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Objectives of this session

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

2. Gain an overview of how Te Tāhū 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



Definitions



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, whānau and family, carers, patients and tāngata 
whaiora. ‘Consumer’ includes voices of Māori, 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.hqsc.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

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

https://www.hqsc.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/


"World map by Martyn Wright is licensed under CC BY 2.0. 

https://www.flickr.com/photos/35521221@N05/5203873918
https://www.flickr.com/photos/35521221@N05
https://creativecommons.org/licenses/by/2.0/?ref=openverse


Context





Ensuring a stronger consumer, whānau, 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 
whānau 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 whānau 
engagement in the health sector for approval by the Minister…’



Code of 
expectations



Guiding principles for collaborative design of code

Partnership, 
supporting 

shared 
decision 

making and 
shared 

leadership

Equity

Valuing 
consumer 

and whānau 
contribution

Commitment 
to quality, 
safety and 

cultural 
safety



Code purpose

• The code sets the expectations for how health entities must 

work with consumers, whānau 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 Tāhū Hauora

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



When engaging with consumers, whānau 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 whānau in te ao Māori and provide 
opportunities for Māori 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, whānau 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, whānau 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 Māori, Pacific peoples, and disabled people. This recognises that addressing equity 
is best achieved through involving consumers, whānau and communities. 

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



Health entities must apply these expectations by:

2.1 co-designing with consumers, whānau and communities so there is collective 
development of organisational priorities, processes and evaluation, and consumers, 
whānau 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 Māori, 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, whānau and communities

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

2.5 resourcing consumers, whānau 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, 
whānau and communities to engage at all levels as determined by the code.

Code of expectations for health entities’ engagement with consumers and whānau (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), 
ōritetanga (equity), whakamaru (active protection), kōwhiringa (options) 
and pātuitanga (partnership)



How might the code principles be applied in 
your context?



Listening and 
measuring 
progress



Tools: Some examples

• Patient and consumer advisory groups

• Links to clinical governance

• Compliments and suggestions

• Patient experience surveys

• Patient reported outcome measures



Supporting

What is in place to 

support consumer 

engagement?

Understanding

How do 

organisations make 

sense of what 

consumers are 

telling them?

Responding

What has been 

done to respond to 

what consumers 

have said?

•

Evaluating 

What has been the 

impact of these 

interventions?

Minimal

Te itinga iho

Consultation

Te akoako

Involvement 

Te whai wāhi

Partnership & shared 

leadership 

Te mahi tahi me te

kaiārahitanga ngātahi

Engagement

Te Tūhononga

Responsiveness

Te Noho Urupare

Experience 

Wheako





Resources





Consumer Health Forum 
Aotearoa 









Benefits



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 whānau engagement in health

2. Gain an overview of how Te Tāhū 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 CC0 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


Contact us


