CONSUMER, CARER AND COMMUNITY SERVICE PARTICIPATION 

1. PURPOSE

To ensure that insert organisation’s name is guided in developing consumer, carer and community participation for improved outcomes for consumers.

2. DEFINITIONS
2.1. ‘Consumer’ refers to anyone who either directly or indirectly utilises the service, and anyone who may use the service in the future;

2.2. ‘Carer’ refers to anyone who is directly involved in the care of a consumer; this may include family, community and professional carers.

2.3. Consumer participation is about supporting consumer empowerment in health care for improved health and well-being. It may include involving consumers in decision-making, planning, implementation, monitoring, evaluation and review of a service.

2.4. Consumer participation may apply to consumers who are involved in any strategic organisational situation. This may include:
2.4.1. Involving consumers and carers in the development, planning, implementation, evaluation and review of a service
2.4.2. Seeking consumer and carer feedback/consulting to sanction plans or decisions made.
3. POLICY

3.1. Management and staff are committed to actively enlist consumer, carer and community participation to improve outcomes for service delivery and ultimately the consumers
3.2. Consumer comments and feedback will be sought (guided by consumer focused groups), recorded, and reviewed for organisational planning processes
3.3. Consumer representatives will be selected on the basis of their capacity to represent the overall consumer group or specific population group, ability to voice the consumer perspective, ability to refer back and receive guidance from their constituency, and availability to participate.

4. PROCEDURES

Insert the name of the organisation will:
4.1. Work towards incorporating the principles of consumer participation into the service vision, mission and philosophical statement.

4.2. Recruit a consumer and / or carer representative as a board member
4.3. Support and resource the consumer and carer representatives to build their capacity to adequately represent their constituency through the:

· Development of a clearly delineated job descriptions
· Provision of education, training and professional development

· Linkages to support networks

· Provision of peer supervision and mentorships

· Provision of adequate remuneration for the roles undertaken
· Access to staff appraisal and review

· Establishment of Consumer and Care Focus Groups

4.4. Support mechanisms which provide opportunities for consumer and care consultation with their constituency via development of consumer and carer focus group:

· Consumer and carer focus group will be overseen by a Terms of Reference

· The consumer and carer focus group will have access to communication channels with the Board via the “employed” consumer and carer representatives

· The consumer and carer focus group will oversee the compliments / complaints / suggestions processes with direct recommendations to the Board for consideration

· The consumer and carer focus group will develop / source service related consumer and carer resources / brochures

· The consumer and carer focus group will ensure their consistency remains updated to their progress and planning via a communication strategy that they develop.
4.5. Consider informing stakeholders of the consumer participation incorporated into the service and any implications in regards to service delivery.

5. RESPONSIBILITY

5.1. The Committee of Management is responsible for ensuring governance processes are established for the support of consumer and carer participation.
5.2. The Director (insert title or program area) is responsible for developing strategies to facilitate consumer and carer participation and for processes to be applied throughout the service, via appropriate structures, policies, processes and resources.
5.3. All staff of the service will be aware of the consumer and carer participation policy and processes and will contribute to activities to implement the policy.

5.4. The consumer and carer participation policy will be incorporated into staff induction training.

6. ENDORSEMENT

This policy has been approved by the insert organisation’s name Quality Assurance Committee:                                     
Director                                                                                                

This Policy has been ratified by the insert organisation’s name Committee of Management:

Chairperson                                                                                         
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