Consumer and Community Engagement Strategy
2020–2022

Improving Healthcare Together

About this plan
Metro South Health’s (MSH) consumers and community are at the centre of everything we do.
We acknowledge and embrace the diversity in our region. The MSH Consumer and Community
Engagement Strategy (the Strategy) provides direction on how we will engage and work with
our consumers and community. The Strategy outlines the actions we will take to facilitate
meaningful engagement in relation to the planning, design, delivery and evaluation of our
healthcare services, in order to meet the needs of our community. The Strategy helps us meet
the legislative requirements of the Hospital and Health Boards Act 2011 and the National Safety
and Quality Health Service Standards.
MSH has one of the most culturally and linguistically diverse populations in Queensland.
2% of our population identify as Aboriginal and/or Torres Strait Islander and 4% as Pasifika
and Maori. More than 21% of residents speak a language other than English at home. We are
fortunate to be able to tap into such diversity of cultures, ideas, traditions, and customs in
our community. However, this diversity also brings with it a number of challenges, such as
making sure we understand each other (health literacy), ensuring our services are welcoming,
person-centred, inclusive, supporting those with more complex needs, and ensuring our rural
communities and those who experience higher levels of disadvantage have equitable access to
healthcare. By working together and learning from each other we can deliver better healthcare
outcomes in accordance with traditional cultures and shared values.
This strategy is supported by the Metro South Health Consumer
and Community Engagement Reference Document 2020-2022.

Acknowledgement of Country
Metro South Health recognises and pays respect to the
traditional custodians of the land and waters—the Yugambeh,
Quandamooka, Jaggera, Ugarapul and Turrbal peoples—and to
Elders, past, present and emerging.

Our challenges
Diversity in our community and significant numbers of people at social
disadvantage in our health service.
A large population living in different settings requiring different modes
of health service delivery.
Health literacy of the community.

Our opportunities
Partnering with patients, carers, families, consumers and the
community to identify and act on opportunities for improvement of care
delivery.
Evaluating what we do to ensure quality improvements are embedded.
Working together and learning from each other (staff and consumers) to
deliver better health outcomes.
Linking with community groups to incorporate and celebrate the
diversity of our health service (includes but not limited to cultural,
language, age, education, socioeconomic, LGBTIQ+, and disability).

Our
ICARE2
Values:
We will respect, protect, and promote human
rights in our decision-making and actions.

Metro South Health Consumer and Community Engagement Strategy 2020–2022
Our vision
Our purpose

To be Australia’s exemplar public healthcare service
Quality healthcare every day

Our
Objectives

Building trust
and respect

Acknowledge and promote
the expertise and value of
consumers, and the
community

Build consumer and
community satisfaction

Achieve National Safety
and Quality Health Service
Standards for Partnering
with Consumers

Our
Strategies

1 Implement the MSH Clinical
Governance Framework to
support MSH in becoming a
person-centred organisation.

1 Engage with our consumers and the
community to define our shared purpose and
work with them towards achieving our shared
objectives.

1 Improve the appropriate use of interpreters
when partnering with consumers in their care.

2 Deliver on our framework for
consumer engagement in
research that aligns with the
National Health and Medical
Research Council Statement on
Consumer Involvement in Health
and Medical Research.

2 Create an end of year celebration and a
consumer award as part of Board Chair Awards
to celebrate consumer contributions.

1 Ensure governance systems support
the involvement of consumers and
community members in healthcare
design, delivery, measurement and
evaluation before decisions are
made.

Our
Measures

3 Respect and embrace our consumers’, carers’
and community’s different perspectives based
on life experiences, background, culture,
traditions and beliefs in line with the MSH
ICARE2 values.

3 Engage with consumers to develop patient
information and consumer publications and
materials which are easy to understand and
provide relevant information.
4 Provide information that is culturally
appropriate in a variety of formats that is fitfor-purpose and easy to understand.

3 Partner with community
services, peak bodies, local
government and other key
stakeholder networks to help us
engage with diverse and priority
consumers and community
members.

4 Partner with consumers in their own health
care (including maximising their ability to
make the best health decisions for their
situation).
5 Provide staff and consumer learning and
development to enable partnerships which
include appropriate decision making and
accountabilities depending on the situation.

6 Use a variety of mechanisms to let consumers
and community members know how their
feedback was used.

» Consumer and community

» All MSH committees will review the diversity

» Measures of patient satisfaction for all

» All appropriate quality improvement projects

» Increase consumer satisfaction of availability

engagement reach is
representative of the diversity of
the MSH community.

» Reporting on attraction, retention
and turnover of consumers in
formal engagement roles.

of consumer representation and action any
deficits.

and processes engage/partner with consumers
and document how this partnership influences
project outcomes.

» Patient Reported Experience Measure, Your

Experience Survey, Carer Experience Survey
+ Best Practice Australia survey data utilised
at the health service, facility/ward level to
influence change.

ICARE2:

2 Build the capacity with our staff, consumers,
and community to enable effective
communication and engagement.

5 Ensure consumers have the information they
need to effectively interact with MSH either as
a consumer managing their own health or as a
stakeholder in an engagement activity.

directorates are high and consistently above
the state average.
of culturally appropriate resources on Patient
Reported Experience Measure.

» Increased number of compliments recorded
demonstrating increased satisfaction with
MSH services.

2 Ensure MSH actively strives to
become a ‘health literate’
organisation.
3 Promote the expertise of consumers,
carers and the community by
advocating for consumers to be on
MSH and directorate advisory
committees.

» All directorates in MSH meet the

criteria specified in the National
Safety and Quality Health Service
Standards – Partnering with
Consumers.

» 80% or more of the consumers and

community members participating in
formal engagement roles with MSH
on a specific issue report they feel
their contribution was valued and/or
resulted in a positive change.

metrosouth.health.qld.gov.au

