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From 
Improving the consumer experience

To
Understanding the consumer 

perspective



The ConsumerThe Consumer

• Who is the consumer?
–Those who……….

•might use the service
•do use the service
•use the service frequently
• groups requiring specific assistance or 

consideration
•mainstream society



Representative vs individual

–Tradeoffs

–Outcomes

PerspectivePerspective



Multiple PathwaysMultiple Pathways

Quality improvement agenda?

Service delivery agenda?

To what extent?

Policy Operations



ExampleExample

• Initial focus 
– Improving the patient experience
– Consumer perspectives
– Population based

• Progress
– Subset adjustment
– Special needs groups

• Next steps
– Consumer representation on key advisory groups



The FutureThe Future
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