
What have we done so far?

As an initial step, DHHS released the Your Care, Your Say: Consumer and Community Engagement 

Consultation Paper on 3 April 2009 to seek community views about consumer and community 

engagement. 

DHHS received 25 written submissions as part of this consultation process and gathered more 

comments through face-to-face meetings. These comments are included in a summary report  

in the position paper. 

Through this consultation process consumers, staff, community members and their representatives 

raised the following key issues:

	 -	�meaningful consumer engagement is important and valuable for all involved and must be  

a major priority for DHHS

	 -	DHHS must improve and build on existing engagement practices

	 -	�DHHS must recognise the challenges and opportunities of rolling out engagement across 

the whole of health and human services  

	 -	consumer and community engagement must be based on flexible approaches

	 -	relationship-building is central to meaningful consumer engagement 

	 -	capacity-building is a key aspect of implementation

	 -	�DHHS must put appropriate structures, policies and processes in place at every level  

to ensure consumers and the community can play an effective role. 

Have your say!

DHHS wants to hear your views on consumer and community engagement and your ideas about 

how it can best involve you in decisions about your services. A number of specific questions have 

been included in this document.  Please respond to as many or as few of these as you wish.

For a copy of the Your Care, Your Say: Consumer and Community Engagement Consultation Paper,  

or to provide your comments and ideas, please email 

susan.stipcevic-webb@dhhs.tas.gov.au 

or post to:

Susan Stipcevic-Webb

Manager Community Engagement and Stakeholder Relations

PO Box 125

Hobart, Tasmania 7001

If posting, please include your address if you wish us to acknowledge receipt of your contribution 

or if you wish us to keep you informed on consumer and community engagement.

Please provide your feedback by Friday 9 October
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The Department of Health and Human Services (DHHS) is committed to engaging Tasmanians in 

decisions about their health and wellbeing. To support this DHHS is developing a consumer and 

community engagement strategy. 

By engaging Tasmanians in decisions about their health and wellbeing, and that of their 

communities, DHHS believes it can serve the community better. People enjoy greater quality 

of life when they have more control over their personal situations. Consumer and community 

engagement leads to a more integrated approach to health and care. 

Service standards improve when consumers and the community monitor safety and quality. 

Service providers and policy makers get a richer view of their service system and the community 

gains a better understanding of how services perform.

“Working together we’ll improve the health and wellbeing of all Tasmanians”



Consumer and community engagement: At a glance

No wrong door- making sure there are 
a number of opportunities and ways for your 

voice to be heard.  

Listening and responding – involving you  
in developing responsive, accessible and 

sustainable health and care services. 

Capacity building – making sure all of us  
have the right skills, knowledge and know-how  

to practice engagement meaningfully.

Relationship building – developing 
relationships that support the 

development of healthier communities.
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Working together we’ll improve the  
health and wellbeing of all Tasmanians 
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Build on existing consumer  
and community engagement 
arrangements.

DHHS already has many ways in 
which it engages with consumers and 
the community.  These range from 
individual care consultations through 
to formal whole-of-community 
consultation processes.

DHHS plans to build on these 
arrangements in the following ways:

– �provide a way to recruit and support 
consumers who want to be involved

– �support consumer engagement 
research and policy development

– �provide easy entry points for people 
wanting to be involved.

– �help develop and share knowledge and 
expertise among consumers, staff and 
the community

Question — Has DHHS 
identified the right 
opportunities by which to 
make current arrangements? 

Giving consumers and the 
community an effective role

Organisations that think about how 
to involve people in their business 
activities do consumer and community 
engagement best.

Doing engagement well means that 
both the organisation and consumers 
need to adopt the viewpoint of the 
other to better understand issues or 
barriers that can limit engagement.

At the level of individual care, people 
may not know what questions to 
ask when discussing their treatment 
options. At other times, literacy skills, 
cultural background, location or age 
may hinder their ability to make 
informed treatment and care decisions.

Question — How can DHHS 
help you be more involved 
in shaping the services we 
provide?

Making consumer and 
community engagement  
real – everyday

DHHS must build consumer and 
community engagement into its 
planning and reporting processes and 
structures.

This involves developing consumer and 
community engagement performance 
indicators for DHHS and reporting 
against these to senior management.

DHHS must conduct its day-to-
day activities in ways that make 
consumer and community engagement 
sustainable and rewarding for all.

Question — What do you 
think DHHS must do to make 
sure engagement is part of its  
day-to day activities?

Helping DHHS staff practice 
engagement more effectively

DHHS staff work in a diverse range of 
environments and provide services to  
a diverse range of people.

DHHS needs to ensure staff have 
the necessary skills and plan, develop, 
implement and evaluate engagement.

DHHS must ensure staff learn from 
the experience of colleagues and must 
recognise individual and team efforts.

Question — How can 
DHHS help staff practice 
engagement better? 

Getting better, all the time

Seeing where consumer and 
community engagement has worked 
well helps measure its value and can 
guide future development.

A detailed action plan will support the 
strategy and will outline how DHHS 
will support consumer and community 
engagement across the organisation.

A detailed action plan that outlines 
the steps that DHHS will take to 
support the consumer and community 
engagement process.

The roll-out of consumer and 
community engagement will build on 
initial capacity and relationship-building, 
and will increase the scope  
of engagement over time.

Questions 

— How do you think DHHS 
should evaluate its progress? 

— How can DHHS improve its  
feedback systems?


