extraordinary, innovative and
connected healthcare to ensure we support their health and wellbeing now and in
the future.
This Framework demonstrates our commitment to improve the quality and safety of the
healthcare we provide, and to improve the patient experience. It enables us to understand and
learn from our diverse communities. Our consumers increasingly expect to be partners in how
healthcare is designed and delivered, and this framework shows us how.
Our partnerships with hospital-based community councils enable us to quickly understand
and communicate the experiences of our community. This has been
especially important during the pandemic, which truly tested our ability to
understand how our community understands key health messages and quickly
improve communication based on their feedback.
We are grateful to the consumers and their representatives, carers, families, leaders and
communities in Western Sydney who have enabled us to reach this point in our partnership
journey. It is only through their time, experience and expertise that we can truly understand
our community.
We will pursue our responsibility to improve the experience of healthcare in the years to come
through real partnership with consumers and communities in Western Sydney.

Mr Graeme Loy

Mr Richard Alcock AO

Chief Executive
Western Sydney Local Health District.

Board chair
Western Sydney Local Health District.
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Foreword

Western Sydney is one of the most diverse, fast
growing and dynamic communities in Australia.
We are a community that needs accessible, quality
health care, and the opportunity to be engaged in
the development of that care.
To provide that quality and accessible care we
need to achieve the four new priorities identified
in the Community and Consumer Partnership
Framework 2021-2025. They build on the
achievements of the first years of the program,
guided by the initial Framework launched in 2014.
Consumer Representatives and community
partners during the first six years have engaged in
a huge range of activities - as outlined in this
document - as well as participated in the ongoing
conversation about how to make that partnership
stronger in the future.
WSLHD is fortunate to have passionate
Community and Consumer Partnerships staff who
join us in these conversations. The Framework is
ambitious, as it should be, the passion and
respectful relationships built between consumers,
community leaders and staff are critical to WSLHD
having a Community and Consumer Framework
that is alive, responsive and achieves its
objectives.
I encourage you to become familiar with the
framework and ask yourself "how can I
contribute?" Your contribution in the design and
delivery of services improves the quality and
safety of public health in Western Sydney.

The strong voices of Patients/Consumers and
Carers needs to be heard at every point in the
health care process, from establishing
consumer and community needs through codesigning services and models of care, to
reflecting on the experience and outcomes of
care. Their experience, perspectives and wise
insights are critical to the evolution of
effective, equitable and truly patient centred
care.
That is why it is such a pleasure to read the
newly released WSLHD Community and
Consumer Partnership Framework (20212025). The Framework articulates with great
clarity the underpinning concepts and
principles, the learnings and achievements,
and the rigorous evaluation and research that
has guided its evolution. It vividly reflects the
wonderful work of the WSLHD Consumer
Council, its four hospital based Community
Councils, network of skilled Consumer
Representatives, many community and
organisational collaborators – and of course,
the leadership of its Co-designer Community
and Consumer Partnerships – Group
Imaginator, Coralie Wales.
As one of many partner organisations,
WentWest – the Western Sydney Primary
Health Network, has most certainly gained
from working with the WSLHD Consumer
Council and is looking forward to a creative
and productive partnership with WSLHD
2021-2025.

Ms Anne Stanfield

Prof Diana O'Halloran AO

Chair, Consumer Council
Western Sydney Local Health District

Chair, Western Sydney Primary Health Network
(WentWest).
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Introduction

Between 2015 and 2020 Western Sydney Local Health District (WSLHD) co-designed a thriving
community of consumers and community leaders with capacity and capability to partner with
WSLHD staff – clinicians, managers, executives and other health workers. Our community
partnerships, auspiced through our hospital-based Community Councils, have strengthened our
ability to support improvements in the health and social care needed to create equitable health
outcomes.
We also built a strong community of staff champions who have meaningfully partnered with
Consumer Representatives in service improvement activities. At the same time as staff have been
building partnership skills and benefits, Consumer Representatives have been learning about
public health complexity, and mentoring staff about what matters to consumers.
WSLHD will continue ongoing recruitment of Consumer Representatives and ensure we support
our consumers and community members to come forward to contribute and partner with
us.
Between 2016 and 2020 we rigorously analysed the partnership experiences of Consumer
Representatives to understand their experiences and gather evidence demonstrating what has
worked and what has not. Since 2020 we have been using this local evidence to improve the
quality of the partnership.
The quality of the relationship between Consumer Representative and staff member is integral to
how the partnership works. Some of our Consumer Representatives have been active in
partnership activities with WSLHD staff over many years and these relationships have delivered
trust and understanding.

Goal of this Framework

The major goal of this framework is to build on
the progress made since the first framework for
Community and Consumer Engagement,
Communicating, Listening, Responding was
launched in 2014.
We provide further guidance on how we will
systematically build WSLHD partnership
capability and capacity. This will optimise
partnership activities with consumers, their
representatives, communities and their leaders,
to deliver improvements in the safety and
quality of public health in Western Sydney.

Tara Lee, Community and Consumer Partnerships
Officer at the Reconciliation ceremony 2019

There is a glossary of terms on pages 43-44.
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Our Backbone
...the Community and Consumer Partnerships program will make a significant contribution to the
health and wellbeing of Western Sydney communities. The program builds knowledgeable and
trusting relationships that are inclusive, vibrant, joyful, open, clear and accountable.
Our partnerships enable connections to address the health and social
needs of the community as they are identified.

...The reason consumers and community leaders partner with WSLHD is to improve the quality
and safety of healthcare for Western Sydney communities, and
to enhance patient-centred care and experience.

Partnership between WSLHD and Western Sydney consumers, carers,
families and communities;
The social care that is one of the determinants of health;
A co-design approach always: "Nothing about me without me"
Imagination and creativity;
Open, honest, respectful communication;
High quality health services to meet our community’s needs;
The clinicians and other staff who care for Western Sydney consumers
and communities;
Respectful relationships as captured in the Seven Habits of Highly
Engaged Committees program (see page 35);
Diversity and inclusion;
Our Elders and those living with health challenges and disabilities;
Individual gender identity;
Cultural respect;
Our relationships with Western Sydney Aboriginal and Torres Strait
Islander communities;
Our relationships with culturally and linguistically diverse (CALD)
communities;
Our partnerships with health and other organisations across sectors;
Clear and accountable decision making processes;
Health promotion and illness prevention;
Easy access to information, services and resources.

Partnerships
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New priorities 2021-2025

This framework will build on the partnership systems created since program inception. We
will continue to build capacity and capability in our staff and consumers to partner for
service improvements (Priorities 1 and 2).
Our partnerships in the community enable us to support the social care that is essential for
equitable health and wellbeing for our community. While we can ensure that we provide
treatments for our people when they need it, unless they are supported by a whole-ofsystem approach, their outcomes may be poor despite the medical treatments we provide.
We believe that we can support a whole-of-system approach by further developing the
impact of our four community councils attached to the Auburn, Westmead, Blacktown and
Mount Druitt Hospitals. These hospital-based community councils bring together community
leaders (including from education, police, transport, faith-based organisations, social
enterprise, housing, primary care, government, NGO's and other leaders) and purposefully
explore practical ways to listen and respond to the voices of all our different communities,
especially Aboriginal and Torres Strait Islander communities and culturally and linguistically
diverse (CALD) communities (Priority 3).
This framework will also prioritise the systematic inclusion of consumers as partners in
research across WSLHD (Priority 4).

Members of the Cook Island Association with Alicia Wood at the Reconciliation walk 2017

Linked to this framework is a detailed plan with
measureable key performance indicators to
track how we are achieving the new priorities.
Check out the two case studies on pages 36-37 which show
how partnership has progressed since our early priorities
were set. Increasingly our data collected during this period
has revealed that Consumer Representatives enjoy a range of
activities beyond committee membership across WSLHD.

In the next pages we will outline how we will achieve our priorities.
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HOW WE WILL BUILD

Community and Consumer
Partnerships
2021-2025

OUR VALUES DRIVE OUR RELATIONSHIPS WITH ...

OUR PEOPLE

Consumer
Representatives and
Community Leaders
Consumers and
culturally diverse
communities

Frontline staff,
managers and
others within
WSLHD
Sponsored
by the whole
organisation

TOOLKITS AND TRAINING

OUR SKILLED AND VALUED PEOPLE WILL

DRIVE OUR PRIORITIES

OUR PRIORITIES ...

Ensure numbers, diversity, capacity and capability of a trusting and respectful community
of consumers to partner with WSLHD staff,
WSLHD will back staff to develop increased capacity to partner with consumers with a
measurable annual improvement in staff satisfaction and skill in partnership
Promote social care and health literacy in Western Sydney communities through deep
partnerships with community and consumer leaders in Western Sydney
Promote the engagement of consumers throughout the research process.

... TO WORK TOWARDS OUR SHARED PURPOSE

We collectively improve the quality and safety of
healthcare in Western Sydney
TO ACHIEVE OUR SHARED VISION

The Community and Consumer Partnerships program makes a significant contribution to
the health and wellbeing of Western Sydney communities.
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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What we will achieve
We will ensure the numbers, diversity, capacity
and capability of a trusting and respectful
community of Consumer Representatives to
partner with WSLHD staff. Numbers will remain
constant or increase (80-100)
How will we do that?
Continue ongoing recruitment of Consumer Representatives through our partner
organisations in Western Sydney;
Maintain register of contact details of all Consumer Representatives;
Provide all Consumer Representatives with a handbook containing all the tools
designed to build their capacity and capability;
Engage Health Consumers NSW to provide external training;
Support Consumer Representatives to attend the annual NSW Health Patient
Experience Symposium and other conference activities, webinars and other capacity
building and networking opportunities;
Maintain a register of the attributes of all Consumer Representatives and assess
annually for diversity;
Capture important aspects of the relationship between Consumer Representative and
staff members involved in partnership before and after activities.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025

- Page 10-

What we will achieve (2)
WSLHD will support staff to develop increased
capacity to partner with consumers, with a
measurable annual improvement in staff
satisfaction and skill in partnership.

How will we do that?
Demonstrate WSLHD support through a video about benefits of being a
staff champion;
Support staff to undertake “the Seven Habits of Highly Engaged
Committees” training which was co-designed with Consumer
Representatives to support staff in partnership building, online and faceto-face in a Grand Rounds presentation;
Support staff in the use of the toolkit to enhance partnership experiences
(page 31);
Showcase staff champions using internet page and descriptions of their
activities and partnership outcomes;
Mentor/ upskill staff who ask for partnership support;
Maintain a register of champions;
Experience register "owned" by staff is kept in MS Teams so that staff can
access and update.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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What we will achieve (3)
Promote social care and health literacy in Western
Sydney communities through increasingly deep
partnerships with community and consumer leaders
in Western Sydney.

How will we do that?
To support increases in health literacy in Consumer Representatives,
provide training and mentoring to develop their role inside WSLHD and to
understand the complexity of public health systems;
Capture feedback from community partners about important social care
programs that we promote and in which we participate;
Track progress of social care initiatives in Western Sydney and their links
to healthcare;
Community leader members of the hospital-based Community Councils
share health literacy issues they have identified in their community.
These are logged and provided to relevant stakeholders within WSLHD for
response;
A register of issues raised and responses is maintained;
We partner with WentWest to co-design, with our community and
consumer partners, their Community Engagement platform. Our shared
aim is to build community awareness and action about important health
issues identified by our hospital-based Community Councils. This will
support community ownership of health issues and their solutions.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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What we will achieve (4)
Systematically promote the engagement of
consumers as research partners across WSLHD.

How will we do that?
Facilitate co-design workshop/s with all the stakeholders to research
programs across WSLHD (academics, researchers, clinician-researchers,
consumers, research executives and others) to produce a system for
partnering with consumers which meets the needs of researchers and
consumers;
Build a community of research stakeholders who want to continue their
involvement beyond the co-design workshop in order to build capacity to
partner with consumers;
Work with research stakeholders to track consumer involvement in
research, measuring their satisfaction with the process as it evolves;
Track projects where consumers are involved to understand stakeholder
experiences in order to continually improve the system.

The Community and Consumer Partnerships team
Staff wanting support with their consumer partnership project can enter the Community
and Consumer Partnerships system by sharing some information about their project here:
https://www.surveymonkey.com/r/WSLHD_Staff
(Full contact details on last page).

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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The purpose of Community and
Consumer Partnerships

The reason that the program exists is to build capacity and capability in consumers, community
leaders and staff to create effective partnerships. These three crucial stakeholders do this in
order to improve the quality and safety of healthcare for Western Sydney communities, and to
enhance patient-centred care and experience.
When we speak about “patient-centred care” we are referring to the timely and systematic
provision of healthcare that is built around the values, preferences and expressed needs of the
individual patient [1]. It is evidence-based, and adapted to the individual requiring the care.
Patient-centred care is also about listening to the expertise of the patient who lives with their
health condition. It is reflected in the sharing of decision making moments in the clinical
encounter. An example is found in best-practice clinical handover at the bedside, which includes
the patient in conversation about their care, to the extent that they wish.
The needs of the patient include timely and affordable access to services, understandable and
comprehensive communication about what the service can and cannot provide, seamless delivery
of services, and attention to physical and environmental needs [1].
Health care organisations partner with consumers and patients because it improves patient
satisfaction and the safety and quality of healthcare [2-5]. Partnership with consumers has many
benefits, including positive impact on service development, health literacy and healthcare provider
perspectives [6, 7].
In Australia, “Partnering with consumers” is a standard mandated for the accreditation of hospitals
and health facilities [8] . The standards mandate that consumers should be involved systematically
in planning, design, delivery, measurement and evaluation of care with consumers as partners [8]
Throughout the Framework we will use QR codes to

direct you to the appropriate external resource.

If you cannot read the code, we provide full web

addresses on pages 39-40.

We ensure we are aligned
with the National Safety
and Quality Standards

This Framework respects and aligns with NSW Health's
"Elevating the Human Experience - guide to action
for patient , family, carer and caregiver experiences".
We support the guide to action, philosophically and practically.
We are unable to link the reader to this great document as it has
not yet been published (Feb 2021).
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Scope of this framework
The Community and Consumer Partnership Framework 2021-2025 ("the Framework") takes a
broad and comprehensive view of the importance of whole-of-system approaches to developing
important relationships with several key stakeholders who rely on partnership with WSLHD.
These key stakeholders include consumers and their representatives, carers, families, health
service providers, communities and community leaders. People who work for WSLHD are also key
stakeholders.
This Framework does not extend to engagement between patient or carers and individual health
professionals and health teams about medical or treatment issues associated with specific
episodes of care. The importance of mechanisms for this type of engagement is duly
acknowledged; however, within WSLHD these are addressed through clinical governance systems
and practices, including complaints mechanisms.
There is no single definition of community and consumer partnership. However, for the purposes
of this Framework, partnership is about developing trust and relationship between consumers, the
community and WSLHD. Community and consumer partnerships are essential when WSLHD is
making essential decisions about the design, delivery, monitoring and evaluation of services.
Partnership helps health services and the community to better understand and respond to
community needs.
Effective partnership involves communicating, listening and responding, and it takes time. This
framework applies to all WSLHD services. We anticipate that the support provided by the
operational managers and staff across the LHD who have taken a leadership role in partnership at
the local level up to now will continue, as this is essential to sustain the program over time.

Co-designing this Framework

We analysed our conversations with the WSLHD Consumer Council, hospital-based
Community Councils and Mental Health Carer Council to determine a draft purpose, vision
and values.
We shared this draft with the members of these Councils (182 Consumer Representatives
and community leaders), and asked them to consider and articulate our vision, purpose
and values.
We searched for extraordinary Consumer partnership leaders across Australia and
studied their frameworks to learn from them.
We shared the document with more than 80 staff champions (including planners, health
promotion and communications teams), and incorporated their thinking into the
Framework.
We created an organic document which was shared continually with our networks as they
made contributions until consensus on the final framework was achieved.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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WSLHD Spectrum of Partnership
Engagement with consumers and the community can occur through a wide variety of methods
and processes. There are a range of tools for both staff and Consumer Representatives (pages
31-34) to support partnership activities.
However, the WSLHD Spectrum of Community and Consumer Partnership outlined below provides
a useful overarching perspective to assist in understanding and planning engagement activities.
The spectrum has been adapted from the International Association for Public Participation [9].
This model is often used to describe the various levels that are available to organisations
engaging with consumers. This is useful for planning, engagement and reporting. It allows
people to come in at different stages, learn, participate and change.
In the model below you can see that there are five levels of engagement, starting with providing
and gathering information, involving, collaborating and finally partnership activities.
The toolkit and training we provide to staff supports our staff to improve how they provide and
gather information that consumers identify as important. Staff seek support from the Community
and Consumer Partnerships team to collaborate with consumers, and over time, WSLHD staff
identify clear partnerships with consumers. This is especially so with their Representatives who
provide patient insights during projects which are co-designed to improve what and how we
provide health care in Western Sydney. We encourage our staff to aspire to this higher end of the
spectrum.
As you move up the spectrum, you build relationships with consumers and build trust.
Partnership involves sharing control. We share decisions and trust that our consumer partners
are the experts on the consumer experience of healthcare. This is where co-design opportunities
are found, where staff and consumers think together and listen to each other's perspectives
about issues that matter to consumers.

"Citizens will increasingly expect to be participants in the services they demand,

not just recipients. They will expect to exercise choice as well as voice. They will

[10]

be more assertive as consumers and as citizens. Governments will therefore

need to be more responsive and more agile.”

Sir Michael Barber (2015)

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Supporting community partners

Priority three of this Framework supports the social care that is essential for healthcare to improve
lives. Social care works hand in hand with healthcare to build healthy communities.

Dr Don Berwick from the Institute of Healthcare Innovation shares a true story of his young patient
who was cured of leukemia in hospital, but was homeless. He left hospital and returned to an
unsafe environment which, a few years later, leads to his death [11]. This story reinforces our
community's need for whole-of-system, cross-sectoral partnerships. Our hospital-based
community councils provide great opportunities to do this.
While the Community and Consumer Partnerships program does not provide direct social services,
developing our community partnerships will play an important role in social care. Whole-of-system
action means that together we can understand, connect and promote the social services our
community partners provide. This has the potential to take us as a community from "co-design" to
"co-production".
CO-PRODUCtion

Co-production is an asset-based approach, celebrating the assets of users and the community,
rather than focussing on deficits. It works on capabilities, building on the skills of those involved.
Its about developing mutuality and true partnership where there is shared responsibility between
professionals and users. Its also about growing networks, supporting, connecting with, learning
with and reflecting with our community partners [12].

“Co-production means delivering public services in an equal and reciprocal

relationship between professionals, people using services, their families and

their neighbours. Where activities are co-produced in this way, both services

CO-DESIGNING
ENGAGING
CONSULTING

doing for

CO-PRODUCING

doing with

and neighbourhoods become far more effective agents of change.” [10]

EDUCATING
COERCING

doing to

INFORMING

This spectrum of participation is another way to
view partnership with consumers and communities.
Staff wanting to engage with consumers can see
that the higher on this ladder the activity, the more
partnership is achieved. At the highest level,
professional training and lived experience are
valued equally [13].

Those wanting to partner with consumers should
ask themselves "is my initiative doing to, doing for,
or doing with?" As a district we encourage staff to
work towards "doing with" as this embodies the
value "nothing about me without me".

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Priorities achieved 2015-2020

Consumer Representatives L-R Karthik Narayanasamy, Evert and Kathy Van Oeveren, Chris Stavenhagen, Marj
Freeman, Judith Lababedi, Ken Freeman. Staff members Coralie Wales (Standing), Cathy Kearney (Right front)

Partnership takes time. Relationships build and respect grows as staff and Consumer Representatives
partner in activities focused on shared goals. The "Community and Consumer Engagement Framework,
Communicating, Listening and Responding", launched in October 2014, had four priorities as set by the
WSLHD Board:
Establish information management systems to support and strengthen engagement activity;
Progress consumer and community involvement on committees;
Promote partnerships for engagement - includes Western Sydney Medicare Local*, consumer
organisations, Aboriginal Medical Service Western Sydney and NGO's; and
Implement a universal tool across WSLHD to gather community and consumer feedback.
How did we go?

These four priorities were achieved. We have progressed a number of systems to enhance
partnerships including shared platforms and time-keeping apps. In 2021 will be mentoring
Consumer Representatives and Community Leaders in Microsoft TEAMS to enable shared
conversations, libraries, co-design of documents and more.
We recruited many Consumer Representatives as members of committees across WSLHD. These
committees included governance, operational and steering committees.
We have forged meaningful relationships into the Western Sydney community, especially with
the Western Sydney Primary Health Network and other key organisations including the Western
Sydney Community Forum and The Parramatta Koori Interagency. Since 2019 we have initiated a
Community Council for each of the WSLHD hospitals which have proved their worth during the
COVID-19 pandemic.
The fourth priority was addressed when WSLHD implemented the "My Experience Matters"
online survey tool in 2016.
We now detail the systems that are the foundations for this second Framework.

*now Western Sydney Primary Health Network or "WentWest"

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025

- Page 19 -

Systems developed 2015-2020
Recruit Consumer Representatives who
collaborate with staff and are able to
understand and work with the complexity of
delivering public health in Western Sydney;
Ensure diversity among the community of
Consumer Representatives and community
leaders to reflect the population of Western
Sydney;
Identify solid recruitment sources to
systematically plan for succession of
Consumer Representatives;
Build the capacity of Consumer
Representatives to partner with staff within
WSLHD;
Support Consumer Representatives and
Community Leaders in their activities with
WSLHD;
Build the capacity of staff to partner with
Consumer Representatives and Community
Leaders;
Evaluate partnership activities between
Consumer Representatives and staff members;
Use this data to influence how we support
staff in their partnerships with Consumer
Representatives so that the quality and safety
of public health in Western Sydney improves
continuously.
Western Sydney residents enjoy walking in beautiful bushland

“Citizens are vitally important co-producers of public value. Public institutions need

to listen. Listen, think and, only then, act. A willingness to listen and deliberate is

not something that comes easily. Our politicians and those supporting them are far

better at providing the perception of engagement than offering the real thing.”

John Alford Professorial Fellow, Melbourne School of Government [9]

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2024
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WSLHD facilities

In the next pages (22-28) we will describe who we are as a district. We describe the Western Sydney
population, our Aboriginal and Torres Strait people and culturally and linguistically diverse (CALD)
communities. We will then describe the partnerships we have developed with Consumer Representatives,
Community Leaders and staff champions.
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Our people: Population profile

Western Sydney Local Health District covers four local government areas (LGA's) including Blacktown,
Parramatta, Cumberland and The Hills Shire. It serves one of the fastest growing populations in Australia.
In 2020, there were more than one million people. This includes one of the largest urban Aboriginal
populations in NSW. Almost 50% of the population were born overseas. Across the District’s population
there are large differences in socio-economic status.
Across WSLHD 72,215 residents have difficulty speaking and understanding English. Here, 10% of homes
do not have an internet connection, which is higher than the rest of Sydney (8.6%).
The WSLHD population is younger than that of NSW, with a larger proportion aged less than 45 years.
Young adults (25-44) and children (0-9) are the largest age groups.
Our population is also ageing. It is estimated that in 2030, there will be 63,567 more people aged 65 years
and over compared to 2020.
The WSLHD population is
estimated to grow by 36% from
2016 to 2036, leaving unchanged
WSLHD as the fastest growing
metropolitan local health district
(LHD) in NSW.

St Joseph the Worker Catholic Primary school students perform for
Auburn Hospital patients and staff 2017

Our communities require WSLHD to

provide culturally appropriate

and health literate services to

keep them safe and well.

This reinforces the purpose of

partnership with Western Sydney

communities and consumers

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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WESTERN SYDNEY COMMUNITY
1,054,215

Est. population 2020
Aboriginal and Torres
Strait Islander people

2.8%

(Blacktown)

91
Languages @
home
In Western Sydney

72,215

people have difficulty
speaking English

Single person
households

15.5%

(Australia 24%)

Land area

782 sq kms
Overseas born

44.3%

(NSW 27.6%)

Language other than English

50.3%

(NSW 26.9%)

People with
disability

18%
No internet

10.2%

Disadvantage
Among lowest in Greater Sydney (Seifa 929 Blacktown)
Among highest in Greater Sydney (Seifa 1107 The Hills)*
*A higher score on the SEIFA index means a lower level of disadvantage.
These data are from the Australian Bureau of Statistics most recent census data.

Partnerships
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Our people

Scan the QR codes
to read more

We are home to a significant number of Aboriginal and Torres Strait Islander people who
live predominantly in the City of Blacktown LGA. Partnership with our Aboriginal and Torres
Strait Islander people is crucial to staying consistent with our values. We operate on
principles that are aligned with the National Agreement on Closing the Gap (July 2020).

ABORIGINAL AND TORRES STRAIT
We use culturally
ISLANDER COMMUNITIES
appropriate
language

We always follow the lead of our Aboriginal and Torres Strait Islander colleagues
who are employed by WSLHD to support First Nations communities. We look for
opportunities to follow, facilitate, support and strengthen any initiatives by our
Aboriginal and Torres Strait Islander colleagues and communities.

We listen and respond to Aboriginal and Torres Strait Islander
members of our hospital-based community councils.

We support the Mount Druitt Indigenous Choir
by participating in fund raising activities.

We support Aboriginal and Torres Strait Islander
important calendar days. These are listed in the
Aboriginal Cultural Activities Policy.

Read about the choir

Read the policy

Western Sydney Elders Olympics - We support
our Aboriginal and Torres Strait Islander
colleagues organising the event.

We provide practical support and networks to
progress Aboriginal and Torres Strait Islander
agenda by participating in the Parramatta Koori
Interagency (PKI).

More on
Elders Olympics

more about PKI

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Our people

WSLHD is a district of diverse cultures. People who live and work in WSLHD are from many different
birthplaces around the world and speak many different languages. We need to ensure our engagement is
culturally safe for our culturally and linguistically diverse (CALD) community and that our services are
accessible and equitable to people from all backgrounds.

CULTURALLY DIVERSE COMMUNITIES

To do this we work closely with our colleagues in the Multicultural Health team to provide us with
specialised insights about our local communities. We invite our multicultural colleagues to each hosptialbased community council meetings and this enables us to quickly connect up people and programs.

The hospital-based community councils enable deep reciprocal relationships with a shared aim to improve
the health, wellbeing and social care of our local communities. Supporting and connecting our networks of
leaders in health, education, transport, housing, faith-based organisations, social enterprise, service
providers, police, local and state government means that our knowledge of our CALD communities and their
needs has deepened in a systematic way.

In practice we listen to be alert to issues raised in our networks for ways that WSLHD can support or
respond to CALD community needs. Its often about health literacy. For example, community leaders in the
Auburn Hospital Community Council told us that their community didn’t know where to go to get services
and answers for health challenges. We shared this with colleagues from Auburn Hospital and Community
Health Centre and were able to organise a visit to Auburn Hospital Community Centre and forge
relationships to directly respond to community questions.
Understanding health messages is a common challenge for CALD communities who may not be literate in
their first language, let alone English. When parts of our community don't understand important health
messages, our community colleagues are able to quickly raise communication issues with us and we
connect in with WSLHD Corporate Communications who listen and respond quickly when they understand
the challenges.

Statement of commitment to
Western Sydney cultural diversity
As a health district we are committed to
reflecting the diversity of our community
on our LHD Consumer Council and our
hospital-based Community Councils.
We are always aware of changing
patterns of cultural and linguistic
diversity and we commit to ensuring
emerging voices are represented
across our Councils.

To ensure we are culturally respectful in our
partnerships with diverse communities in Western
Sydney we are aligned with these plans:

NSW Plan for Healthy
Culturally and
Linguistically Diverse
Communities 2019-2023

NSW Refugee Health
Plan 2020-2025

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Our partners

We rely on people who are willing to collaborate and we create an environment where that can occur. The
relationship between clinician and patient is parallel to that between Consumer Representatives and staff
members involved in activities aiming to improve the quality and safety of healthcare in Western Sydney.

Our work with Western Sydney communities hinges on the voluntary contributions made by community
members who represent the consumer / carer voice and collaborate with staff members. These
"Consumer Representatives" may have had hospital experiences that they want to improve or they may
want to bring their voice and the voices of their family members to collaborate with staff in activities
ranging from improving documentation provided to patients through to sharing decisions about the built
environment, planning new services or improving existing services. We have several formal structures for
partnering with Consumer Representatives:
WSLHD Consumer Council. All Consumer Representatives are invited to the montly meetings where
inservices are provided, issues are raised and tracked, and priorities identified.
WSLHD Mental Health Carer Council. Community members who have cared for loved ones who
have experience with WSLHD mental health services have an active agenda to improve the
experiences of mental health patients.
WSLHD Youth Council - see next page.

Consumer Representatives at a Consumer Council meeting Feb 2020

During the first period of the
program (2015-2020) one of the
biggest insights for the team was
understanding the positive effect
of staff providing consistent and
ongoing feedback about how
consumer recommendations are
(or are not) incorporated into
projects. When the loop is closed
in this way during a project
Consumer Representatives report
high levels of satisfaction
partnering with staff members.

Consumer Representatives often bring the voice of carers to the table. We ensure that this
voice is heard and supported. We recognise, respect and empower their contribution and
support our Consumer/ Carer Representatives in their own health and wellbeing.
We support all
the priorities
of the

NSW Carers
Strategy
2020-2030
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Our partners
We also rely on the many community leaders who
are happy to get involved in building networks to
open up communication channels to improve
healthcare quality and safety. We have formal
structures for building relationships with
community leaders in Western Sydney. These are:
The Auburn Hospital Community Council
The Westmead Hospital Community Council
The Blacktown Hospital Community Council
The Mount Druitt Hospital Community Council
All these Councils provide opportunities for
members to share community insights and to
receive up-to-date health information
appropriate for their communities.

Community leaders in the Auburn Hospital
Community Council pre-pandemic

The purpose of the Youth Council is to identify and
progress an agenda to improve the health and
wellbeing of young people in Western Sydney. They
strengthen the voice of young people so that they
contribute to planning health services for young people
in Western Sydney. A key focus is improving the
transition of services between childrens' and adults'
hospitals at Westmead.
The Youth Council promotes better understanding of
and access to high quality health services for young
people.

Western Sydney Primary Health Network

We partner with WentWest (Western Sydney Primary
Health Network) by sharing our resources and not
reinventing any wheels. All our hospital-based
Community Councils are attended by colleagues from
WentWest and in 2021 we are working together to
build a community-facing platform based on issues
raised in our Community and Consumer Councils:
[https://communityhq.wentwest.com.au].
Our strategies are aligned.

Wentwest Strategic
Plan 2020-2023

Although the scope of this Framework does not extend to engagement between patient or carers and
individual health professionals and health teams about medical or treatment issues, digital technology can
be an enabler of partnerships. In the Community and Consumer Partnerships program, we use a shared
platform, Microsoft TEAMS, to enable communication with our stakeholder groups. We have successfully
used video platforms to connect during pandemic lockdowns.
However, there are clinical partnerships which do use technologies to build clinical partnerships. These
services are being developed in the Integrated and Community Health service and other services across
WSLHD.
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Our partners
From 2015-2020 many staff actively facilitated partnerships with consumers and communities.
We celebrated their efforts. Strategically, they have become advocates for partnership. Their
outcomes have always been co-designed and, of course, extraordinary.
We will build on the success of this community of staff champions to inspire other staff members
to consider their opportunities to realise the benefits of deep and growing trust relationships that
are an integral part of partnership with consumers.

For more detail about some of the excellent
staff and Consumer Representative activities
please see our Annual Report 2019-2020

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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GALLERY
(Left - from L to R) Elder Uncle
Greg Simms, Westmead
Redevelopment’s Carla Edwards,
Elder Graham Smith, SCHN
Aboriginal health education officer
Shai Griggs, social work student
Naomi Muhia, workforce planner
Wendy Bryan-Clothier, senior
social worker Diana Carmody, arts
consultant Marily Cintra,
Aboriginal liaision officer Narelle
Holden and Elder Jennifer Smith

Mount Druitt Indigenous Choir
(below) singing at WSLHD Annual
Public meeting, Merrylands 2017

Close the Gap ceremony at Auburn Hospital in
2017 (above) with Aboriginal and Torres Strait
Islander colleagues, Auburn staff, WSLHD
Consumer Representatives and community
members

The artwork (left) was commissioned by the Westmead
Redevelopment team who were deeply involved with
local Aboriginal and Torres Strait Islander communities.
They asked for advice on what mattered most to
Aboriginal Elders and community for the
Redevelopment at Westmead. The team heard it was
important that the building design, models of care and
workforce enabled a place that supported all to feel
safe, welcome and connected at Westmead. The team
adopted all their recommendations. This has resulted in
extraordinary art and culture, and a co-designed
gathering place designed by and for Aboriginal and
Torres Strait Islander people for the new hospital.

Artwork (left and top right) by Leanne Tobin. Leanne’s
artwork reflects the vibrancy and transitional motions of
the dragon-flies as they move through their journey of life
.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025

- Page 29-

FRAMEWORK ALIGNMENT
With local and state-wide priorities

HEALTHY
PEOPLE

Our work with consumers and communities supports the
health and wellbeing of Western Sydney people.

PATIENT
EXPERIENCE
MATTERS

Our central purpose is to improve the quality and safety of
healthcare and to improve the patient experience.

INFORMATION
UNDERPINS
EVERYTHING
WE DO

The analysis of four years of data has informed changes
in practice in the program.

WORK WITH
SERVICE
PARTNERS

Our partnerships complement and add value to the
concept of "your healthcare neighbourhood".

PROMOTE
HEALTH AND
WELLBEING

Our work with consumers and communities supports the
ongoing health and wellbeing of Western Sydney people.

STRENGTHEN
CONNECTIONS
BETWEEN
SERVICES

Partnerships between community leaders and WSLHD strengthens
our connections between services in Western Sydney

"To ensure Districts and Networks engage in appropriate consultation with
patients, carers and communities in the design and delivery of health
services"

"Well connected communities with quality local environments" .."Putting
customer at the centre of everything we do" .."Breaking the cycle of
disadvantage"

Partnerships
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Staff toolkit
Identify

Pitch

interview

Check data to discover/confirm the issue; Who are your consumers and
what do they say? Use the pitch tool to attract relevant Consumer
Representatives or Community leaders to your project.
Explore what is important about your topic area from a Consumer
Representative point-of-view. Develop a pitch which nails "why should
consumers get involved with this?" A good question is "So what?" ... "What if the
service didn't work well?" Consider poster template for waiting room.

Semi-structured interviews may be needed for a deep understanding of
the consumer issues. Do you need to consider language of choice?

network

If you need to access networks, how will you do this? Available WSLHD
networks; patient groups; Community networks; using social media.

pre-post check

Evaluate before you intervene to get a baseline measure; assess after
you intervene. Has the baseline changed? Consider the My Experience
Matters survey data (Patient Experience team, Clinical Governance)

activity evaluation

Committee: Survey to assess effectiveness of the committee
Project: Survey to assess effectiveness of the project

evidence collection

...in MS TEAMS [“Champions”] for staff and consumers to upload evidence of
the impact of their partnership activities. Staff will be invited to this channel
when they initiate partnership projects with consumers.
feedback checker

Use this tool to check in on how consistently during a project or activity you
are giving feedback about how consumer input has been used/ or not.

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Staff training
Grand Rounds

Consumers share stories that led to the development of the Seven Habits.
One hour presentation.

online seven habits

My Health Learning dashboard: WSLHD staff should search for "7 Habits". This
is an interactive program based on a co-designed series of seven videos
explaining the practice of partnering with consumers on committees. The
Seven Habits apply to any activity with Consumer Representatives.
Consumer Council meetings

Get invited to a Council meeting to listen to the conversations and hear
what matters to consumers

consumer story sharing

Consumer Representatives have stories to share. Talk to the Consumer
Partnerships team about how to organise.

Co-design workshops

Participate in a co-design workshop to learn a lot about what is
important to consumers.

get strategic

Talk to us about how you might approach your partnership with
consumers. We can help you build a strategy.

health literacy

If you want to share clinical/service information with consumers it needs to
be health literate: http://wslhdintranet.wsahs.nsw.gov.au/ClinicalGovernance/Patient-and-Carer-Experience/health-literacy-consumerstamp-approval
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Consumer Representative toolkit
seven habits

The Consumer Representative Handbook contains links to the Seven Habits codesigned series of seven videos explaining the practice of partnering with
consumers on committees. The Seven Habits apply to any partnership activity.
Role checker

Use this tool to check in on your clear understanding of your role as a
Consumer Representative.

activity reporting

This tool collects your information about the partnership activities you have
been involved with to share with other Consumer Representatives on the
WSLHD Consumer Council. This tool also links to a time-keeping tool.
co-design checker

Co-design is a fundamental way of developing partnership. This tool checks
that co-design is integral to the partnership activity you are involved with. This
tool can also be used by staff.
mentoring checker

New Consumer Representatives are offered opportunities to be mentored and
experienced representatives are encouraged to mentor. This tool assists
reflection on the process of being mentored, and mentoring.

feedback checker

Use this tool to check in on how consistently during a project or activity you
are receiving feedback about how your input has been used/ or not.

timekeeper

Consumer Representatives are volunteers who serve the community and their
time is valuable. This tool tracks the time spent on individual activities in
preparation, face to face time and travel time.
impact tracker

This tool enables Consumer Representatives to capture and track the
impact they have in partnership activities.
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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Consumer Representative training
Role orientation

This program orients the Consumer Representative to the structure of NSW
Health, WSLHD, Western Sydney community, the drivers behind health and
the role of Consumer Representative.
online seven habits

This program supports Consumer Representatives to understand the barriers
and enablers in their growing partnerships with staff members. It provides
guidance on what "best practice" partnership looks like.

Consumer Council inservices

Every Consumer Representative is invited to the monthly Consumer
Council meetings where we usually have two (ten minute) inservices
from staff and others involved in the public health world.

How to share your story

Consumer Representatives have stories to share. Its important to learn about
how telling your story will have the most impact but also keep you and your
audience supported.

Co-design workshops

Participate in a co-design workshop to learn a lot about what is
important to clinical and non-clinical staff.

external learning

Training is provided by external consumer organisations. Conferences and
symposia also become available. We encourage and support Consumer
Representatives to attend.

online and F2F learning

NSW Health provides a range of online and face-to-face (F2F) programs
related to leadership, governance, standards, quality and safety, people,
culture and management and importantly F2F training to build cultural
awareness of Aboriginal and Torres Strait Islander people.
Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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THE SEVEN HABITS

OF HIGHLY ENGAGED COMMITTEES

Consumer Representative committee experiences
between 2015 and 2017, when analysed, pointed to
seven principles that could be harnessed to create
an excellent committee experience. We named
these principles "The Seven Habits of Highly
Engaged Committees" as a resource for both staff
and new Consumer Representatives providing
practical steps in building strong partnerships. The
principles are not limited to committees, but
generalisable to all partnership activities.

Introduction

Habit #1: We use

Habit #2: We provide good

co-design thinking

orientation to the committee

Habit #3: We strengthen

Habit #4: We promote

Habit #5: We make

the voice of the consumer

health literacy

sure our Reps are
not out-of-pocket

Habit #6: We trust our reps

Habit #7: We don't waste

to maintain confidentiality

our Consumer Reps' time

Western Sydney Local Health District Community and Consumer Partnership Framework 2021-2025
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CASE STUDY

AUBURN HOSPITAL
PARTNERSHIP CAMPAIGN 2019
Staff and WSLHD Consumer Council co-design practical partnership

In 2019 the Community and Consumer Partnerships Team invited Consumer Representatives to draw on
their experience and expertise to identify pathways for Auburn Hospital to partner with consumers. We shared
these ideas with Auburn Hospital staff who partnered in these activities over a four month period. Twenty seven
Consumer Representatives got involved with Auburn staff to review the emergency department, have
conversations with waiting patients in their language of choice to explore their ideas on service improvements, and
sat on recruitment panels. Consumer Representatives trained staff in ways to build partnership with consumers,
and gave direct feedback to staff on their review of hospital signage. In response, Auburn Hospital took action to
address issues raised to improve patient experience.

Bilingual Consumer Representatives trained to listen without judgement
Bilingual Consumer Representatives were provided with a co-designed communications training course prior to
making contact with patients in the waiting room. These conversations with patients in their language of choice
revealed that Auburn Hospital is well regarded by community members. When given the time, they gave
constructive feedback about how the hospital could improve patient experience. This foundational work led to a
major project to redesign the antenatal service provided by Auburn Hospital ("Baby Steps").

Patients enjoyed their conversations with bilingual Consumer Representatives, "They
were culturally sensitive". Staff were "flabergasted by the responses we had today".

Staff and Consumer Reps
during the campaign

Consumer Reps preparing for
conversations with patients

Consumer Reps
talking with patients

Another outcome of the campaign was the initiation of the Auburn Hospital Community Council which has provided
opportunities for staff at Auburn Hospital to participate in community conversations. During the pandemic the
Community Council yielded rich information about the way the local community interprets complex health
information.

Auburn Hospital Consumer Partnerships campaign, 2019 in video
Scan the QR codes below to see videos of the campaign

The rationale

The campaign

The outcome
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CASE STUDY

CONSUMERS IN PARTNERSHIP
How collective thinking built a stronger consumer agenda

ANTIMICROBIAL STEWARDSHIP (AMS)
Anne Stanfield, Consumer Representative
Experienced Consumer Representative Anne Stanfield was a member of the AntiMicrobial Stewardship (AMS) committee for 15 months. She had built good,
respectful relationships with the team, and understood the importance of the
issues discussed at committee meetings.
However, Anne felt that her involvement was not providing the consumer and community awareness opportunities
that were needed, given the size of the problem. In a chance conversation with another member of the committee
Anne learned that other members felt the same. At the next meeting Anne raised the issue, and the team discussed
what was important from the consumer point-of-view. Someone mentioned that World Antimicrobial Awareness
Week 2020 was being held in November 2020 and perhaps there was an opportunity to create awareness about the
issues in Western Sydney.
Anne contacted Coralie Wales, Community and Consumer Partnerships program facilitator, to discuss her
participation in the committee and the recent developments. They decided that an invitation should be extended to
Chin-Yen, Antimicrobial Stewardship Pharmacist at Blacktown & Mt Druitt Hospitals to talk about the issues
involved with antimicrobial stewardship with Consumer Representatives at a Consumer Council meeting. Consumer
Council members raised an important question:

What is the level of awareness about AMS in Western Sydney?
Coralie suggested we could work up a survey to ask that question. She contacted her colleague Jason Boyd at the
Bureau of Health Information to discuss (thank you Jason, you are a natural collaborator!). She then found a relevant
and high quality survey that had been developed in the United States. We adapted the survey and together decided
we could use the survey to provide good information back to the community. After testing and refining, the survey
was shared among Western Sydney community and consumer networks. We received approximately one hundred
responses before AMS awareness week, finding that participants valued the quality information provided after each
question. In this group there was a reasonable level of awareness. The next question for us was about the nearly
50% of people in Western Sydney whose first language is not English. The next steps will be to reach this group of
Western Sydney residents.

We can together, as partners, imagine new, creative & productive ways to build
partnerships to improve the safety and quality of healthcare in Western Sydney.
From Anne’s point-of-view the good and respectful relationships she built with the AMS team have led to a different
role for her. She still attends some meetings but doesn’t feel this is the best way for her to contribute to their shared
goal of improving awareness of AMS. She feels she is a good link for the team back into Consumer Council, and further,
into the Western Sydney community. Committee meetings are much the same, however now there is an agenda item
to review progress with Community and Consumer awareness of AMS. Anne is happy to speak to that item when she
attends meetings.

ANNE: "WHEN CONSUMER REPRESENTATIVES SIT ON COMMITTEES THERE SHOULD BE A
12-MONTH REVIEW ABOUT ITS PURPOSE AND HOW TO ACHIEVE SUBSTANTIAL COMMUNITY AND
CONSUMER PARTNERSHIP TO PROGRESS A SHARED AGENDA".
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COMMUNITY AND CONSUMER
PARTNERSHIP ACTIVITIES 2019-2020

89

88

2

2019 Consumer
Representatives
were active in WSLHD

2020 Consumer
Representatives
were active in WSLHD

Research papers
Our three-year study
has been analysed and a
subset of data reported.

23

~4000
Hours invested by
Consumer
Representatives

Facilitated
consumer
workshops

53

47

63

Staff mentoring
consultations

Facilitated Consumer
and Community
Council meetings

Community activities &
Consultations
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Web addresses for resources
Western Sydney Local Health District Strategic Plan 2017-2021
https://www.wslhd.health.nsw.gov.au/Better-West/home/Home

Western Sydney Local Health District Health Services Plan to 2026
https://www.wslhd.health.nsw.gov.au/About-Us/Performance
021
Western Sydney Local Health District Service Level Agreement 2020-2021
https://www.wslhd.health.nsw.gov.au/About-Us/Performance
The Premier's Priorities
https://www.nsw.gov.au/premiers-priorities
National Agreement on Closing the Gap (July 2020)
https://www.closingthegap.gov.au/sites/default/files/files/national-agreement-ctg.pdf
Communicating Positively: A Guide to Appropriate Aboriginal Terminology
https://www1.health.nsw.gov.au/pds/ActivePDSDocuments/GL2019_008.pdf
Mount Druitt Indigenous Choir
https://www.wslhd.health.nsw.gov.au/Consumer-Partnership/News/David-Armstrong---Mt-DruittIndigenous-Kids-Choir----One-Good-DayAboriginal Cultural Activities Policy
https://www1.health.nsw.gov.au/pds/ActivePDSDocuments/PD2019_025.pdf
Western Sydney Elders Olympics
https://thepulse.org.au/2019/09/19/tunnel-ball-and-hoop-flipping-aboriginal-elders-battle-for-thepodium/
Parramatta Koori Interagency
https://www.cityofparramatta.nsw.gov.au/community/aboriginal-and-torres-straitislanders/organisations
NSW Plan for Healthy Culturally and Linguistically Diverse Communities 2019-2023
https://www1.health.nsw.gov.au/pds/ActivePDSDocuments/PD2019_018.pdf
NSW Refugee Health Plan 2020-2025
https://www1.health.nsw.gov.au/pds/ActivePDSDocuments/PD2011_014.pdf
NSW Carers Strategy 2020-2030
https://www.carersnsw.org.au/facts/nsw-carers-strategy
WentWest Strategic Plan 2020-2023
https://wentwest.com.au/wp-content/uploads/Strategic_plan/Strategic-Plan_2020-2023_web.pdf
WSLHD Community and Consumer Partnerships program Annual Report 2019-2020
https://www.wslhd.health.nsw.gov.au/Consumer-Partnership/All-about-consumer-engagement
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Web addresses [2]
The Seven Habits of Highly Engaged Committees
Introduction: https://www.youtube.com/watch?reload=9&v=6iGkExurFbk&t=111s
rFbk&t=111s
Habit #1: We use co-design thinking
https://www.youtube.com/watch?v=wNMs5TXt-Ek
Habit #2: We provide good orientation to the committee
https://www.youtube.com/watch?v=fBZRZyOLRN4
Habit #3: We strengthen the voice of the consumer on the committee
https://www.youtube.com/watch?v=qsTYCZhY1KU
Habit #4: We promote health literacy
https://www.youtube.com/watch?v=TGFuzxsW1Ls
Habit #5: We make sure that Consumer Representatives are not out of pocket
https://www.youtube.com/watch?v=o3jmRFGBlSE
Habit #6: We trust that consumers can keep confidential matters safe
https://www.youtube.com/watch?v=OyE77ErY5dQ
Habit #7: We don't waste the Consumer Representative's time
https://www.youtube.com/watch?v=NhbRWhdKORU

The Auburn Hospital Community and Consumer Partnerships campaign 2019
The rationale: https://www.youtube.com/watch?v=D1Lu7mlt82U
The campaign: https://www.youtube.com/watch?v=_DB1GaEUiPw
The outcome: https://www.youtube.com/watch?v=e6TdXHAPzWg

WSLHD’s Consumer Council has been purposeful in investing in our consumers to
enable, empower and equip them to own their health outcomes. Empowered
consumers continue to be our district's greatest asset – half the work is done –
be it at an individual or organisational level.
Ms Dipti Zachariah, Multicultural Health Team Leader | Statewide and
Specialist Programs Priority Populations | Integrated & Community Health.
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Consumer Representative
diversity
The figures show the diversity within our
community of Consumer Representatives. The
data was collected in August 2020. 75% of
Consumer Representatives participated in the
survey.

Age range

Languages spoken by Consumer Council members

Place of residence
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Reflections
"Working with the WSLHD Community and
Consumer partnerships team has enabled us to
deliver projects that are co-designed with
consumer input. The voice of the consumers
has been at the forefront when we look at
innovative ways of working. I highly value the
consumers' input and look forward to ongoing
collaboration in years ahead".
Ms Heena Puri, Self-Management
Support Clinical Nurse Consultant, Integrated
and Community Health

"Community and Consumer Partnerships offer
an opportunity to stop, listen, reflect and learn
together. It provides us with continual
development and improvement to support high
quality and best practice care for a truly
human centred approach to
outcomes. Partnerships and collaboration
support enhanced shared decision
making, ensuring that all voices and
perspectives are heard and thus providing
a learning environment for change.
Celebrated outcomes can be achieved
through partnerships with consumers, carers
and caregivers, scaffolding the platform
for ongoing reflection and growth".
Ms Katherine Maka, Project Manager,
COVID-19 Response Team

"The partnerships between the hospital and the
communities recognise that health and wellbeing
are more than just attending a hospital.
Community leaders in the Auburn Hospital
Community Council are from many sectors,
including primary and secondary education, police,
housing, transport, Centrelink, local council, and
local faith-based organisations. Building this
sustainable partnership over time will strengthen
the health and wellbeing of members of the
Auburn community by having access points within
each sector where information is shared in a
strategic, timely, and effective manner. The
importance of the council has been evident during
the COVID-19 pandemic. Council members have
quickly escalated communication and other issues
identified in the community to the attention of the
hospital, the Public Health Unit, the
communications team, and other health agencies.
At the same time, information about COVID-19 has
been shared with the community through
channels that previously were not available.
Health messages have been evolving in light of
increased knowledge about how community
members perceive these messages and,
importantly, they are responding to the unique
community profile in this culturally diverse part of
Sydney".
Mr Mark Harris, Principal, Auburn North Public
School, member of the Auburn Hospital
Community Council

"The importance of consumer voice and
community partnerships cannot be
underestimated . It helps to ensure that we have
an equitable approach to delivery of health care
and prevention strategies in WSLHD".
Dr Smita Shah, Director Prevention Education
and Research Unit, Research Education
Network.
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Glossary
Anti-microbial
stewardship

A program to improve safe and appropriate use of antimicrobial (antibiotic)
medications to reduce antimicrobial resistance.

Co-design

Involving all stakeholders in the design process to ensure the service or
program meets everyone's needs. It is designing with the users, not for
them.

Community

Groups of people or organisations with a common local or regional interest.
Communities may connect on many levels including but not limited to place,
culture or interest.

Community
Councils

Community Councils have been established to support each hospital in
WSLHD. They are groups of WSLHD staff and community leaders who meet
monthly to identify needs in their communities and network to improve their
community’s well-being.

Community leader People identified as prominent and respected members of a community who
want to improve the well-being of their community.
Consumer

People who use, have used or are potential users of health services. The
term sometimes includes family and carers. However in a mental health
service context, families and carers are often seen as partners rather than
consumers.

Carer

A carer provides support, often unpaid, to someone who requires assistance
with day-to-day functioning.

Consumer
Representative

Usually a volunteer who partners with health service staff to plan, design,
monitor and evaluate health services to support and improve health
outcomes. We capitalise both words to emphasise the importance of this
role in our partnerships.

Evidence-based

Programs and services that are informed by current best evidence and
research.

Health literacy

The skills and knowledge to access and understand health care and to live a
healthy life.

Imaginate

(v) To imagine an outcome and take practical steps towards realising that
outcome. This is most often a group activity.

KPI

Key Performance Indicator - a measurement to see how effectively an
organisation is meeting its objectives.

Mental Health
Carer Council

A group of carers of people who have received WSLHD mental health
services. This group became a Council in 2020 where they aim to improve
mental health services for patients and carers.
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Glossary (Continued)
Microsoft TEAMS

A digital communication platform where groups can communicate and
work on projects together.

My Experience
Matters survey

An online survey tool which captures feedback from patients about their
experience of WSLHD services.

Parramatta Koori
Interagency (PKI)

A network of Aboriginal and Torres Strait Islander workers, organisations,
supporters and community members within the local community of
Parramatta or, more broadly, Western Sydney.

Partnership

Developing trust and relationship between WSLHD staff, consumers
and community members to design, deliver, monitor and evaluate health
services.

Patient-centred
Care

The timely and systematic provision of healthcare that is built around the
values, preferences and expressed needs of the individual patient (Picker
Institute Europe)

Seven Habits of
Highly Engaged
Committees

A program demonstrating practical steps that staff can take to build
partnerships with Consumer Representatives on committees or other
activities. Sometimes shortened to "The Seven Habits".

Social care

Non-medical services that are necessary for the health and wellbeing of
an individual or a community. Social care is based on the premise that a
person requires secure housing, income, education, access to healthy
food, accessible transport and other social inputs for health care services
to be effective.

Staff champions

Staff who support and promote with peers the value of consumers as
partners in health care planning, design, monitoring and evaluation.

Western Sydney
Primary Health
Network (WSPHN
or "WentWest”)

Funded by the federal government, one of 31 Primary Health Networks
whose purpose is to increase the efficiency and effectiveness of primary
health medical services in the community (General Practice and private
allied health services).

WSLHD

Western Sydney Local Health District

WSLHD Consumer
Council

Since 2014 the WSLHD Consumer Council has been a monthly meeting of
Western Sydney Consumer Representatives who want to influence and
improve health services. Regular in-services, a progressive agenda and
unstructured conversations broaden the health literacy of Consumer
Representatives.
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Ms Tara Lee, Community and Consumer Partnerships Operations
ons Manager
and
Dr Coralie Wales Ph.D., Facilitator and Co-designer of the Community
y and Consumer Partnerships Program
If you are interested in becoming a Consumer Representative, want to get involved in a hospital-based
community council or want to get in touch for any reason at all:
Tara.Lee1@health.nsw.gov.au

Mob: 0437 874 244

Coralie.Wales@health.nsw.gov.au

Mob: 0418 186 829

https://www.wslhd.health.nsw.gov.au/Consumer-Partnership/All-about-consumer-engagement

