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Message from our Governing Board Chair, Dr Peter Joyner

This Riverland Mallee Coorong Local Health Network (RMCLHN) Consumer

and Community Engagement Strategy has been designed through the shared
contributions of consumers, carers, community and staff members. The Strategy
demonstrates our commitment to listening to and actively partnering with consumers,
carers and the community in the planning, design and delivery of effective health care
services that are accessible and appropriate to the diverse needs of our region.

The RMCLHN Governing Board has developed this Consumer and Community
Engagement Strategy in accordance with the requirements of the Health Care
(Governance) Act 2019 Section 33A.

The inaugural Strategy was launched in 2020 and the Governing Board provided o commitment to review
the Strategy after 12 months given the maturity of the LHN and the impact of COVID-19. This updated Strategy
reflects our new Strategic Plan and will be reviewed every three years.

We recognise and value the significant contributions that consumers, carers and the community make and we
are committed to valuing and nurturing genuine partnership in sharing our collective strengths, knowledge and
experience to continually grow and develop our health care services today and in to the future.

Message from our Chief Executive Officer, Wayne Champion

As Chief Executive Officer of the Riverland Mallee Coorong Local Health Network,
I am delighted to share this updated Consumer and Community Engagement Strategy
2021-2024 with you.

This Strategy outlines RMCLHN’s plan to guide effective engagement with consumers,
carers and the community through providing comprehensive consumer focused care,
communicating appropriately and effectively, partnering through all aspects of our
services and continually evaluating and improving our health services.

We recognise the enormous contributions consumers, carers and the community can
make to our health services through genuine and active partnership. This Strategy
provides the guidance for enhancing and maintaining this partnership, and further embedding consumer, carer
and community engagement info the culture of our Network.

We also acknowledge the support of Health Advisory Councils and other partners that are essential to
meaningful engagement with consumers and with our communities.
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Message from our Director Aboriginal Health, Sharon Perkins

Engaging Aboriginal people, families and communities across our
Network is crucial in ensuring health care services are culturally safe
and meet the needs of Aboriginal consumers.

Aboriginal people experience more life risk factors, poorer health and less acceptable
outcomes in a range of life areas when compared with the general population.

As a result of these challenges, Aboriginal people are among the most disadvantaged
population groups in our community. This disadvantage can only improve when
Aboriginal people are able to partner with health services and have a clear voice in

how services are provided.

Through genuine and active partnership with Aboriginal people in the planning, design and delivery of health
care services, we can work together to grow services that can address health inequalities and support Aboriginal
people, families and communities to prosper in our Riverland Mallee Coorong region.

Message from the Consumer and Community Engagement Strategy
Working Group

Every member of our community has had a different journey and experience with our health care services.
This could be through seeking health services for themselves, or while caring for loved ones. Each journey has
shaped our perspectives and our values of health care.

By sharing our experiences and actively partnering with our health services, we can guide the planning, design
and delivery of health care services to provide the best outcomes for every member of our community. This
Strategy demonstrates how we can work tfogether through respect, communication and partnership to create
honest influence on our health care services.

Together, we will learn as we go and change as we need to create the best health services for every member of
our Riverland, Mallee and Coorong community.

Context

The RMCLHN Governing Board has developed this Consumer and Community Engagement (CCE) Strategy
through the RMCLHN Consumer and Community Engagement Strategy Working Group, which works in
collaboration with consumers, community and staff of RMCLHN. The CCE Strategy is specific to the people and
services of the Riverland Mallee Coorong region and operates alongside the RMCLHN Strategic Plan 2021-2026.

The region includes the towns and surrounds of Renmark, Paringa, Berri, Barmera, Waikerie, Loxton, Pinnaroo,
Lameroo, Karoonda, Mannum, Murray Bridge, Tailem Bend, Tintinara, Coonalpyn and Meningie.
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The CCE Strategy is underpinned by the following SA Health Directives and National Standards:

>

>

>

SA Health Consumer, Carer and Community Engagement Strategic Framework 2021-25

SA Health Consumer, Carer and Community Feedback and Complaints Management
Strategic Framework 2021-24

SA Health Consumer and/or Community Advisory Committee Toolkit
SA Health Guide for Engaging with Aboriginal People

National Safety and Quality Health Service Standards

National Aged Care Quality Standards

National Disability Insurance Scheme Practice Standards

Australian Safety and Quality Framework for Health Care

Charter for Health and Community Services Rights.

The CCE Strategy is also informed by historical documents that relate to regional South Australia including the
Health Advisory Council Partnership Framework (2018) and the Country Health SA Aboriginal Community and
Consumer Engagement Strategy (2015) that recognises the importance of culturally respectful and meaningful
engagement strategies.

Governance

RMCLHN Governing Board

|

RMCLHN Governing RMCLHN Governing Board Chief Executive Officer RMCLHN Governing Board Clinical
Board Audit and Risk Finance Governance RMCLHN Governance Subcommittee

Subcommittee Subcommittee

Work Health Corporate Operational Partnering with Clinical Aboriginal Aged Care

and Safety Governance Leadership Consumers Oversight Health Cabinet

RMCLHN Consumer and
Community Engagement
Strategy Working Group
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Our Strategic Plan

The RMCLHN Strategic Plan 2021-2026 sets out our organisational purpose, vision and values,

outlining our commitment to providing high quality care across the continuum for our Riverland

Mallee Coorong communities. It defines four strategic themes that will be the focus of our Network,

to provide the backbone for the work we will do over the next five years fo support our communities to
have the best possible quality of life. The Plan also sets out our goals and priorities across the four themes:

> Caring for Our Communities > Local Accountability

> Excellence in Clinical Care > Investing in Our People.

Our Purpose

Our People Caring for Our Communities

We will work together to care for local communities and develop our region as a centre of excellence in rural
health care, research and teaching. We will support people in the Riverland Mallee Coorong Local Health
Network to have the best possible quality of life, by providing timely, high quality care as close to home as
possible, that promotes dignity, respect, choice, independence and social connection.

Our Values

RMC CARES

RMC CARES is a statement in itself and represents our values as an organisation.

i Service

____________________

Our Aim

Consumers, carers, community members and staff of the communities within RMCLHN utilise their individual
strengths, knowledge and experience to actively partner together in the planning, design and delivery of effective
health care services that aim to meet the needs and expectations of the people who live and work in our LHN.

Our LHN provides a broad range of care, including in hospital, at home, in residential aged care facilities, allied
health services, accommodation and disability services, to support consumers to meet their individual needs and
ensure they can live their life well.
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Our Goal

To achieve our aim, RMCLHN will:

> Actively partner with consumers, carers and community members to provide effective health services
that aim to meet their needs and expectations

> Recognise and respect consumers, carers and the community as partners in their own care

> Maintain genuine partnerships with consumers, carers and the community that supports consumer
input to enable responsive and adaptable health services

> Utilise every opportunity fo better ourselves and our services through partnership with consumers,
carers and the community.

This CCE Strategy is infended to guide meaningful engagement with consumers, carers and the
community across RMCLHN, based on the SA Health principles of Partnering, Transparent, Meaningful,
Respectful and Empowering.

Engagement Framework

Implement what the

Lead the decision making consumers decide

Consumer Role A Organisation Role
A

Partner with RMCLHN in each

o : Look to consumers for advice
aspect of decision making

Work with RMCLHN Work with consumers

Ask for consumer
feedback

)
Provide feedback <’
&

gy N

Receive Provide
information information

Adapted from Cancer Australia.
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Our Plan

We will provide comprehensive consumer focused care

What this looks like.

>

RMCLHN provides comprehensive and individualised care to consumers
aligned with their personal needs, values and goals.

How will we do it?

We will provide care to consumers that is appropriate to their individual
health issues and how they impact on their life and wellbeing.

We will respect and value the voices of carers and support persons to
advocate for consumers who cannot speak for themselves.

Consumers and their support persons will partner in making decisions about
their care, which are aligned to their individual healthcare goals and needs.

We will respect the needs, values and goals of each individual consumer,
including those with a lived experience of diversity, including but not limited
to those who identify as Aboriginal, LGBTQIA+ (Lesbian, Gay, Bisexual,
Transgender, Queer, Intersex, Asexual and others) and Culturally and
Linguistically Diverse (CALD) communities.

Care will be coordinated across multiple teams and referral pathways for
seamless transition, guided by the consumer’s healthcare goals and choices.

How will we know we
have achieved it?

We will have empowered consumers who identify their healthcare goals
and feel comfortable to speak up and ask questions if their goals are not
being met.

Care plans will be individualised to each consumer and made readily
available to the consumer and their support persons.

We will provide and report on best practice clinical care to meet our
consumer’s healthcare requirements and individual goals.
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We will communicate appropriately and effectively with consumers,
carers and the community

What this looks like. > RMCLHN provides clear and accessible health information to support
consumers, carers and community members to understand, make decisions
and ask questions about their care.

How will we do it? > Clear health information will be readily accessible to consumers, carers and
the community.

> All health information and communications with consumers, carers and the
community will be tailored to meet the diverse needs of the audience.

> We will provide clear and accessible information to the community on the
services available within our region and how fo access them.

> We will utilise and build upon Health Advisory Councils (HACs) as integrall
communicators and connectors between our communities and their health
services.

> We will provide options for consumers with reading and hearing difficulties
to access and inferpret health information and communications.

> Consumers, carers and community members will be aware of, and
encouraged, to provide their input and feedback through a variety of
methods.

> Training on consumer focused communication strategies will be made
available to all staff.

How will we know we > RMCLHN information resources will be developed and reviewed by
have achieved it? consumers and made available online and in hard copy at all points of care.

> There will be more opportunities for consumers, carers and the community to
provide feedback and input to our health services.

> Staff will use effective consumer focused communication strategies and plain
language in every interaction with consumers, their families and carers.

> All members of our Riverland Mallee Coorong community will understand
what our health services can provide for them.

RMCLHN Consumer and Community Engagement Strategy 2021-2024
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What this looks like. RMCLHN consumers, carers, community and staff work together through the
planning, delivery and evaluation of services.

How will we do it? Consumers, carers and the community will influence, experience and directly
benefit from the co-design of health services.

We will acknowledge and respect the lived experience of consumers and
carers and utilise their knowledge to better design our health services.

We will provide formal systems for consumers to partner in health service
governance and shared decision making.

We will utilise the voice of HACs as a key community partner and advocate.

We will respect and value the benefits of partnering with consumers, carers
and community to enhance shared decision making.

How will we know we Consumer representation on committees, interview panels and in staff
have achieved it? training will be frequent and consistent.

We will expand involvement of Lived Experience consumers.

We will report regularly on consumer involvement and consumers will be
able to recognise how their feedback contributes to health services.

We will promote training opportunities for consumers, carers and community
members to expand their knowledge in co-design and decision making.

We will continually evaluate and improve consumer experiences and the

safety and quality of our services

What this looks like. > RMCLHN will continually evaluate our health services and the experiences of
consumers, carers and community members fo ensure the safety and quality
of our services.

How will we do it? > We will collect and report safety and quality data for all aspects of our health
service performance.
> We will provide many and varied opportunities for consumers and carers fo
provide feedback and input on their experience in our health services.

> We will utilise consumer feedback to identify gaps and shortfalls in our
health services.

How will we know we > Safety and quality performance data of all health services will be readily
have achieved it? available to consumers and the community, and will inform us of areas
requiring improvement.
> We will provide formal learning opportunities through the shared experiences
of consumers, carers and community.

> We will regularly report the progress and outcomes of consumer
engagement to the Department for Health and Wellbeing.
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Monitoring our Strategy

Ongoing feedback will be sought from consumers,
carers and the community to review the contents of the
CCE Strategy and the progress fowards our goals. This feedback will
be collated and incorporated info improving the CCE Strategy and will form a continuous
feedback loop through open lines of communication with consumers, carers, community and staff.

This will include:
> Consumer experience surveys available at all points of care within our hospitals and health services
> Regular evaluation of collaboration and engagement opportunities through HACs

> Regular opportunities for documentation of consumer stories to allow deeper exploration of
human-centred insights and consumer-driven solutions

> Regular survey of consumer representatives and Health Advisory Council members
> Evaluation of participants at all consumer focused groups.

Through this feedback, we will measure our partnership activities, evaluate the impact of these activities,
and consider how these activities could be improved to better meet the needs of our consumers, carers
and communities.

The Partnering with Consumers Committee has developed a Consumer and Community Engagement
Strategy Work Plan which will be monitored and updated through the Partnering with Consumers Committee.
The Work Plan demonstrates how the CCE Strategy will be implemented and improve engagement and the
provision of services with RMCLHN consumers through the identification of specific actions, timelines and
indicators of success.

Activities associated with the CCE Strategy have also been included in the RMCLHN Operational Plan with
regular monthly reports being provided to Executive Leadership. Reporting on the overall progress of the
Operational Plan is also provided quarterly to the Governing Board.

The RMCLHN Governing Board will formally review this CCE Strategy every three years.
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For more information

Consumer Engagement Officer
Riverland Mallee Coorong Local Health Network

Telephone: Berri Office (08) 8580 2400 Murray Bridge Office (08) 8535 6777

Email: Health.RMCConsumers@sa.gov.au
sahealth.sa.gov.au/riverlandmalleecooronglhn

f Follow us at: facebook.com/RMCLHN
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