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Consumer Participation Indicators
Allow us to:

Monitor performance against internal 
goals
Identify areas for improvement
Assess progress of strategies to improve



The Quality of Care report provides us 
with the opportunity to inform the public 
about how we have   implemented and 
used these indicators 



Governance
Showing the public the governing body is committed 
to consumer, carer and community participation?

The things you can report on 
Summary of the consumer plan
Accreditation outcomes

How have you achieved a MA rating on 
standard 1.6 the Governing Body is committed 
to consumer participation. 
1.6.1 How input is sought from consumers, 
carers and the community in the delivery and 
evaluation of the health service



Showing there is participation in the 
higher levels of decision making

Reporting on consumer, carer involvement 
in

BOD planning days.
E.g.

In February 2006 WGHG had a BOD planning 
day. Members of the Executive BOD and 
Community were invited to review progress on 
the 5 year strategic plan and set the course for 
the New Year.  Below is a summary of the key 
strategies for 2005-06 and the outcomes 
achieved?



Articles including what Focus groups 
identified for specific projects
Articles or flow charts showing 
Committees membership and outcomes

Community Advisory Councils 

Development of Q of C report
Assisting with the writing, editing and 
formatting of the report



E.g.
Responding to community needs.

During 2005-2006 a review of WGHG 
services showed there was a delay in the 
availability of podiatry services. Waiting 
time to see a podiatrist during 2004-2005 
was approximately four months. 
In response, WGHG implemented an 
innovative team based program



1.6.2 How consumers/patients are 
informed of their rights and 
responsibilities.

E.g. 
Survey results Patient Overall  Satisfaction
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Commentary to go with the graphs 
E.g.

The WGHG achieved results significantly higher 
than the category average in these areas:
Between 86 and 91 patients responded in the 
following categories and gave WGHG a 99-
100% rating on:
The results of the monitor also showed areas 
where WGHG can improve performance. These 
were:



Accountability

Reporting to the community on
Quality and safety processes and 
monitoring.
The community what to know their health 
service is safe and provides a high quality 
of care
How good is our service compared to 
others.
What are the waiting times for services. 
What are we doing about improving them.
Our plans for consumer participation



Healthcare and Treatment

Reporting on consumer/carer participation 
in clinical care.
Satisfaction surveys
Processes for developing written health
Care pathways 
How consumers are provided with 
information on care delivery options and 
what is likely to happen to them.



E.g. 
Article on the services available, 
improvements made to services and how 
consumers have been informed.







Outcomes of complaints
E.g.

In response to complaints we have
Provided in-service education for staff in the emergency 
department on pregnancy testing of women with 
abdominal pain and psychological support of women 
who have had miscarriages.
Strengthened the role of the nursing coordinators to 
inform the Director of Nursing and Director of Medical 
Services if there is an unusual delay in transferring 
patients for ongoing care.
Reviewed emergency department protocols for the 
management of paediatric patients.



The Jackson’s Track Story and it’s 
impact.
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