Strengthening Consumer and Whānau Engagement in Health webinar  
Presentation one; speaker is DJ Adams, Senior Consumer Advisor for Health Quality & Safety Commission Te Tāhū Hauora
Visual
The presenter, DJ Adams is on the top right of the screen. He is wearing a suit jacket with a light blue shirt and white headphones. A PowerPoint slide takes up three quarters of the screen and is to the left of the presenter.  
The design of the slides throughout the presentation is a dark blue background, with a red and blue tessellated vertical pattern on the left side of the slide, made up of the Health Quality & Safety Commission Te Tāhū Hauora logo. The logo is a stylised version of a wharenui in a triangle shape, with the tāhū (ridgepole), heke (rafters) and niho taniwha (triangle pattern beneath).
A graphic image designed by artist Huriana Kopeke-Te Ao. Four people are standing next to each other with black and white speech bubbles above their heads representing having a kōrero (conversation).  
The title is ‘Strengthening Consumer and Whānau Engagement in Health’.
Audio 
[DJ Adams] 
In this session we discuss how to strengthen consumer and whānau engagement in health. 
[bookmark: _Int_OndARVFv]This short presentation provides some guidance on how we can plan, deliver and be involved in positive and meaningful engagement.
Please post your questions in the Q&A, we will answer them during the presentation and if time allows, we may address a couple of questions at the end of the presentation.
Kia ora.
The Pae Ora Healthy Futures Act, section 59 states the Health Quality & Safety Commission must develop a code of expectations for consumer and whānau engagement in the health sector.
The code must state the expectations for the purpose of supporting consumer and whānau engagement in the health sector and for enabling consumer and whānau voices to be heard.

Section 60 states, a health entity must act in accordance with the code, when engaging with consumers and whānau, a health entity must report annually on how it has given effect to the code.
Visual
The next slide is shown. . The title of the slide is ‘Meaningful consumer and whānau engagement is:’. The content of the slide includes bullet points of: 
Consumers and whānau-centered
Intentional and well planned
Accessible and inclusive
Transparent and accountable
Audio
[DJ Adams continues]
So, health entities must engage with consumers and whānau and enable consumer and whānau voices to be heard, and we need expectations and guidance on how to ensure that this engagement is meaningful.
Meaningful engagement is consumer and whānau-centred. It is intentional and well planned. It is accessible, and inclusive, and its transparent and accountable.
Let’s explore these further.
Visual
The next slide is shown. The title of the slide is ‘Consumers and whānau-centred’. The content of the slide includes bullet points of: 
‘Doing with’ 
Partnering to plan, design, deliver and evaluate
Embedding lived experiences and voices
Addressing need, and reducing inequity
Improving quality and safety
Building trust
Audio
[DJ Adams continues]
Having consumers and whānau at the centre of health system engagement means improving the approach to how we work together by:
Shifting from ‘doing to’ to ‘doing with’ by providing information and opportunity for consumers and whānau to be involved and make decisions about their healthcare and the health system.
Partnering with patients, families and communities to design, plan, deliver and evaluate health services.
Embedding the lived experience and voices at every level, from individual care to governance.
[bookmark: _Int_7ecU4MEV]Addressing need by understanding the specific contextual circumstances and severity and reducing inequity.
Improving the quality and safety of health services and building trusting relationships and trust in the health system.
Visual
The next slide is shown. The title of the slide is ‘Intentional and well planned’. The content of the slide includes bullet points of: 
Clear purpose and objectives
Engagement activities
Safe spaces and environment
Preparation documents 
Compensation and reimbursement 

Audio
[DJ Adams continues] 
The first step is to engage with consumer and whānau engagement leaders and experts in your organisation.
A clear purpose for engagement is important. What is the reason or what is the challenge we are facing and what is our intended outcome? And are there possible improvements and solutions that we want to explore?
[bookmark: _Int_8gYRVmM3][bookmark: _Int_IcBeB0fF]State the purpose and the objectives in invitations, introductions and descriptions.
Understand who needs to be involved, what specific skills and experience may be required for success. Plan how you will promote the opportunity to work with consumers and whānau, build in the time to develop an expression of interest and promote that opportunity. The Commission hosts a consumer opportunities webpage and shares current opportunities in the two-monthly newsletter with the Consumer health forum Aotearoa members. They number just over 1,000 members currently.
The link for the forum will be shared in the chat at the end of the presentation.
The engagement mechanism should meet the purpose and objective – consider group settings for example, working groups, advisory groups, focus groups or wānanga.
You may hold one to one interviews or conduct a survey or questionnaire. It may be necessary to use multiple activities. Whichever way the engagement takes place, excellent planning is required.
When organising an in-person hui, ensure the meeting environment is suitable – is the venue appropriate - sometimes a clinical setting is not the best place to hold a hui as it may be triggering for whānau.
Is the space comfortable – think about the temperature, the lighting, the seating.
Be warm and welcoming. Manaaki your guests and each other.
If you’re considering an online hui, what experience and equipment will be required. Check the connectivity for all of your participants.
Think about how discussions are facilitated – will you use break out rooms? what resources do you need to prepare and share.
When developing a survey, consider your intended audience, is there an opportunity to develop the questions with consumer input? Plan the timeline for the form and when you will release it and how long the survey will be active and how you will promote it.

Provide necessary documents that inform the engagement in advance, be clear what is required, how long it may take and if any reports need to be prepared for the meeting, maybe request an environmental scan or an update from your consumers and whānau.
Plan for compensation and reimbursement of consumer and whānau time and contribution. Refer to your organisation’s engagement policy. Consider compensation for time including preparation and time in hui.
Think about out-of-pocket expenses consumers and whānau may incur – think about mileage and parking. A koha may be appropriate, for example, for a one-off engagement activity, like a one-to-one interview. We will share the link on our website for the Commission’s Engagement Policy at the end of the presentation.
I think what you can see is that it's really important if you have the support of someone who has experience in coordinating such events to support your consumer engagement.
Visual
The next slide is shown. The title of the slide is ‘Accessible and inclusive’. The content of the slide includes bullet points of: 

Ask what support is required
Venue accessibility
IT support
Language and data 
Cultural safety
Audio
[DJ Adams continues] 
Engagement with consumers and whānau must be accessible and inclusive.
The first thing to do is to ask - what support is required and what does that look like. People are unique and the support they need will be specific to them.
Consider the potential barriers for engagement:
Is the physical venue accessible, what planning is required to ensure everyone’s health, safety and comfort.
What IT and other technical support may be required and available?
Think about the language and data support – review the information to be shared, is it accessible? Consider accessible formats – like braille, audio, New Zealand Sign Language, large print and easy read documents.
Please register for the free two-hour accessible information training presented by Whaikaha – the link will be shared in the chat.
Consider cultural safety – be aware and prepared to engage with diverse people, again ask people about themselves and what they need.
Other barriers to consider:
[bookmark: _Int_Y74yZ4yM]The day and time for the engagement – consumers and whānau have busy lives, consider how much time is required for the engagement, provide a guideline of how long a survey might take for example.
Think about transport and access to parking – As we know, fuel is expensive, does the venue have access to public transport?
Visual 
The next slide is shown. The title of the slide is ‘Transparent and accountable’. The content of the slide includes bullet points of: 

Closing the loop
Acknowledge contribution
Circulate minutes or summary of learnings
Share draft reports and invite feedback
Provide progress updates

Where the graphic image of four people was on the slide is now a graphic of an infinity sybol interwoven with pacific motifs. 
Audio
[DJ Adams continues] 
Closing the loop 
Closing the loop with consumers and whānau is very important, rather than a circle, think of the infinity symbol, as a continuous feedback loop.
Acknowledge their contribution and feedback. An email to thank consumers and whānau for the work they do is as valuable as monetary compensation and reimbursement. Tell them how their kōrero and ideas have influenced change and when it has not been used, try to think about explaining the how and why.
We can provide meeting minutes or a summary of feedback and learnings. When possible, share draft reports with consumers and whānau and invite their feedback. Also, if possible, include the contribution of consumers and whānau in your reporting, use quotes, or ask for a short reflection on the engagement.
Be sure to get the appropriate consents before including these quotes.
Keep consumers and whānau updated with progress and outcomes.
[bookmark: _Int_HbxHMX4E]I am aware of examples where consumers thought that a project they contributed to did not make any improvement. When actually, there was, they just didn’t know about it because they weren’t told. Make sure we share those improvements and wins with our consumers and whānau who contribute to our work.
Visual
The next slide is shown. The title of the slide is ‘Transparent and accountable’. The content of the slide includes bullet points of: 

Reporting
Consumer and whānau engagement quality and safety marker (QSM)
Supporting, understanding, responding, evaluating (SURE) framework
Annual reporting
Consumer and whānau engagement case studies


Audio
[DJ Adams continues]
And Reporting.
So, the Pae Ora Healthy Futures requires health entities to report how they are giving effect to the Code of expectations. 
Health entities make submissions to the consumer and whānau engagement quality and safety marker (or the QSM) every six months at the end of March and September each year.
With the Supporting, Understanding, Responding, Evaluating or ‘SURE’ framework is used as a measurement and improvement tool. The QSM is published to a public dashboard, and the link will be shared. Please take some time to review some of the work that the health sector and health entities are sharing with us through the dashboard and their examples. Health entities use this information to also inform their annual reporting.

Be sure when you're doing consumer and whānau engagements, to share your reports with consumer and whānau engagement leads in your organisation.

The Commission works with the health sector and others to identify best practice examples of consumer and whānau engagement. Over time we are building a library of case studies which are published to our website. We’d love the opportunity to discuss with you how we might work with you to develop a case study about your mahi.
Visual
The next slide is shown. The title of the slide is ‘Link to resources shared in chat’. The content of the slide includes bullet points of: 

Consumer health forum Aotearoa
HQSC Consumer and whānau engagement policy
Accessible information training presented by Whaikaha-Ministry for disabled people
Consumer and whānau engagement quality and safety marker (QSM)
Case studies – how the code of expectation can strengthen consumer and whānau engagement

Audio
[DJ Adams continues]
The links that were mentioned in the presentation will now be shared in the chat.
And to just check with our coordinator, Hariata, if we have any time for any questions.
[Hariata Bell] - Yep, you got time. 
Visual
DJ stops sharing his screen. He is now centred on the screen and behind him is a navy blue background, with a lighter blue brushstroke and the Health Quality and Safety Commission logo is in the top left corner. The background now covers most of the screen.  A small panel to the right shows icons representing attendees of the webinar.
Audio
[DJ Adams]
[bookmark: _Int_XpmvuTh8]OK. So, there is a question about is the reporting mandatory for mental health and addictions from Jo. Thanks for your question, Jo.
[bookmark: _Int_oNsYauIa]The reporting is currently a self-reporting model. So, if you would like to ensure that your work has been included in your region’s reporting, then definitely reach out to the regional consumer engagement leads in your region. And we can, if you reach out to us, we can connect you with them if you're not already aware who they are in your region.
Is there another question?
So Trish has a follow up question. Is there any mandatory reporting? Okay, so sorry, I'm just catching up. And so, there is no mandatory reporting for anyone at this time, but you know, we're, we're keen, like I said, to support anyone to develop their story into a case study that will help to provide some guidance.
Actually, I'll review that answer, so, health entities are required against the code to report what they're doing in consumer and whānau engagement. So if you work in one of the health entities, that's Health New Zealand, New Zealand Blood, Pharmac, or the Commission. Then definitely reach out and find out who your consumer and whānau engagement leads are and make them aware about the work that you would like to share.
[bookmark: _Int_4wocXuWB][bookmark: _Int_w9VbUH7P]We will be posting and publishing this webinar. So, if you want to go back and look at some of the items listed, then we can make sure that you get that. And we should be able to also share the slides if that's helpful as well. If we have a quick look at the question about budget, the budget will be set by leaders in your organisation and I think it's important to know who those leaders are and to make them aware around what activity you intend to do.
So let’s continue on.
End transcript 
