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Acknowledgment of Country 

Metro South recognises the traditional custodians of the land and waters. We pay our respects to the 

traditional peoples.  

Definitions 

Carer – Individuals who provide unpaid ongoing care or assistance to another person who, because of 

disability, frailty, chronic illness or pain requires assistance with everyday tasks. 

Community – A group or organisation with a common local or other shared interest. Communities may 

connect through a ‘community of place’ such as neighbourhood, district or region; a ‘community of interest’ 

such as patients, health conditions, industry sector, or professional group; or be a community that shares 

cultural backgrounds, religions or languages.    

Consumers – People who use, or are potential users/patients, of health services and includes family, 

carers, and care partners.   

Consumer, carer and community partnering – An ethos and practice of engaging and collaborating 

with consumers, carers and community for (i) health services improvement in patient-care, and/or (ii) the 

planning, design, delivery, measurement, evaluation and/or governance of the health care services.  

Consumer, Carer and Community Engagement Strategy – A strategy that all Queensland Hospital 

and Health Services develop and publish to promote consultation, engagement and partnering with health 

consumers, carers and members of the community about service planning, design, delivery, measurement, 

evaluation of health care services. 

Person-centred care – Care that is respectful of, and responsive to, the preferences, needs and values 

of patients, families, carers, care partners and/or community; a holistic and personalised approach to 

health care.  

Planetree – A non-profit international organisation that provides education, support and credentialing for 

excellence person-centred care in healing environments. The Planetree philosophy of care is a holistic 

approach to health care which means caring for each person as an individual. 

Forward 

Message from Metro South Health Chief Executive – To be added 

Our services 

Metro South Health is one of the most highly accessed and fast-paced health services in Australia. The 

community we serve is exceptionally diverse in every way—we live in high rises, suburbs, country towns, 

farms and remote islands; and we are diverse in cultural background, age and socioeconomic factors.   

We are the major provider of public health services, and health education and research, in the Brisbane 

south side, Logan, Redlands and Scenic Rim regions. 

Metro South Health serves an estimated population of 1 million people, 23 per cent of Queensland’s 

population.  It employs more than 14,000 staff and has an annual operating budget of $2.3 billion. Metro 

South Health is made up of five major hospitals in addition to several health centres throughout the region. 
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Purpose 

Consumers, carers and community are at the centre of everything we do. We are respectful of, and 

responsive to the preferences, needs, values and diverse backgrounds and abilities of all people in our 

region—regardless of where they are in their individual healthcare journey—and the families and 

communities in their support networks.  

Improving Health Care Together: Consumer, Carer and Community Engagement Strategy 2020-2023 sets 

out Metro South Health’s goals and strategies for partnering with consumers, carers and community as we 

strive to deliver excellence in person-centred care. Our achievements since Improving Healthcare Together 

2016-2019 have been many and are outlined in the Review Report for Improving Health Care Together: 

Consumer, Carer and Community Engagement Strategy 2016-2019 (link to achievements report to be 

added). 

This third edition of the Metro South Health consumer, carer and community engagement strategy 

Improving Healthcare Together 2019-2023 outlines the actions we will take to facilitate meaningful 

consultation, engagement and partnering with consumers, carers and community for planning, design, 

delivery, monitoring and evaluation of healthcare services in our region. It is vital we do this and do this with 
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authenticity to ensure we we can continually meet the needs and improve experiences for consumers and 

the community in the Metro South Health region.  

The Strategy is guided by the Metro South Health Strategic Plan 2019-2023 and will contribute to the 

achievement of the Metro South Health Vision (Health and wellbeing for all in the community), Purpose 

(Partnering for high quality, connected, person-centred and sustainable care), and Mission (Deliver 

excellence in person-centred care through genuine partnerships with consumers, carers, community and 

our staff).  

The Metro South Health Improving Healthcare Together: Consumer, Carer and Community Engagement 

Strategy 2020-2023 is aligned with the Metro South Health Improving Healthcare Together - Clinician 

Engagement Strategy. These strategies guide us in our consultation, engagement and partnering with 

health consumers, members of the community and clinicians about the provision of health services by 

Metro South Health. The Strategy also aligns with elements of our partnership protocol with the Brisbane 

South PHN which specifies shared objectives and actions for best possible health outcomes for consumers 

and community in the region. 

This strategy will help us meet legislative requirements of the Health and Hospital Boards Act 2011 and 

Regulation 2012 and the National Safety and Quality Health Service Standards (NSQHS Standards, 

Version 2); embed the Australian Charter of Healthcare Rights into practice; and contribute to achievement 

of Planetree Gold Certification for Excellence in Person-Centred Care.  

How we will engage 

Our approach to consumer, carer and community engagement is underpinned by an ethos of genuine 

partnership and is consistent with Metro South Health Principles of Consumer Partnering (see Box 1). Our 

principles have been informed by industry best-practice for health consumer and community engagement.  

Metro South Health is committed to actively engaging with consumers and members of the community of 

our health services. In particular we will ensure people who experience poor health outcomes and/or find it 

difficult to access health services have the opportunity to have a voice in the planning and delivery of health 

services. Where possible we will also gain an understanding of the experiences of individuals and groups 

through the involvement of providers of community services, community leaders and specialist support 

services.  

Box 1: Metro South Health Principles of Consumer Partnering 

Partnership: Patients, family, carers, care partners, community and the health service work effectively 

together based on shared purpose and goals that focus on health care service quality and improvement for 

all.  

Person-centredness: Patients, family, carers, care partners, community and the health service share in a 

person-centred care philosophy as underpinning both the nature of the partnership and the outcomes for 

the health service.  

Transparency: The role and scope of influence of patients, family, carers, care partners and community in 

health care services design and decision making is accurately portrayed, acknowledged and 

communicated.  

Mutual respect and value: Partnering processes are undertaken with mutual respect and valuing of all 

stakeholders’ experiences and contributions, including those of patients, family, carers, care partners, 

community and staff of the health service.  

Trust and confidentiality: Partnering processes with patients, family, carers, care partners and community 

instil mutual trust and confidence, and respect confidentiality and privacy of the individuals and services 

involved.   



 

DRAFT Improving Healthcare Together – Consumer, Carer and 
Community Engagement Strategy 2020-2023 

 Page 6 of 7 

 

 

Inclusiveness: Partnering processes are inclusive and actively seek the contributions of patients, family, 

carers, care partners, community, and health service staff from diverse cultural, language, tradition, 

belief/values, experience, demographic and ability backgrounds.  

Open communication: Open and reciprocal communication occurs throughout partnering processes; and 

patients, family, carers, care partners, community, and the health service are open to questions, different 

ideas and ways of working, and constructive feedback.  

Positive health literacy environment: Plain language and jargon-free language is used to ensure 

patients, family, carers, care partners, and community can fully participate in partnering processes with the 

health service.    

Fit for purpose: Partnering approaches, processes, tools and techniques are appropriate for patients, 

family, carers, care partners and community; the issues at hand; and the health service decisions to be 

made.  

Evaluation: Recording, measurement and evaluation is built into engagement and partnering processes, 

including implementing effective ‘closing the loop’ feedback practices that inform patients, family, carers, 

care partners, and community about decisions related to their care and the outcomes of their contributions 

to planning, design, delivery, measurement, evaluation and governance of the health care service.   

Continuous improvement: Staff, patients, family, carers, care partners, and community regularly 

collaborate to review partnering processes and practices for continuous improvement. 

Priority areas and goals 

Our priority areas for action for consumer, carer and community engagement align with the five Planetree 

International drivers for excellence in person-centred care: 

1. Creating organisational structures that promote engagement – Organisational and physical 

structures that break down the barriers, both literal and figurative, between healthcare professionals 

and consumers, carers and families. 

2. Connecting values, strategies and actions – Efforts to create cohesion between what we do 

(behaviours and tasks) and why we do it (values and mission). 

3. Implementing practices that promote partnership – Methods, processes and behaviours 

adopted by teams to guide healthcare interactions that cultivate trust, build reciprocal relationships 

and improve communication between consumers, carers, families and healthcare professionals. 

4. Knowing what matters – Efforts to deliver individualized, whole person care according to individual 

needs, preferences and values, and based on partnered determination of goals. 

5. Using evidence to drive improvement – Organizational capacity to create measurable change. 

 

These priority areas and elements have informed the development of the Strategy goals and strategies 

below.  

Goal 1: Together we develop our skills and form the bonds required to engage in genuine 
collaboration and partnerships.  

How Metro South Health will do this: 

1. We will provide support and education to consumers, carers, community and staff members about 

best-practice consumer consultation, engagement and partnering to enable genuine involvement 

and collaboration for health services improvement.   
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2. We will provide language and communication supports to enable health care partnerships with 

diverse consumers, carers, community and staff, and deepen the learning from people’s 

experiences to make the health system better for everyone.  

3. We will acknowledge and value the experiences, contributions and impact of consumers, carers, 

community and staff who partner and collaborate for health services improvement. 

How we will measure success: 

• Stakeholders will validate feeling treated with dignity and respect, listened to, that their concerns 

have been taken seriously and their contributions valued, and they will experience the health service 

as responsive to their needs and preferences. 

Goal 2: Together we will shape better healthcare outcomes in our region.  

How Metro South Health will do this: 

1. Consumers, carers community and staff will work together to define our shared purpose and reflect 

this in the organisation’s strategic directions. 

2. We will involve and partner with consumers, carers, care partners and family to collaboratively plan 

and make decisions about patient health care. 

3. We will look beyond the health system to form partnerships to address the social determinants of 

health that may impact individuals’ access to care, health, and well-being, with an emphasis on 

vulnerable populations.  

How we will measure success: 

• Improved performance in consumer-reported outcome measures will evident. 

• High consumer, carer, and community-reported satisfaction with system-level partnering 

arrangements will be evident. 

Goal 3: Together we will partner for excellence in the design and delivery of person-centred 
care. 

How Metro South Health will do this: 

1. We will provide support and education to consumers, carers, community, leadership and staff to 

enable us to work together to continue the translation to practice of the Planetree philosophy of 

excellence in person-centred care.  

2. We will implement a robust governance structure in which leadership and staff partner with 

consumers, carers and community to continue to guide the implementation excellence in person-

centred care practices.  

3. We will identify, prioritise, design, and assess person-centred care improvement efforts in 

partnership with our leadership, staff, consumers, carers and community. 

How we will measure success: 

• Improved performance in consumer-reported experience measures 

• Achievement of gold standard Planetree person-centred care recognition 

 

Review and Reporting 

Improving Healthcare Together: Consumer, Carer and Community Engagement Strategy 2020-2023 will be 

reviewed annually and publicly reported on every three years by Metro South Health Strategy and Planning.  


