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Objectives of this session

1. Learn about how the New Zealand health system is focusing on
enabling consumer and whanau engagement in health

2. Gain an overview of how Te Tahu Hauora Health Quality & Safety
Commission is supporting the health sector to enable consumer
engagement

3. Reflect on the benefits of consumer engagement and patient
partnership for improving your service
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Definitions

Consumer: Refers to anyone who has used, is currently using or is likely to
use a health service. This includes but is not limited to individuals,
community members, whanau and family, carers, patients and tangata
whaiora. ‘Consumer’ includes voices of Maori, Pacific peoples, disabled
people, migrants, refugees, rainbow communities and people living in rural
areas.

Co-design: Often used as an umbrella term for participatory, co-creation and
open design processes. Key components of a co-design process should
involve users and staff in designing solutions, and design decisions should
only be made after feedback is gathered

https://www.hgsc.govt.nz/consumer-hub/partners-in-care/frequently-asked-questions-partners-in-care/ (Accessed 14 May 2023.)

Ko Awatea. 2022. Co Design. URL: koawatea.countiesmanukau.health.nz/co-design (Accessed 18 April 2022.)



https://www.hqsc.govt.nz/consumer-hub/partners-in-care/frequently-asked-questions-partners-in-care/
https://koawatea.countiesmanukau.health.nz/co-design

Definitions

Whanau: Describes an extended family or a family group. Whanau is a
familiar term of address to several people and is the primary economic unit
of Maori society. These days, whanau sometimes also includes friends who
may have no kinship ties to other members (Te Aka).

https://www.hgsc.govt.nz/consumer-hub/partners-in-care/frequently-asked-questions-partners-in-care/ (Accessed 14 May 2023.)



https://www.hqsc.govt.nz/consumer-hub/partners-in-care/frequently-asked-questions-partners-in-care/
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Ensuring a stronger consumer, whanau, and community
voice in a reforming health system

* Moving from twenty district health boards to one national
service (Te Whatu Ora)

* Re-established role for communities in local planning and
increasing consumer voice

» Set of related expectations for all health entities to follow




Pae Ora (Healthy Futures) Act 2022 Section 80(1)(g)(h):

'to support the health sector to engage with consumers and
whanau for the purpose of ensuring that their perspectives are
reflected in the design, delivery, and evaluation of services’

'to develop a code of expectations for consumer and whanau
engagement in the health sector for approval by the Minister...’
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Guiding principles for collaborative design of code

Partnership,

supporting Valuing
shared consumer

decision and whanau

making and contribution

shared
leadership

Commitment
to quality,

safety and
cultural
safety




Code purpose

* The code sets the expectations for how health entities must
work with consumers, whanau and communities in the
planning, design, delivery, and evaluation of health services

 All health entities must act in accordance with the code and
are required to report annually on how the code has been
applied

* Applies to Te Whatu Ora, Te Aka Whai Ora, PHARMAC,
NZBS, Te Taht Hauora

* Reporting: Sections 27 and 27a of the Crown Entities Act




When engaging with consumers, whanau and communities, health entities must:

1.1 be guided by the health sector principles contained in section 7 of the Pae Ora (Healthy
Futures) Act 2022

1.2 value and recognise the centrality and importance of whanau in te ao Maori and provide
opportunities for Maori to exercise decision-making authority

1.3 value engagement: engagement is built on trust, authenticity, reciprocity, transparency, and
a willingness to share and learn from each other. It is inclusive of all population groups and
those with specific needs

1.4 share leadership: knowledge and expertise drawn from lived experience are valued equally
alongside clinical and other knowledge. Consumers, whanau and communities are experts by
experience, often holding solutions to make improvements to the health system

1.5 promote quality and safety: the experience of consumers, whanau and communities
underpin health quality and safety, including cultural safety

1.6 promote equity: there is an imperative to engage with those with greater health needs,
particularly Maori, Pacific peoples, and disabled people. This recognises that addressing equity
is best achieved through involving consumers, whanau and communities.

Code of expectations for health entities’ engagement with consumers and whanau (August 2022)
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Health entities must apply these expectations by:

2.1 co-designing with consumers, whanau and communities so there is collective
development of organisational priorities, processes and evaluation, and consumers,
whanau and communities are involved at all levels

2.2 using lived experience, including consumer experience data to inform improvements
in health services with a focus on reducing health inequities, particularly for Maori, Pacific
peoples, and disabled people

2.3 addressing the reduction of health inequities through cross-sector collaboration with
other agencies and in partnership with consumers, whanau and communities

2.4 ensuring that information, resources, and engagement opportunities are accessible to
all consumers, whanau and communities, and remove any barriers that may hinder full
and effective participation and engagement

2.5 resourcing consumers, whanau and communities to contribute and engage
meaningfully and having policies to reflect this

2.6 ensuring that, when services are commissioned, they are set up to enable consumers,
whanau and communities to engage at all levels as determined by the code.

Code of expectations for health entities’ engagement with consumers and whanau (August 2022)



The code Is strengthened by:

 Te Tiriti o Waitangi/The Treaty of Waitangi
* Section 7 health sector principles

* The health sector principles incorporate Te Tiriti o Waitangi (the Treaty of
Waitangi) principles identified by the Waitangi Tribunal in its Hauora
Inquiry.

* These include the principles of tino rangatiratanga (self-determination),
oritetanga (equity), whakamaru (active protection), kowhiringa (options)
and patuitanga (partnership)
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Tools: Some examples

Patient and consumer advisory groups

Links to clinical governance

Compliments and suggestions

Patient experience surveys

Patient reported outcome measures
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Supporting

What is in place to
support consumer

Understanding

How do
organisations make
sense of what

Responding

What has been
done to respond to

Evaluating

What has been the
impact of these

engagement? what consumers interventions?
con§umers are have said?
telling them?
Minimal Consultation Involvement Partnership & shared
Te itinga iho Te akoako Te whai wahi leadership
Te mahi tahi me te
kaiarahitanga ngatahi
Engagement

Te Tuhononga

Responsiveness

Te Noho Urupare

Experience
Wheako
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Consumer and whanau engagement quality and
safety marker
The consumer and whanau engagement quality and safety marker (QSM) seeks to answer the

question "What does successful consumer engagement look like, and (how) does it improve the
quality and safety of services?".

> >

QSM Self assessment results Patient experience survey results

Engagement: 3 (involvement | te whai wahi) (0 Supporting documents:

The Consumer Council Whare structure has evolved further to support the community of cansumers at a local, regional and national level. representing the consumer voice

E1-Consumer-Council-Whare-Diagram-v2.pdf Responsiveness [©) Engagement [©) Experience ®
at these levels to encourage best consumer and whaanau centred care in everything that the organisation does. The model ensures a Te Tiriti led approach and partnership

in all aspects of healthcare. The Consumer Council forms the first partnership structure for the DHB and is set to make sure that all areas of decision making within the group Taranaki's self-assessment Taranaki's self-assessment Taranaki's self-assessment

are agreed by both whare before progressing

Phase two of the Consumer Engagement project is now cammplete. To welcome the newly established Consurmer Council the consumer engagement team has prepared a
specific introduction booklet to support the groups orientation to the Taranaki District Health Board and its services. This booklet also profiles the Council membership and
gives background to the diverse community linkages for each of the Consumer Council members

E2-Consumer-Council-Orientation-Booklet-v2,pdf

All districts self-assessment All districts self-assessment All districts self-assessment

As the Diabetes Integrated Team nears completion of the recruitment phase, the overall workforce has been bolstered from 3 6FTE to 14.8FTE to support patients living with m E3-FreeStyle-Libre-Forms-Patiert-End-Point-Day.

diabetes. The Diabetes Integrated Team have commenced the roll out of Freestyle Libre devices which is a flash glucese monitoring device to support improved seff-
management and better diabetes control. Criteria to access to the device is for Maori with an HbATc >80mmol. Our Pilot involved 2 patients supported by the Kaitautoko
Mate Huka and clinical team over a two week period. The Kaitautoko Mate Huka was available to support the patient and there was scheduled check ins with a clinical team
at Day 1, Day 7 and Day 14. We are now in the stage of evaluating the two week experience to adapt how we roll out the process going forward with a larger cohort of
patients scheduled in April

The last 6 months have seen a slow down on the national sepsis trial because of the impact covid-19 is having on the Health system.The use of the HEAT tool has allowed us m E4-Sepsis-Key-Messages-v2.docx
1o alter the parameters for assessment of Sepsis for our Non-European patients, and as the trial continues, we are seeing faster commencement of treatment and better
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outcomes for these patients. There are still significant gains to be made, but every indication is that this Sepsis Tool project will have provide better outcomes for our ®

community, and especially our at risk people. Null 1 2 Null 1 2
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Self-assessment score Self-assessment score Self-assessment score

A project is underway to redo our automated referral letters. A focus has been to improve communication with our consumers so that the automated letters are clear, m ES-Draft-Accept Referral-Letter Consumer-Coun.

condise, easy to understand and provide the information needed. The disability action group was involved early on to help understand areas for improvement. The project
team then worked with communication, health literacy and clinical teams as well as the disability action group to draft the letters. We have plans for wider consumer

engagement prior to release

w
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QUESTIONS TO ASK
ABOUT YOUR MEDICATIONS

when you see your doctor,

Code of expectation

for health entities’ engagement

Let's plan to leave hospital
Me whakamahere i te wehenga i te hohipera

with consumers and whanau
WHRELRFEHHF

co  5iH#EEMwhanauzial
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nurse, or pharmacist.

et
wor > oge 3 8 Kaen your
& 1 Tulafono laiti o faamoemoega CONTINUE? medicaion
& What medications do | need to keep record
Thi . mo matata faalesoifua maloloina ma « iyouh ayehy srell e e e Y o S0 e gt & SIS Tevee a g e il taking, and why? up to date
o 25 tagata o faaaogaina auaunaga ma aiga your b ﬁﬁ“ﬁm‘@?ﬂmq@gmmwamm#mmw@m —
m oL . N.,::?‘ Fme afef gz e PROPER USE? Pesmmmieen
o feave h How do | take my medications, and for
how lang?

Mataupu Faavae

! Olo iatono lailio zamoemoega mo maata faalesoifua

by ...  maloloinamatagata fasaogdina ausunaga ma aiga {le
BT coterolo ofolasia ai alalua o faamoemoesa e lalau na

@Wm%ﬁrqm

* S el A el T

Three steps to meeting MONITOR?

produs

o ;TI:. e ek m;?;m matagatao \nvn le Hatiora Inquiry na i E 3013l g3 taualoa o e tino T R A P How wil | ow N ray mediontien Is working, o o
faatu3gaim, Ratauning, ma e : mae P P AR 3 P P R ) R (9P 69 30 e health literacy needs and what side effects do | waich for? ot

Al RS taalesaifua maloloina, patuitanga (faapaaga) ECEICT a W\T{ﬂm EYE S O'Emgz = 2 - Ack your .

© BA  Cmustonainale uiaono aiileselePas Oracteathy e sias leulion it et Codo of Haalthand Nga toru hikoi e FOLLOW-UP? urse o pharmaoit
Futures) Act 2022 ma e faavae i luga 0 aga taualoa ale. Disability Services Consumers' Rights (Code of Rights).'E = 2 H 2 - L 1o review all
mataa o sofua malolona £ talaw | mtats tausoiua  macli Codo of Righte Aatota aua  ta | a0aLroga mdhiotia ai te hauora D | ety bt and wiven 06 | book medications t e
faiti ma my next visit? any oan be stopped

e tatau na saunia lipoti faaletausaga i tulaga na fasaoga iai  faaaogaina auaunaga, ae o le tulafono laiti lenei o lo o o redused.

Te tulafono fat. Tolasia a lulaga MOOMIa MO MAIaLa Lau s0ifua maloloina
T &  tusa ma faiga e atau na galulue faatasi ai ma tagata o

o i irmp m@

aofia 2i 3ga taualoa. ke To Tiritio Waitangi (io Treaty of  faatulagaina, aataunuuing, ma ko oo laloina 0 ausunaga

Waitang) na faamaonia e le Waitangi Tribunal e tusa ma  faalesaifua maloloina.

Faamoemoega o talatalaga

1Lile o talatal: of:

3i aiga ma tagata, e tataui matata

tau soifua maloloina na:

11 limataitaiina galuega e Lusa ma aga laualoa
'm0 malata tau soifua maloloina o lo o tusia i
e fuaiupu 7 0 le Pae Ora (Healthy Futures)
Act2022

2 faataua ma amanaia e Laulai o le silasilai e a0ga o

15 faalauiloa tulaga lelei ma lo saogalemu: o tulaga na
ola ma saifua ai tagata o faaaogaina auaunaga, aiga
matagata ma o faalagolago i luisga lelei tau soifua
maloloina male sacgalemu, ma le saogalemu o tu
ma agaifanua
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Consumer Health Forum
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Co-designing with consumers, whanau and
communities | Hoahoa tahi me nga kiritaki,
nga whanau me nga hapori

Click here

Using lived experience to improve health
services | Te whakamahi wheako matau hei
whakapai ake i nga ratonga hauora

Click here

Improving equity through partnership and
collaboration | Te whakapai ake i te mana
taurite ma te mahi tahi

Click here

Accessibility and resourcing for consumer,
whanau and community engagement | Te whai
wahi me te whai rauemi mo te mabhi tahi ki te
kiritaki, te whanau me te hapori

Click here
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Direct benefits of enabling consumer engagement

1. Improve system reporting
2. Respond directly to local need and improve health

3. Harness expertise by experience




Broader considerations

The health sector has responsibilities under legislation to
engage with patients and consumers

Consumer engagement is an investment

Partnership with consumers and providers should be
underpinned by the principles and tools used in co-design

Consumer representation and advice fails if it is ad hoc




Broader considerations

* Responding to what patient experience data tells services
is crucial to quality improvement

* Using a framework suited to your service and designed
with communities helps providers understand and
progress consumer engagement

* There is enough evidence that involving consumers in the
design of services will improve services: doing nothing
means nothing will improve



1. Learn about how the New Zealand health system is focusing on
enabling consumer and whanau engagement in health

2. Gain an overview of how Te Tahu Hauora Health Quality & Safety
Commission is supporting the health sector to enable consumer
engagement

3. Reflect on the benefits of consumer engagement and patient
partnership for improving your service




Johnny-automatic-scales-of-justice.svg by johnny_automatic is marked with CCO 1.0.



https://commons.wikimedia.org/w/index.php?curid=46844394
https://commons.wikimedia.org/w/index.php?curid=46844394
https://creativecommons.org/publicdomain/zero/1.0/deed.en?ref=openverse
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