
FROM PASSIVE TO PARTNERSHIP

CONSUMER PARTICIPATION:



INFORM CONSULT COLLABORATE/ 

PARTNERSHIP

EMPOWER

Consumers are the recipients of 

information. 

N.B. It’s important to be sure that the 

information you provide to 

consumers is accessible and easy to 

understand.

Consumers are asked for their views, 

which may be taken into account.

N.B. Consultation is only participation 

when information gathered can 

influence the outcomes of the 

project.

Consumers are partners in an activity. Consumers have decision-making 

power.

Objective Objective Objective Objective

To convey information. For example, 

to communicate factual information 

about a policy, program or service. 

Generally a decision has already 

been made and the public needs to 

know about it, although there is no 

opportunity for influence.

Activities at this level support 

consumer participation but are not 

considered participation.

To seek, listen to and gather 

information on consumers’ views. 

Decisions are still being shaped and 

should be based on the feedback 

consumers provide through 

consultation.

Techniques at this level are used when 

there is a need for discussions about 

complex issues. 

There is a larger scope for consumers 

to shape decisions that affect them. 

There are open time frames for 

deliberation on issues and the options 

generated together are respected.

Activities at this level are aimed at 

partnering with consumers. 

There is a need for consumers and 

consumer groups to manage the 

process. 

There is an agreement at the outset 

to implement solutions generated by 

consumers and groups and to 

develop policies and programs in 

partnership.

Examples Examples Examples Examples

 Advertising

 Mail-outs

 Brochures

 Posters

 Information kits

 Web postings

 Focus groups

 Surveys

 Discussion papers seeking 

submissions

 Public meetings/forums

 Interviews

Working groups

Workshops

Public forums

Round tables

Advisory councils

Consumers on committees

Consumers involved in planning 

Consumers setting the agenda for 

improvement and research.

Increasing level of consumer input

The Consumer Participation Spectrum



Rights & 
Responsibilities:  
Adults, Teens & 
Children

FAC 
Handout to 
families

Ward 
information 
sheets

A Day in the 
Life of a Family 
Advisory 
Council

Community 
reps on Public 
Accountability 
Committee

Community 
reps on 
Health Care 
Quality 
Committee

Consumer 
advocacy 
training

Handbook for 
Families

Carers at Kids 
newsletter 
(Carer Support 
Program 
publication)

Fact sheets Involving 
children & 
families in 
improvemen
t

Family 
Advisory 
Council

Youth 
Advisory 
Council

Consumer 
participation 
conference

Grace (NICU) 
newsletter

DAM 
(Adolescent 
Medicine 
publication)

Consumer 
participation 
policy

NSW 
Health 
Patient 
Survey

Quality 
Improvem
ent 
Surveys

Family-
centred care 
orientation 
video

Grace Parent 
Advisory 
Council

Rehab 
Parent 
Advisory 
Council

Oncology 
Parent 
Advisory 
Council

The Chemo 
Chronicle 
(Oncology 
publication)

Rights & 
Responsibilitie
s: Adults, 
Teens & 
Children

Consumer 
participation 
guidelines

Suggestion 
box 
feedback

Adolescen
t 
Satisfactio
n Survey

How to 
conduct a 
survey

How to run a 
focus group

ED Email 
Advisory 
Panel

Families 
Online
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Increasing level of consumer input

The Consumer Participation Spectrum

Information for patients & families

Information for staff

Consultation with patients & families

Staff training on involving consumers

Working in partnership with consumers

Empowering families



Newsletters



The Family Advisory 

Council & Family-

Centred Care

www.chw.edu.au/parents/fac/

Also contains info about other 

CHW consumer advisory councils



Rights and Responsibilities



• Fact sheets

– Family-centred care

– Surveys 

– Focus groups 

– Consumer forums

– Consumer interviews

• Consumer Participation policy

• Consumer Participation guidelines

Information for Staff



Suggestion Box Feedback



In the parent/carer rooms on the wards



Consumer Advocacy 

Training



Feedback from the training

• All participants rated all aspects of the training as either 
‘useful’ or ‘very useful’.

• Some comments:
– Very informative and great to meet other Advisory Groups

– The shared learning from all of the training participants and their 
various perspectives where excellent in drawing out additional 
learning.

– Very worthwhile - thank you. Good suggestions, useful resources 
and a great balance of knowledge and flexibility in facilitation 
style.

– Has motivated me to get more structure around what I do.

– Great day. Learnt a lot. Thank you for giving us the opportunity



Staff training

• Involving children & their families in 
improvement

• How to conduct a survey

• How to run a focus group

• Family-centred care orientation video



Save the date!

Consumer Participation 

Conference

More details to follow

Joyce Murphy

Consumer Participation Coordinator

02 9845 2097 joycem@chw.edu.au

Monday 25 October 2010

We’re having a

• Half day conference

• Staff & consumers
• Learn about current activities & projects
• Break-out sessions to discuss key issues
• Networking opportunities



Consumer Advisory Councils

• Family Advisory Council

• Youth Advisory Council

• Grace Parent Advisory Council

• Oncology Parent Advisory Council

• Rehab Parent Advisory Council



Online advisory groups



FAC Handout to families

• How to deal with issues

• What to do if you have any concerns or want to make a 
complaint

• How to manage your relationship with staff

• How to give feedback about your experience

• How to show thanks, if you wish

• You can get involved with making the Hospital a better 
place for children and their families

• You have an important role

• The parent/carer resource centre

• About the Family Advisory Council



Expanding the program

• Consumers on key hospital committees 
(planning, advocacy, web steering, cultural 
diversity)

• Using Facebook to interact with young 
people



Thanks!


