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Northern  Health acknowledges the traditional 
custodians of this land, the Wurundjeri people, and 
pays its respects to elders past, present and future.



MESSAGE FROM THE CHIEF EXECUTIVE

We are proud to present the Northern Health Partnering 
with Consumers Plan 2020-2024. The plan captures the 
efforts made to improve consumer participation across 
our health service and outlines our aspirations to continue  
to enhance and embed a true partnership into everything 
we do. 

Slowly and steadily, consumers are becoming an equal 
and responsible partner in both their own health as well 
as the design of the services that support them. We 
know that once consumers are empowered with tools 
of participation, they make smarter health choices and 
initiate positive change in the broader system. In today’s 
connected world, the consumers are a strong voice and 
advocates for better health care.

Over the past few years, we have developed partnerships 
with key academic and industry organisations around 

the globe to explore tangible ways of utilising new and  
innovative technology to improve the patient journey  
through co-design with consumers. And we believe 
we can do more. Therefore, the next four years, as we 
endeavour to meet the aspirations set out in our Strategic 
Plan 2020-2024, will see a strong focus on empowering 
our consumers at the centre of their care. 

We are looking forward to developing innovative ways 
to engage with our consumers, while listening to their 
voices and finding the best possible ways to achieve 
their desired health outcomes. 

Siva Sivarajah

Chief Executive 
Northern Health
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VOICE OF OUR CONSUMERS

We, as the Northern Health Consumer Network, get to see the great work that this 
health service does every day in providing high quality services. We are passionate 
about ensuring that the broader community also learns about the high quality care that 
is available in the north. 

‘Together’, one of the values that Northern Health has adopted and committed to as a 
part of its strategic planning, is important; but what does this mean to us as consumers? 

For us as consumers on our health care journey, ‘together’ signifies  that: 
• we are involved 
• we are connected 
• we are partners 
• we are equal 

Northern Health’s commitment to engage and participate with its consumer network 
acknowledges that this is not just about being a consumer representative. It is a 
commitment to ensuring that consumers, carers, family members, and the community, 
participate in the decisions about their own health and their health service. 

This is why this plan is so important and provides a strong foundation for our continued 
journey ‘together.’

Extracted  from key messages and input received from the Northern Health Consumer Network
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OUR CONTEXT

• The Strength in our Diversity
• Our Trusted Care Commitment
• Our National and State context
• Our Northern strategic context

OUR ACTION PLAN

• The future role of consumers in care delivery
• The structure of our action plan
• How we will work together in achieving our strategic priorities  

EXAMPLES OF HOW WE PARTNER WITH CONSUMERS

• Designing and governing our organisation together
• Planning care models and co-design 
• Partnering with patients in their own care
• Health literacy and publications
• Example Case studies

THE CONTENTS OF THIS PLAN

The purpose of our Partnering with Consumers Plan is to capture the 
ways in which we embed consumer, carer and community participation 
into everything we do at Northern Health. It outlines our progress 
and celebrates our achievements and what we do well. It also sets our 
roadmap for where we want to be and how we will get there. 

This document is intended to be a live document and will evolve 
alongside the activities set out in our Strategic Plan 2020-2024. 
Underpinned by our values  of Safe, Kind and Together, this Plan 
describes how we aim to work together with our consumers and the 
community. Most importantly, it tells our consumers, patient, carers, 
families, and, our community that their participation is fundamental to 
ensuring we can make a difference, together.



OUR CONTEXT

The strength in our diversity

The northern Melbourne community is 
extremely diverse and dynamic. The region 
contains residents born 126 countries, and is 
characterised by a range of unique features that 
create a distinct environment for health service 
provision.

We recognise the knowledge, strengths and 
rich experiences that the people of the north 
bring to Northern Health from their diverse 
backgrounds. We are committed to providing 
employees, patients, family members, volunteers, 
contractors and visitors with a safe and inclusive 
environment and to being responsive to the 
needs of our diverse community. 

To that end, we have created a health service 
governance structure to ensure our cultural 
competency is improved for the following five 
groups of vulnerable people in our community: 
Aboriginal and Torres Strait Islander peoples; 
members of Culturally and Linguistically Diverse 

(CALD) communities and/or those with Limited 
English Proficiency (LEP); lesbian, gay, bisexual, 
transgender, intersex and queer (LGBTIQ+); 
People with disability or disabilities and refugees 
and asylum seekers.

Northern Health has developed a Reconciliation 
Action Plan to address inequalities experienced 
across Australia. Reconciliation refers to bringing 
together Aboriginal and Torres Strait Islander 
Peoples, and other Australians. It touches 
on symbolic and practical actions to achieve 
equality and equity. 

Our catchment is one of the fastest growing 
communities in Australia, with new suburbs 
and family homes being developed rapidly. 
Our future is likely to be marked by significant 
growth in demand for the services we provide. 
This growth provides us with an exciting 
challenge to to rethink the way deliver those 
services and is a key factor in guiding our 
Partnering with Consumers plan.
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Our Trusted Care commitment 

Trusted Care is at the centre of our transformational journey, which began with the 
understanding that building trust is about delivering safe, person-centred, and clinically 
excellent care. This care is operationally efficient, and delivered by high functioning teams. 

As a part of this transformation, we are embracing the characteristics of highly reliable care. A 
key feature of this is ‘deference to expertise’. Our patients are often the experts in their own 
situation or experience of their condition; and we think it is critical that health services strive 
towards our patients being true partners in their own care.  

Our transformation is an opportunity for us to rethink how we deliver services to best meet 
the needs of our community into the future. This shifts our perspective from the traditional 
model of hospital based care, to a progressive health service model that is embedded in the 
broader network of health, social and other community services.

We will increase care for our patients outside hospital walls through stronger partnerships 
and better care integration with community providers and other agencies. This new approach 
will deliver services outside the conventional hospital setting, with a greater focus on health 
and wellbeing in the community and seek to support our community’s health through early 
intervention, prevention and health promotion. 

We call this Staying Well and believe it is critical to the realisation of our vision of creating a 
healthier community, making a difference for every person, every day. 

Our values of Safe, Kind, and, Together are fundamental to the creation of this Partnering 
with Consumers Plan. The notion of ‘Together’ means the empowerment and embedded 
participation of our consumers in the co-design of care and services that delivers an improved 
experience in meeting their needs.
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The National perspective 

Northern Health’s Partnering with Consumers Plan has 
been developed to address the Australian Safety and 
Quality Framework for Health Care’s vision of person-
centred care and participation for all Australians. This 
Framework and the National Safety and Quality Health 
Service Standards outline the importance of ensuring 
health services are responsive to consumer input and 
needs.

The Victorian perspective 

Safer Care Victoria’s Partnering in Healthcare 
Framework guides us further in the development of 
our Plan to achieve better care outcomes by partnering 
with consumers. Our plan is also informed and aligned 
to various State and Department of Health and Human 
Services policies and strategic documents, including the 
work done for the Delivering for Diversity - Cultural 
Diversity Plan and the Language Services Policy. 

The Northern Health strategic perspective 

Aligned with the values and vision described on page 6, 
Northern Health’s new strategic plan outlines our five 
strategic priorities of: 
• A safe positive patient experience
• A healthier community
• An innovative sustainable future
• Enabled staff, embowered teams
• Engaged learners, inspired researchers

This plan describes areas of focus to achieve our 
strategic priorities.
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OUR ACTION PLAN

The future role of consumers in care delivery

A consumer driven transformation of health systems 
across the globe is underway. Powerful elements such 
as social networks, new technologies, data analytics, 
new industry players and the most powerful of all, a 
maturing consumerism, are coming together to drive a 
shift toward participatory health. Central to this is the 
development of the patient or consumer as an equal 
and responsible partner.  

We believe consumers empowered with the tools of 
participation to make smarter choices, that make sense 
for their needs, creates bottom-up levers for change. 
These changes will mean the relationship between the 
individual and clinician shifts to that of partners or co-
producers.

Implementing our action plan

Northern Health’s Partnering with Consumers Plan 
sets our roadmap for embracing this transformation. 
Achieving these actions set out in the plan will help 
us to ensure our services are not only responsive to 
consumer input and needs, but will also allow us to 
achieve better care outcomes and a safe, positive 
patient experience, every time.
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THE STRUCTURE OF OUR ACTION PLAN

As we commence delivering against a new strategic plan, we have set our intentions 
of how we will work together with our consumers in the future. Our ‘intentions’ 
describe our stretch-target, or what we are striving to achieve in the longer term. 
Our ‘actions’ are the key steps we will take; and many of these have been in direct 
response to consumer input. 

Actions with a ‘star’ have been directly identified through our consultations with our 
consumers

Each of the actions listed will be supported by a more detailed project plan, data 
analysis, and measures of success. This plan is not intended to demonstrate that level 
of detail. 

Each initiative will also be assigned to an Executive Sponsor, accountable for delivery, 
and to a governing body to track progress or provide future advice. These are likely 
to include, the Northern Health Aboriginal Advisory Committee, the Primary Care and 
Population Health Committee, and/or the Quality committee. This action plan brings 
all of the work relating to our efforts to improve how we partner with consumers into 
one place. The structure of this plan is illustrated further below.
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Each of the following pages is dedicated to one of the five strategic goals and explains 
how we will work together with our consumers and community to achieve them.

Our intention
Each page describes our 
intentions in how we will 
work together in: 

Area 1:   Designing and 
governing our 
organisation

Area 2:   Planning care 
models and co-
design

Area 3:   Partnering with 
patients in their 
own care.

Area 4:   Health literacy and 
publications

Our actions
In order to achieve our five 
strategic priorities we will 
work together with our 
consumers to devise a list 
of actions against each one. 
Over the following pages, an 
initial list is proposed. 

Whilst we work to deliver 
against some early actions, 
we will continue to develop 
and solidify our aims and 
actions together. 

1 2 3 4 5



How we will partner with consumers in creating: 
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Our actions

1.1:  Strengthen consumer representation on:
 • Quality Review Meetings 
 • Standards Clinical Improvement Committees
 • Panels reviewing clinical incidents
1.2:   Implement mechanisms to ensure patient/family feedback regarding 

quality is embedded into Morbidity and Mortality meeting agendas
1.3:   Expand the reach of marketing activities to promote consumer 

engagement at Northern Health e.g. social media

1.4:   Consult with consumers and carers about the design & implementation 
of improvement actions resulting from the review of Sentinel Events & 
CRP cases

1.5:   Ensure all Clinical Communities include consumer representation 

1.6:   Establishing interdisciplinary rounding systems that focus on 
collaborative care and goal planning together with consumers (similar 
to some elements of he Structured Interdisciplinary Bedside Rounding 
(SIBR))

1.7:   Embed Patient Reported Outcome Measures (PROMs) into models of 
care for four services

1.8:   Refine and target patient information and education publications to 
specifically support patients’ own health and wellness behaviours

A safe,  
positive  
patient 

experience

1
Our intention

1:   Designing and governing our  
organisation together

  Consumers and community members are 
embedded into our clinical governance 
structures and processes. Their input impacts 
the way we prioritise activities. Consumers are 
included as a respected partner at all levels of 
the organisation.  

2:  Planning care models and co-design
   Genuine co-design approaches are used to 

design service models, from the idea phase right 
through to implementation and evaluation. This 
means consumers are a core part of the team 
when defining ‘what success looks like’.

3:   Partnering with patients in their own care
  Our patients and their carers are included as 

partners in the team driving their care. They are 
empowered to make informed decisions about 
their health and the services they receive. Their 
care and treatment option are designed around 
their goals and the context specific to their 
every-day life.

4:  Health literacy and publications
  Our patients are provided with the right tools to 

enable informed decision making. These tools 
are tailored to suit individual communication 
styles and recognise readiness for learning.



How we will partner with consumers in creating: 
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Our actions

2.1:   Improve our understanding of our community and how they choose to 
live and consume services (segmentation) to strengthen model of care 
design and target interventions accordingly

2.2:   Strengthen consumer involvement in developing partnerships with 
community and other service providers 

2.3:   Strengthen consumer participation in the implementation of the 
Reconciliation Action Plan (RAP)

2.4:   Expand opportunities for consumer involvement and leadership across 
planning and design of care that meets their wants and needs into the 
future

2.5:   Reinforce opportunities to enhance how consumers connect with 
hospital and other out-of-hospital care supports 

2.6:   Work with Specialists and GPs to improve communication (consider 
improving information provided through My Health Record as a 
mechanism to achieve this) 

2.7:   Strengthen resources to support consumers to be included as partners 
in their care across the system

2.8:  Highlight services that Northern Health provides (such as Hospital in 
the Home) in the local newspaper, or other media as appropriate

2.9:  Publish patient highlights (extracted from consumer compliments and 
thank you messages) up on TVs in the health service

2.10:  Expand the use of decision support tools to strengthen consumer 
knowledge, understanding, and, empower them to be better-involved in 
decisions about their care

Our intention

1:   Designing and governing our  
organisation together

  Consumers and community members are 
embedded into the concept of Staying Well.  
We partner in the design and governance of 
Staying Well initiatives. These are focussed on 
integrated and holistic care both in the hospital 
and the community.  

2:  Planning care models and co-design
   Genuine co-design approaches are used to develop 

care models  by enhancing our understanding of 
our patients, people in the community, and, their 
lived experience. Our consumers help us to create 
and connect proactive care pathways and out of 
hospital supports.

3:  Partnering with patients in their own care
  Our patients and their carers are included as 

partners in the team driving their care. Consumers 
feel they are understood and supported by their 
care team and feel empowered to  access the care 
they need when and where they need it.

4:  Health literacy and publications
  Our patients, and consumers in the broader 

community, are provided with the right tools to 
enable informed decision making. These tools  
are tailored to suit individual communication  
styles and support consumers in staying well  
closer to home.

A healthier  
community

2



How we will partner with consumers in creating: 
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Our actions

3.1:   Strengthen consumer representation on key sustainability 
governance committees

3.2:   Expand the involvement of consumers in recruitment to senior 
positions, including finance and project roles  

3.3:   Work with consumers to map out our pathways to identify where 
we ‘waste’ consumers time. 

3.4:   Explore strategies to enhance consumer access to events, training 
and other participatory opportunities 

3.5:   Embed consumers in working groups that are exploring digital 
innovations that reduce the need for consumers to travel into the 
hospital to be monitored (virtual care models) 

3.6:  Strengthen consumer involvement in the development of digital 
and innovative communication mechanisms that are aimed at key 
cohorts of consumer groups. 

Our intention

1:   Designing and governing our  
organisation together

  Consumers and community members are 
embedded into our structures and processes 
that govern the financial and sustainability 
aspects of our organisation. Their input impacts 
on our the way we prioritise activities.

  

2:  Planning care models and co-design
   Genuine co-design approaches are used to 

design service models in terms of access and 
flow. Our consumers help us to create pathways 
that minimise waste in terms of processes but 
also of wasting consumers’ time.

3:  Partnering with patients in their own care
  Our patients and their carers are included as 

partners in the team driving their care. Where 
appropriate, these methods will embrace digital 
solutions and other innovations that help us 
reach our consumers ‘anytime; anywhere’.

.

4:  Health literacy and publications
  Our patients, and consumers in the broader 

community, are provided with the right tools 
to enable informed decision making. This may 
include digital forms of communication, where 
desired.

An  
innovative  

and  
sustainable  

future
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How we will partner with consumers in creating: 
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Our actions

4.1:   Strengthen consumer involvement in the development of educational 
opportunities and programs 

4.2:   Explore opportunities to make participation easier, and, enhance 
reward and recognition mechanisms for consumers

 

4.3:   Work with consumers to understand what an effective care ‘team’ 
looks like to them.

4.4:   Enhance and embed the role of consumers in selection and 
recruitment processes to senior positions, across clinical and non-
clinical areas 

4.5:   Explore opportunities to formally embed consumers into a wider range 
of staff recognition, feedback and performance systems and practices 

4.6:   Increase the percentage of the workforce with the ‘lived/peer 
experience’

4.7:   Strengthen efforts to achieve the Aboriginal and Torres Strait Islander 
workforce  target

4.8:  Utilise consumers to strengthen staff training and understanding of 
how to reach consumers through written publications

Our intention

1:   Designing and governing our  
organisation together

  Consumers are involved in the governance and 
oversight of education and training to ensure 
staff have the skills, knowledge, motivation and 
opportunities to make a difference for patients and 
each other.

  

2:  Planning care models and co-design
   Consumers co-design our training packages with 

us and are involved in the delivery of education. 
Our consumers help us to understand what a care 
‘team’ looks like to them. 

3:  Partnering with patients in their own care
  Our staff and  teams understand, and are 

trained in, how to partner with consumers in 
their own care. They know how to explore a 
patient’s readiness for learning and tailor their 
communication appropriately  

.

4:  Health literacy and publications
  Our patients, and consumers in the broader 

community, are provided with the right tools to 
enable informed decision making. This includes 
enhancing staff capacity and capability in the field 
of consumer participation and engagement.

Enabled  
staff,  

empowered 
teams
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How we will partner with consumers in creating: 
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Our actions

5.1:   Strengthen consumer involvement in the elevation of Northern 
Health’s research profile 

5.2:   Enhance and embed the role of consumers in research and education 
governance committees and working groups

 

5.3:   Evaluate mechanisms and tools to support genuine consumer 
partnership in care, including evaluating patients’ knowledge and 
understanding of decision support tools available to them

5.4:   Strengthen consumer roles in the development of formal education and 
health promotion activities specifically aimed at target populations in 
the community 

5.5:   Enhance consumer involvement to build evidence and guide the 
development of research questions into care models 

5.6:   Support and embed consumers in the delivery of health education, 
health promotion, and, simulation training sessions 

5.7:  Engage consumers in the use of digital technology (e-health, 
telemedicine, and internet) to enhance learning for both staff and 
consumers. 

5.8:  Strengthen consumer involvement in the development  and validation 
of health literacy tools and initiatives. 

Our intention

1:   Designing and governing our  
organisation together

  Consumers and community members are 
embedded into our structures and processes 
ensure our staff are equipped with the latest 
knowledge and best practices to support positive 
patient experiences and safe, effective care. 

2:  Planning care models and co-design
   Genuine co-design approaches are used to design 

service models related to our staff and our teams. 
Our consumers help us to translate research into 
healthcare practice’. 

3:  Partnering with patients in their own care
  Our patients and their carers are included as 

partners in the team driving their care. Our 
consumers play an integral in enhancing and 
enriching our teaching and learning culture. 

4:  Health literacy and publications
  Our patients, and consumers in the broader 

community, are provided with the right tools to 
enable informed decision making. This may include 
knowledge and awareness of risk factors and 
preventative strategies

Engaged  
learners,  
inspired 

researchers
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EXAMPLES OF HOW WE PARTNER WITH CONSUMERS

There are many ways that we already 
partner with consumers across all of the 
services and functions of Northern Health. 
Together we have made significant inroads 
into helping improve the experience our 
patients have when they visit any of our 
Northern Health services. Some of the 
examples of how we have worked together 
are described over the following pages.

Northern Health PARTNERING WITH CONSUMERS PLAN



HOW WE PARTNER WITH CONSUMERS

AREA 1 – DESIGNING AND GOVERNING OUR ORGANISATION TOGETHER

Northern Health has consumer and community 
representation on key strategic, governance and 
operational committees to advise and provide guidance 
on proposed activities. This ensures that actions can 
address the problems and meet the needs of the 
community. Examples include:

Key committees and advisory functions

• Community Advisory Committee (CAC)

•  Northern Health Aboriginal Advisory Committee 
(NHAAC). Outcomes of partnering with Aboriginal 
communities is outlined further on page 21

• Consumer Network

• National Standards Committees

•  Consumer Literacy: Establish and Review Group 
(CLEAR)

• Diversity Governance Committee

• Open Access Board Meeting

Developing our key overarching plans

Extensive consultation occurred to develop both the 
Clinical Services Plan and the Strategic Plan 2020-24. 
Working with consumers is also embedded into our 
capital planning processes.

Capturing and responding to feedback

Northern Health uses feedback and participation 
to inform service delivery and design. Feedback is 
obtained from:

• Victorian Healthcare Experience Survey

• Direct community engagement and consultation

•  Northern Health Patient Experience Survey 
(available in multiple languages)

•  Feedback provided through the Patient Experience 
Office 

Including consumers on interview panels

Consumers are included on interview panels for some 
roles in the health service, with a view to expanding 
this further.
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HOW WE PARTNER WITH CONSUMERS

AREA 2 – PLANNING CARE MODELS AND CO-DESIGN 

High reliability organising with consumers

Consumers are embedded into Clinical  
Communities, one of our key vehicles to drive our  
high reliability transformation. These clinical  
communities support the development of care model 
design and improvement. 

We also like to travel out to groups in the community 
to seek input into the design of our care models.  
An  example of this is the development of our  
‘Staying Well’ with Diabetes in the North, explained 
further on page 20. 

Safe Practice Forum: stories we can all learn from

At Northern Health, the Safe Practice Forum (SPF) is 
a monthly meeting intended for all staff where patient 
stories are shared.

These stories can help the organisation provide safer 
and better patient experiences. Stories are sometimes 
drawn from incident or feedback systems, or even 
presented by a consumer directly, and have been 
reviewed by clinicians to identify improvements in care. 

Partnering with key groups

We develop partnerships with key groups such as 
the Ethnic Communities Council of Victoria (ECCV), 
and the Victorian Aboriginal Health Service (VHAS) in 
Epping. These groups help us to tailor care models and 
service environments that are culturally appropriate.

Designing our facilities together

Consumers, volunteers, patients, carers, and  their 
families are key partners when it comes to planning 
and co-designing care models that cater to their needs. 
As part of the Victorian Government’s investment to 
develop the Northern Tower, our consumers worked 
side-by-side with clinicians, engineers, designers, and 
architects, to co-design and develop our new Intensive 
Care Unit into a space that offers improved comfort, 
care and privacy for patients and their families (Further 
details is outlined on page 23).   
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HOW WE PARTNER WITH CONSUMERS

AREA 3 – PARTNERING WITH PATIENTS IN THEIR OWN CARE

Patient bedside boards improving patient-clinician 
communication

Patient care boards at the patient’s bedside are used 
as a communication tool to record key information 
about the care plan, upcoming tests, clinical contact, 
and the patient’s preferences and goals. All members 
of the clinical team can write a comment on the board, 
including the patient and their families and carers.

Effective two-way patient-clinician communication and 
engagement is a well documented way of positively 
influencing patient outcomes, preventing adverse 
events during care, and reducing readmission to 
hospitals following discharge.

Video interpreting

Enhancing access to video interpreting services at 
Northern Health is a critical component of improving 
outcomes for our catchment. Consumer feedback 
helped to establish a trial of tablet-based video 
interpreting. This is outlined further on page 22

 

Consenting to the care and services provided

One of the daunting components to care is the 
unknown elements. The cost of care, particularly for 
our overseas patients, can be difficult to navigate in 
order to make informed choices. We have have worked 
hard to improve our financial consent processes to 
support our patients in making decisions that are right 
for them.  
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HOW WE PARTNER WITH CONSUMERS

AREA 4 – HEALTH LITERACY AND PUBLICATIONS

Information Boards To Patients and Consumers  

Located in a prominent public area of the ward, these 
boards provide a great way for staff, patients, families 
and carers, to gain an understanding of how the ward 
is performing  against objectives of improving patient 
safety, patient experience, efficiency of care, and, staff 
wellbeing.

A dedicated role  

Our Health Literacy Coordinator is a key role in our 
Patient Experience and Consumer Participation 
team. Our coordinator leads work in connecting 
with consumers on key activities such as developing 
information and printed publications. 

Enhancing communications and publications 

The Consumer Literacy: Establish and Review Group 
(CLEAR) is our patient information review group 
consisting of consumers, and staff representatives. 

The CLEAR Group plays a vital role in developing, and 
enhancing publications for our consumers patients, 
families and carers.

Documents that are approved by the CLEAR Group  
are often translated in the top 10 languages across  
our catchment. 
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HOW IT WORKS IN PRACTICE
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Outcome: This helped us 
to understand that ‘Staying 
Well’ means we need 
to appreciate the whole 
person. It is rare that we 
are only meaning the 
illness. 

Outcome: The service 
model includes an initial 
session which allows the 
consumer to develop their 
own collaborative plan 
together with both the 
Diabetes Educator and 
Endocrinologist, collated 
with the GP.  We have 
included a Patient Reported 
Outcome Measure in the 
collaborative planning and 
review steps

Outcome: We listened to 
this community member’s 
input and embedded 
psycho-social support in 
the model by providing a 
clinical psychologist for 
early intervention.

Outcome: Involving our 
NHAAC at several points 
has helped us connect 
with the community. As 
a result we are exploring 
options to place an 
additional service in a 
culturally appropriate 
environment at a partner 
organisation in the 
community.

Outcome: Ultimately we 
are aiming to have a long-
term impact of improved 
health outcomes for 
people living with Diabetes 
in the North.

October 2018
Ran ‘Ideas Lab’ workshop 
to explore what ‘Staying 
Well’ means to our  
partners; the community; 
and our staff. 

July 2019
Commenced developing the 
Staying Well with Diabetes 
in the North model, based 
on what we learned from 
Staying Well Ideas Lab and 
other consultation.

September 2019
Went out into the 
community to consult with 
the local Probus group. A 
community member with 
diabetes told us to stop 
focusing on diet/exercise 
and think about stress.

November 2019
Discussed the Diabetes 
model with NH Aboriginal 
Advisory Committee 
(NHAAC) to understand 
what matters to them in 
terms of Staying Well.

Future plan
The Staying Well with 
Diabetes in the North 
initiative will include 
consumer input in the 
evaluation design.

Wherever possible, when  
we are thinking through issues or designing 

models of care , we like to make sure we 
have a wide verity of perspectives included – 

especially our consumers and  
community! 

Our NHAAC is one  
way in which we embed 
consumers as a part of 

our governance.

Supporting our  
consumers to be partners  

in their care means 
embedding key steps into 

our care pathways

CASE STUDY ONE – developing ‘Staying Well with Diabetes in the North’

In developing initiatives to achieve ‘Staying Well’, it has been critical to embed the voice 
of our partners, the community and our staff into the process. One of these initiatives is 
‘Staying Well with Diabetes in the North’. The ways in which our consumers shaped this 
initiative are illustrated below.
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Recognising the 
importance of the 

cultural beliefs  
and practices

Yearly  
Welcome Baby to 
Country Smoking 

Ceremony

CASE STUDY TWO – Building a safe culturally safe service

Northern Health proudly services one of the most significant Aboriginal communities in 
Victoria and is fully committed to improving the health outcomes of its Aboriginal and 
Torres Strait Islander patients. To achieve this we work together with Aboriginal people – 
both those embedded in our governance and structures, as well as elders in the community 
– to design and implement appropriate improvements. 

We are proud of our achievements to date and will endeavor to continue improving the 
delivery of culturally appropriate services to our Aboriginal community. 

Renamed  
Aboriginal Support 

Unit Narrun Wilip-giin , 
Spirit Keepers

Introduced  
Narrun Wilip-giin ASU 
uniforms designed by 

Gary Saunders

Revamped  
Stow Family Aboriginal 

Garden with new 
indigenous plants and a 
mural by Kahli Luttrell

Acknowledgement 
plaque in all clinics  
and wards across  

all campuses

Opened Smoking 
Ceremony Garden 

Jornung-bik  
‘A pleasant place’

Commissioned art work 
by local Aboriginal artists 
Gary Saunders and Kahli 
Luttrell for areas across 

all campuses

Possum Skin Cloak 
Workshop approved

Wominjeka  
‘Welcome’; signs at all 

NH campuses
Nga Nga Ango  
‘First breath’  

Koori Birthing Room
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Outcome: The Working 
Group scoped appropriate 
applications to support 
tablet-based video 
interpreting.

Outcome: We aim to 
increase and enhance 
the access and quality 
of interpreting services 
available to our culturally 
diverse community across 
each of our sites and 
across all periods of the 
day and night.

Late 2018
Feedback from consumers, 
interpreter service and  
staff identified a key gap 
in interpreter access, 
particularly across sites 
and in urgent situations. 

Early 2019
Consultation and 
development of a working 
group to explore options 
and opportunities 
to establish a video 
interpreting service.

Mid 2019
Video interpreting trial 
service was established and 
run for a period of three 
months.

Late 2019
Evaluation is currently 
underway against mutually 
agreed metrics and the 
feedback received from 
our patients, families, 
carers, consumers, and our 
staff.

Future plan
Implementation of a 
broader video interpreting 
service across Northern 
Health will include the vital 
input and feedback of our 
consumers and patients.

CASE STUDY THREE – Video interpreting ‘bridging the communication gap’

Enhancing access to video interpreting services at Northern Health is a critical component 
of improving outcomes for our catchment, which happens to be one of the most culturally-
diverse and fastest growing across Melbourne. In light of this, the growing demand on 
services and Northern Health’s expansion, consumer feedback helped to establish a trial 
of tablet-based video interpreting.

Supporting our  
consumers to be partners  
in their care by providing 

feedback to inform  
the trial

Our Consumer  
Network provided us with  
a range  suggestions and  

helped  co-design and guide  
the decision to trial a video  

interpreting service 

We had a situation when we were called from the delivery suite. 
The clinicians needed an emergency consent for a caesarean and 
the video was the perfect solution. All they needed to do was 
to press a button on the iPad and the interpreter responded in 
seconds. Both the patient and the clinicians were happy with the 
immediate response.           Interpreter

“
           ”
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Outcome: Valuable ideas 
and suggestions from 
their experiences here 
at Northern Health and 
at other hospitals were 
incorporated into the 
design aspects of the 
tower expansion.

Outcome: We listened to 
consumers and volunteers 
and designed a life-size 
3D model of the Intensive 
Care Unit bays.

September 2017
Consumers and volunteers 
engaged in various forums 
to inform the design 
process. 

March 2018
Early tower works 
commenced for the 
development of 18 
Intensive Care and High 
Dependency beds. 

February 2019
Consumers and volunteers 
toured the new ICU facility 
to see how their valuable 
contributions and feedback 
had come to life.

April 2019
New Intensive Care 
Unit was commissioned, 
boasting latest high-tech 
monitoring equipment, 
with improved comfort, 
care and privacy for 
patients and their families.

Future plan
Consumers and volunteers 
will continue to make a 
significant contribution 
to the design, planning 
and development of the 
Northern Health and 
hospital precincts.

CASE STUDY FOUR – Designing our facilties together

In May 2017, Northern Health welcomed the the Victorian Government’s announcement 
of $162.7m in funding for the Tower Expansion (Stage 2) development, adding a further 
four storeys to the Northern tower.
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HOW YOU  
CAN GET INVOLVED

We value every voice.

Our Consumer Network is made up of people like you - patients, 
carers and community members who are interested in the quality of 

health care and shaping the services Northern Health provides.

Northern Health is always looking to work with new members of 
the community and ensure we understand what is important to our 

patients and families when receiving health care and designing health 
care facilities. Your voice and your stories make a difference to the 

safety and quality of services that we deliver and ultimately, the 
experience of our patients and their families.

If you are interested in further information,  
please contact (03) 9495 3313  

or email consumerparticipation@nh.org.au 
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FURTHER  
INFORMATION

We value your feedback in ensuring our Partnering 
with Consumers Plan is relevant and engaging 

for our consumers and community. We have 
endeavoured to reduce medical or clinical language 

and provide definitions to help explain the words 
and terms used in this plan.

If you would like to receive an electronic version of 
the plan, or, provide feedback,  

you can do so by contacting the  
Patient Experience Office on (03) 8405 2457  

or email feedback@nh.org.au
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