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Case Study 1: Health Consumers NSW

Highlights at a glance

● State what is unique or innovative

During the extreme disruption of the COVID-19 pandemic, some health services stepped back from their

usual engagement work - but HCNSW was able to elevate the voices of health consumers in the design

and delivery of care and experiences, via a unique method of online community engagement. This

unmatched engagement and discussion process helped identify gaps in the delivery of telehealth and

show the need for it to be a permanent part of the health landscape.

● Identify organisation, sector and geographical location

Health Consumers NSW (HCNSW) is a not-for-profit organisation and registered health charity that

represents the interests of patients, carers and their families in NSW. Its mission is to shape a health

system that listens to, respects, partners with and values health consumers. Health consumers are

people who have used a health service in the past or who could potentially use the service in the future,

as well as their family and carers.

HCNSW operates in the health sector in Sydney and across NSW, including in regional, rural and remote

areas of the state.

● State engagement objectives, purpose and scope

When COVID hit, HCNSW needed to quickly and nimbly build new processes and platforms that would

digitise and improve engagement with health consumers, patient advocates and health services

throughout NSW – not just in Sydney but also rural, regional and remote areas. This was especially

important during the pandemic lockdown when face to face consultation was not possible.
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The purposes of the HCNSW EngagementHQ site Amplify are:

● Engage and collaborate with current and potential members
● Build capacity in health services, research institutions, consumer organisations and among

consumers
● Deliver or support learning programs online

● State spectrum level

HCNSW involves its community by working with them to ensure their concerns and aspirations are

listened to and are directly reflected in responses to various health authorities.

HCNSW’s whole reason for being is about engagement and its ultimate goal is to empower health

consumers to make decisions regarding health care / health services providers.

Earlier this month, HCNSW released Navigating Telehealth - the patients’ perspective and an

accompanying background report, calling on decision-makers to include patients, families and carers in

discussions and decisions about permanent telehealth services in Australia. This sits squarely within the

‘Empower’ part of the IAP2 Public Participation Spectrum, as it was the health consumers themselves

that decided the topics that were important to them during the disruption of COVID-19; they were the

ones driving the consultation. HCNSW involved, collaborated with and empowered health consumers to

lead the whole project.

The outcome was a recommendation/guide to health service providers around how to most effectively

run their services.

● State engagement method/s and sequence

Bang The Table facilitated a strategic planning session with HCNSW to scope out the intentions of the

Amplify site to make sure it met their needs, now and into the future. In addition, two platform training

sessions were provided to ensure members across the organisation are able to build their capacity to use

the platform. Bang The Table also conducts ongoing check-ins to ensure the platform is performing well

and provide occasional strategic advice.
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HCNSW leads a number of health consumer representative courses, which were delivered face-to-face

before Amplify was implemented. With the onset of the COVID-19 pandemic, HCNSW quickly realised it

needed to move to an online model of training.

These courses train the representatives - who are part of HCNSW’s health consumer network - on how

best to advocate for health consumers, how best to work together with health service providers and

have a real say in how health services are delivered.

When COVID hit, HCNSW was in the process of setting up learning networks for both health consumer

representatives and services staff, for training on how to deliver best practice engagement techniques

and share recommendations on how to set up an engagement framework.

Currently, two learning networks - one for staff and one for consumer representatives - continue to run

on Amplify. HCNSW also uses Amplify simultaneously with its various online webinars for the chat

function and to take quick audience polls.

● Three key outcomes showing impact of engagement: 1) xxxx, 2) xxxx and 3) xxxx

1. A pivotal method of digital engagement was established to enable HCNSW to maintain its

important role in 2020, and has helped to mitigate the cost of lost opportunities due to the

COVID-19 pandemic, including the loss of in-person consultation work

2. Ability to consult rapidly around COVID-19-related issues, such as restricted patient visiting

guidelines in hospitals and other healthcare settings, and on the wider availability of telehealth

services - as part of a proactive contribution to a better response by the state to COVID-19

3. Demonstration of the benefits of online engagement to deliver the healthcare that most suits the

needs of the community and a push to make health services more accessible, consistent and

equal going forward

● Three key engagement takeaways: 1) xxxx, 2) xxxx and 3) xxxx

4. The importance of digitally available health services and consultations, especially for those in

more regional and remote areas of NSW

5. The importance of digital solutions in the health sector beyond the COVID-19 pandemic - i.e. the

delivery of better health services for the betterment of the nation
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6. The role of digital solutions and platforms in amplifying the voices of the people most impacted

by health services and most in-need of consultations, but who have sometimes not been heard

Key search words: Local government, community vision, deliberative engagement, collaborate (example)

IAP2 Australasia Case Study Series aims to provide members with access to factual stories which demonstrate
successes, challenges and insights from completed public participation projects. This free resource aims to increase
practitioner knowledge, improve engagement practices and the experience of public participation.

To access and search the Case Study Library/Database (IAP2A Members: head to the Member Resources Section)

Want to know more about publishing a Case Study? Email info@iap2.org.au
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1.0 Introduction

This case study presents the implementation of Bang The

Table’s Engagement HQ platform by Health Consumers NSW

(HCNSW), with its ‘Amplify’ online engagement platform. It

digitised and improved engagement with health consumers,

patient advocates and health services throughout NSW

during the COVID-19 pandemic, and will continue to do so

in the future.

Section 2.0 provides an overview of the project background and public participation context including how

the engagement project was designed and planned. Section 3.0 describes the implementation phase

including how the engagement was managed from delivery through to analysis and reporting. Section 4.0

presents a reflection of the engagement with a focus on evaluation outcomes, impact and insights as well

as evidence against the IAP2 Core Values for the practice of public participation.

This project advances knowledge or practice…

HCNSW’s whole purpose is about community engagement, and prior to Amplify, this engagement was only

practiced offline via face-to-face training, events and in-person community forums. With the onset of the

COVID pandemic, it became a necessity to move these collaborative exercises online, and Amplify enabled

HCNSW to do this very quickly - while maintaining growth.

HCNSW’s Amplify online community, powered by Bang The Table’s Engagement HQ platform, boosted

engagement in geographically dispersed areas and has now led to a call for the continuation of support for
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telehealth services by the federal government. These achievements were driven by its ability to bring

together the voices of health consumers, staff, patient advocates, carers and families in consultation about

the design and delivery of health care and experiences, during the COVID-19 pandemic and beyond.

2.0 Background

Design engagement

● Identify organisation, sector and geographical location

Health Consumers NSW (HCNSW) is a not-for-profit organisation and registered health charity that

represents the interests of patients, carers and their families in NSW. Its mission is to shape a health system

that listens to, respects, partners with and values health consumers. Health consumers are people who

have used a health service in the past or who could potentially use the service in the future, as well as their

family and carers.

HCNSW operates in the health sector in Sydney and across NSW, including in regional, rural and remote

areas of the state.

● Identify legislative requirements to engage (as applicable)

Some of HCNSW’s funding comes from health services, to whom we provide consultative services on

engagement and help them set up their health consumer engagement models. These health service

providers are operating under the National Safety and Quality Health Service (NSQHS) standards around

partnering with consumers, which is a nationwide framework defined by the Australian Commission on

Safety & Quality in Health Care.

● Outline the engagement objectives, purpose and scope

When COVID hit, HCNSW needed to quickly and nimbly build new processes and platforms that would

digitise and improve engagement with health consumers, patient advocates and health services throughout

NSW – not just in Sydney but also rural, regional and remote areas. This was especially important during

the pandemic lockdown when face to face consultation was not possible.

● Describe the affected stakeholders, stakeholder sentiment (engaged, disengaged, distressed, outrage)

and likely level of influence
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The affected stakeholders of the Amplify platform include health consumers, health consumer

representatives, staff and health consumer organisations. The tech platform amplified two-way

communications between HCNSW and its members and representatives around the state, particularly in

more regional and remote areas of NSW. This engagement would have been put on hold due to the COVID

pandemic, but the Amplify platform allowed the organisation to reach an even wider range of its

stakeholders.

Thanks to Amplify, HCNSW can now collaborate with its stakeholders online and hold open dialogues with

them. Amplify has enabled HCNSW to scale up online engagement using the tools provided, set up projects

quickly and gather consumer feedback on certain topics for submissions.

HCNSW volunteer board member and health consumer advocate Kaye Duffy, a key stakeholder, said

Amplify has been hugely beneficial to her engagement with the organisation.

“I’m finding I’m able to participate far more easily, I don’t have to put up with the inconvenience of

travelling for six hours on a train and getting a headache out of it,” Duffy said. “I think we can now expand

to get a lot more valuable information from our consumers in regional and rural areas.”

The Amplify platform also facilitated the HCNSW’s patients’ perspective report, which provided crucial

insights into how carers and patients were finding healthcare during the pandemic last year.

● Outline the engagement history, anticipated risks and constraints

Privacy was the most significant challenge. HCNSW is not a platform for personal advocacy; rather it’s all

systems-based. Lots of health consumers who get involved with HCNSW are very aware of their privacy and

cautious about what they share online, but other individuals sometimes overshare medical information of a

sensitive nature.

For this reason, the moderator function for Amplify is very important, so a third party can step in when

required and check  consumers understand the impact of this information being ‘out in the open’.

Fortunately, Bang The Table’s Engagement HQ made this very straightforward, as it requires people to sign

up to partake in discussions happening on Amplify. Moderators from Bang The Table monitor online

discussions continuously, which HCNSW as a four-person charity doesn’t have the resources to do.

● Outline supporting communications/materials developed
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According to NSW Ministry of Health Chief Experience Officer Dr Anne Marie Hadley, Amplify has helped to

reach more stakeholders in a more effective manner.

“NSW Health and HCNSW are partnering to elevate the voice of our consumers in all aspects of design and

delivery of care and experiences,” Dr Hadley said. “Amplify has increased HCNSW’s capacity to engage with

more people across the state and we look forward to be able to utilise it to build communities of interest

around elevating the human experience across NSW Health.”

Bureau of Health Information Chief Executive Dr Diane Watson said it has allowed for more information to

be delivered to more stakeholders and patients.

“As the lead agency for NSW’s Patient Survey Program, we look forward to working with HCNSW to increase

the degree to which information from patients is made available to health consumers and representatives,”

Dr Watson said. “Amplify - as an online engagement platform - is an essential next step to amplifying our

impact.”

The project is expected to increase HCNSW’s engagement with health consumers, improve health

consumer representatives’ access to current, up-to-date data and to help the organisation lead by example

in the digital consultation space.

From April to September 2020, Amplify had over 2,800 site visits and gained 175 new registered

participants, including health consumers, consumer representatives, staff and others. Seven HCNSW

partner organisations are also starting to think about the possibilities of better engagement and

consultation through a similar platform.

An HCNSW event on family presence in health services had 108 registrations and 80 attendees, the largest

ever event held by the organisation, with attendees from across NSW, the rest of Australia and even the UK.

HCNSW also produced a report researched and written by patients and health consumer leaders in NSW

which leverage the Amplify platform to reach a broad audience and gather the perspective of patients

around the state.
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Participant feedback

Participant Quick poll results

Project Survey

Plan engagement

● Outline project governance model and engagement program (including input from participants as

applicable)

The Amplify project was led by HCNSW Consumer Engagement Manager Serena Joyner, with support from

the entire HCNSW team. The team members directly responsible for the delivery of the project included

Communication Officer Julia Brockhausen, Training Manager Emma Collins, Administration and

Membership Coordinator Jenn Kidd and Learning Networks Consultant Sarah Barter.

At the beginning of the project, Bang The Table facilitated strategic planning sessions to ensure HCNSW

members were able to build the capacity to use the new platform. Bang The Table has also held ongoing

check-ins to ensure Amplify was performing well and has provided occasional strategic advice.

At the onset of the COVID-19 pandemic, HCNSW took the lead in planning for how patient visits would be

conducted during this time while the focus of governments was elsewhere. The Amplify platform was a

significant aspect of this planning.
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Amplify had the backing and support of senior stakeholders and the executive team, and this was a

straightforward process. It was pitched as a solution providing the basis and flexibility to become the

anchor point for all of HCNSW’s traditional engagement activities, and to bring this into the digital realm.

While it was implemented in response to COVID-19, it was not merely a pandemic solution, but a platform

that will be pivotal for HCNSW in the future.

Bang The Table has previously been used widely by Primary Health Networks and other health districts in

Australia and internationally, and is known to be a very safe pair of hands and a prudent investment, so was

quickly supported by the executive team. The solution was seen to be the best fit with HCNSW’s model of

co-design for health consumer leadership.

● Describe engagement methods, sequencing and anticipated participation levels/targets (and display as

applicable)

HCNSW has five pillars of engagement which Amplify is helping to facilitate:

● Inform: static web pages and document libraries

● Consult: surveys, quick polls and stories

● Involve: forums and ideas generation

● Collaborate: forums and custom function to upload to co-create document libraries

● Empower: extending reach of the platform to be partnering with under-resourced community

organisations looking to launch their own products through Amplify

Through the Amplify platform, numerous patients, families and carers were able to contribute to a report

on Telehealth last year, which called on policymakers to better include these stakeholders in decisions

about the long-term future of telehealth. This consultation was made possible by the Amplify platform, and

demonstrated the immense value of digital tools to facilitate both public policy consultation and the

delivery of health services.

HCNSW runs the following closed groups on Amplify:

o Covid-19: consumer leaders taskforce: sets the topics important to consumers in Covid-19

times and the people who published, with help from HCNSW and its published reports/guides

o Covid-19: consumer representative hub: consumer leaders engaged with to discuss and collect

feedback
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o Covid-19: NSW consumer organisations taskforce: a closed working group comprising HCNSW’s

voting member organisations – 48 NSW-based health consumer organisations

● Describe data collection tools

HCNSW and its specially-created COVID-19 Consumer Leaders Taskforce used the following tools to collect

data from its network from health consumers:

o Quick polls and surveys - to share thoughts on areas such as the effectiveness and future of

telehealth consultations

o Storytelling tool - via Amplify to collect testimonials and use cases from consumers

o Virtual meetings - to discuss telehealth consultations and explore what patients and families

want in the long term.

o Anecdotal conversations with family and friends

o Learning networks: one for consumer representatives, and one for staff working in consumer

and community engagement for NSW health services, providing an online, interactive space for

members to get to know each other, access resources and participate in education and training

events.

HCNSW’s network was informed of these options / formats via eDM communication.

● Outline resources such as budget, timeframe, internal delivery and contracted support

HCNSW is a not-for-profit so the budget was very lean. Despite this, the project was still completed to a

very strict time frame. The procurement and rapid implementation of Bang The Table’s Engagement HQ

platform commenced on 1 April 2020 during the onset of the COVID-19 pandemic, and using this as the

foundation, Amplify was launched at the beginning of May 2020, just weeks later.

This launch included new programs and the transferral of many others to operate from Amplify, supporting

both public and private projects and groups. Amplify now supports HCNSW’s online training, learning

networks, public surveys and closed forums / engagement groups, including two COVID-19 task forces.

It was also the catalyst for HCNSW to give its training courses a digital makeover. The organisation provides

online training for health consumer representatives on how to effectively engage with health services.
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Delivering these programs online means they can be more flexible and allows for a more

geographically-spread audience, something which is crucial to the delivery of effective healthcare.

The Amplify platform includes various tools, such as document libraries, surveys and quick polls, stories,

forums and learning networks.

Thanks to the Bang The Table solution, no bespoke software implementation was required. Its Engagement

HQ technology was used as the foundation, with additional tools used to augment virtual consultation,

including video platform Zoom, social media platforms and e-newsletters.

HCNSW Engagement Process

3.0 Implementation

Manage engagement

● Outline the engagement delivery, enabling factors/conditions, how participation was supported to

ensure inclusion

The project was delivered during the earlier stages of the COVID-19 pandemic last year. It was becoming

increasingly clear that HCNSW would be unable to conduct consultations face-to-face for an extended
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period of time. Instead of letting these crucial consultations drop off, which could have been catastrophic

during a pandemic, it was quickly determined that a rapid digital shift was required to allow these

important conversations to continue.

The voices of HCNSW’s broad stakeholder base were constantly taken into consideration and provided the

basis for all decision-making as part of the project. Amplify has allowed for the voices of those in regional

and rural HCNSW to be better heard, something which is critical for the delivery of health services, and for

HCNSW to effectively complete its objectives and role. Being able to deliver training and conduct

consultations digitally allowed people who would have been previously unable to attend sessions in Sydney

to take part, and this is a significant benefit that will be realised long after the COVID-19 pandemic.

Amplify has allowed HCNSW to lead the digital shift in the way consumer engagement within the health

sector can be achieved. Participatory consultation and advocacy work is usually conducted face-to-face,

and much of this was put on hold due to the pandemic, meaning important consumer voices were not

being heard despite major changes being made to the provision of health services.

This project saw HCNSW leverage a digital platform in a very new way of working in the health space,

especially in NSW. It won’t replace face-to-face consultation but it will augment this long into the future

with lasting benefits for all stakeholders. It has also generated highly shareable content that has allowed

the organisation to optimise every touchpoint with its community.

● Outline modifications made and tactics used to mitigate risks or overcome unintended outcomes

No bespoke software development was required. Bang The Table’s Engagement HQ technology was used as

the foundation platform, with additional tools to augment virtual consultation, such as Zoom, social media

platforms and e-newsletters.

● Comment on, and display, communications and engagement metrics and reach (inform and engage)

The core purpose of HCNSW is to promote and amplify the voices of health consumers in the health system

in NSW. The organisation achieves this through facilitating engagement between health consumers and

health services providers. Due to the COVID-19 pandemic, lockdowns around the country and ongoing

social restrictions, this crucial role would have been impossible in 2020 without the Amplify platform.
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Bringing this engagement online through Amplify has meant that HCNSW can reach more people in more

areas around the state, with consultation being turned around more quickly, training able to be executed

remotely and new partnership opportunities being generated. It has already had a profound impact on the

execution of HCNSW’s overall strategy.

Amplify is projected to increase engagement with health consumers, improve health consumer

representatives’ access to current data and to allow HCNSW to lead by example in the digital consultation

space.

Key metrics for HCNSW are the number of visits to its sites, views of its various material and digital

information, and registrations from new participants, who include health consumers, consumer

representatives, staff and others. Following the implementation of Amplify, from April to September 2020,

there were 2,800 site visits, with 175 new registrations.

Later in the year, a digital family presence in health services event had more than 100 registrations and 80

attendees, the largest event held by HCNSW to date.

Poll results via Amplify platform
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Timeline of Medicare Benefit Scheme Telehealth Rollout Scheme

Describe the approach to data collection, management, analysis and generating the findings

● Outline the reporting processes to decision makers, key stakeholders and participants, identify how

feedback shaped decisions made

The HCNSW team and the community of health consumer representatives have readily embraced Amplify

as a way to continue the organisation’s important work remotely during the COVID-19 pandemic, and in the

future at times when an in-person consultation is not possible.

Health consumers have an existing wide range of skills and comfort with technology, but COVID-19 has

seen many take up digital engagement with greater determination as a means of staying connected. To

address the varying levels of digital comfort and IT skills, various methods of participation have been

offered for all engagement activities.

Health services staff who have had the time to explore and use the platform have been comfortable with

the new, user-friendly digital method of engagement, and have not needed any specific training to use it.

The patients’ perspective report also demonstrated how feedback continues to shape the Amplify platform,

along with the wider medical sector. The platform allowed for the perspectives of a wide range of

stakeholders from across the state to engage with the process and have their voices heard.

● Outline the reporting processes back to participants and transparency
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Invitation to provide feedback via Facebook
Feedback on engagement process from a
Consumer Advocate

4.0 Outcomes, impact and insights

Reflection and evaluation of engagement
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● Comment on appropriateness and effectiveness of the engagement program

The engagement program’s online format enabled face-to-face consultation during COVID restrictions,

making it a highly effective method for health consumers to stay connected. It has allowed HCNSW to

continue to serve its community and consult with its stakeholders at a time when this has never been more

important - during a pandemic. The program also ensured that the voices of stakeholders in regional and

rural areas, who are traditionally underrepresented in the health sector, were heard and acted on, greatly

improving the overall program.

● Comment on reach, outputs, outcomes, impact and actual spectrum level or influence

Amplify allowed HCNSW to greatly increase its reach, gain crucial new outputs to share with its broad base

of stakeholders, and significantly improve its influence in the community.

From April to September 2020, Amplify had over 2,800 site visits and saw 175 new registered participants,

including health consumers, consumer representatives, staff and other individuals and organisations.

● Outline the evaluation of the engagement undertaken, insights or lessons learned

The engagement undertaken has provided the key guiding voice to the overall project, and has led to

crucial insights and lessons that will help the development of the Amplify platform going forward. Digital

engagement conducted online was the only means possible throughout much of last year, and Amplify

allowed HCNSW to continue its important role despite the global events. This allowed the voices of a broad

swathe of important stakeholders and individuals to be heard, leading to those important insights and

lessons.

These insights have contributed significantly to the national push for telehealth to be more widely available

and commonplace following the pandemic, with calls for the federal government to legislate to facilitate

this. Amplify has played an important role in this movement.

● Outline three key outcomes showing the impact of engagement

1. Engagement has led to a significant return on investment for HCNSW and has helped to mitigate the

cost of lost opportunities due to the COVID-19 pandemic, and the loss of in-person consultation

work. Digital engagement was pivotal in ensuring HCNSW was able to continue to perform its

important role in 2020, and Amplify underpinned this. Events run through the Amplify platform saw

attendees from not just NSW but all around Australia, and even from the UK National Health

Service, broadening the voices involved and diversity of feedback.

17 | Page



2. Amplify was the foundation for rapid consultations around COVID-19-related issues, such as

restricted patient visiting guidelines in hospitals and other healthcare settings, and on the wider

availability of Telehealth services. This provided immeasurable benefit to countless Australians

during an extremely difficult time.

3. The patients perspective report allowed the voices of a range of stakeholders to be heard and

influential; the results of which have led to a newfound focus on digital health consultation and

delivery and a push to make health services more accessible, consistent and equal going forward.

This engagement has had, and will continue to have, a direct influence on policy making and the

future of telehealth in NSW.

● Outline three key engagement takeaways

1. The engagement revealed the importance of digitally available health services and consultations,

especially for those in more regional and remote areas of NSW. While they may have previously had

to travel numerous areas to attend a meeting or stakeholder consultation, they are now able to do

this from their home via HCNSW’s digital platforms.

2. It revealed the importance of digital solutions in the health sector far beyond the COVID-19

pandemic. It provides countless benefits for most stakeholders and can lead to the delivery of

better health services for the betterment of the nation.

3. It also revealed how digital solutions and platforms can serve to amplify the voices of the people

most impacted by health services and most in-need of consultations, but who have sometimes not

been heard. This important lesson may have been taught by the COVID-19 pandemic, but will apply

far beyond it.

Alignment with IAP2 Core Values for the practice of public participation

IAP2 Core Values Example or evidence from this project

1. Public participation is based on the belief that those
who are affected by a decision have a right to be
involved in the decision-making process

Our engagement was previously a one-way
interaction, something which may have
frustrated the stakeholders. Thanks to
Amplify, HCNSW can now collaborate with its
stakeholders online and hold open dialogues
with them. It also facilitates online training
and learning networks for staff and health
consumer representatives, and can reach
more people as it is now only.
Led by the COVID-19 Health Consumer
Taskforce together with the COVID-19
Consumer Representative Hub, we collected
individual patient stories during a virtual
workshops, patient stories, surveys and polls.
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As a result of our new engagement
processes, we have been successful in
advocating for Telehealth Services to
continue in New South Wales.

2. Public participation includes the promise that the
public’s contribution will influence the decision

Whilst HCNSW is not a decision maker, we
can use the voices of our Consumers to
amplify the impacts of certain decisions to
various health organisations and authorities.

3. Public participation promotes sustainable decisions
by recognising and communicating the needs and
interests of all participants, including decision makers

HCNSW was able to develop a report
Navigating Telehealth: The Patients'
Perspective that provides a summary of the
review and all key recommendations based
on feedback received during the consultation
period.
The background report provides greater
detail on the telehealth landscape and how it
changed during COVID-19, along with the
experiences of patients navigating these
telehealth changes, and what health
consumers recommend as a result.

The reports explore how telehealth unblocks
the path to accessing appropriate care –
breaking down the barriers of not only
geographical distance but also physical,
emotional, time and cost restraints.

4. Public participation seeks out and facilitates the
involvement of those potentially affected by or
interested in a decision

We could find little evidence that current
telehealth programs had been co-designed
with health consumers or had been informed
by patients’ experience of using telehealth.
This was especially the case for the
implementation of telehealth by GPs and
specialists in response to COVID-19. We

could find no statement from
Commonwealth Ministers, Commonwealth
Department of Health and Ageing, or MBS
online committing to work with patients or
health consumer groups in developing
telehealth.

We were aware of some involvement by
consumer representatives in NSW. We did
not identify any publicly available documents
or website from NSW Health that
demonstrated development of telehealth
and virtual health had been informed by
patient experience or had involved consumer

stakeholders. However, a small number of
consumer representatives were engaged with
different pillars and Local Health Districts in
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consumer advisory groups around
implementation of telehealth. In more

recent months, there has been a renewed
effort to incorporate patient stakeholders
and patient experience feedback into refining
and evaluating telehealth services in NSW.

Because of this, HCNSW took it upon
ourselves to consult on an issue that our
Taskforce identified as important to them
and their communities.

5. Public participation seeks input from participants in
designing how they participate

During the purchasing of a digital tool, our
consumers were involved in the procurement
and development of the site. This lead to
greater ownership of outcomes with our
highly skilled advocates.

6. Public participation provides participants with the
information they need to participate in a meaningful
way

We used a mix of consultation methods to
ensure accessible, effective care that
minimises burden and disruption.

We also provided training to our consumers
of how to use Amplify, so they could then
teach their networks, increasing the
spectrum of support for using digital tools
such as EngagementHQ.

We present a range of enablers identified by
health consumers themselves, and we have
framed the insights from the review into a
set of actionable key recommendations.

7. Public participation communicates to participants
how their input affected the decision

We regularly report back to our consumers,
and the public via Amplify platform, our
regular Health Consumer meetings, social
media and a virtual briefing session that is
open to the public.
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