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Acknowledgement of Country
We, Barwon Health, acknowledge the Traditional Owners 
of the land, the Wadawurrung people of the Kulin Nation. 
We pay our respects to the Elders both past and present. 
We thank the Traditional Owners for custodianship of the 
land, and celebrate the continuing culture of the 
Wadawurrung people acknowledging the memory of 
honourable ancestors. We also welcome all Aboriginal 
and Torres Strait Islander people present today.



Thank you

To the Consumer Advisor members of the Community Advisory Committee & 
To the Consumer Advisor members of the Written Information Simply Explained (WISE) group 
who improved this information through their process of review and revision.



About Barwon Health
History
Our catchment
Our sites
Our Executive
Teams supporting our consumers
Our Values
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• University Hospital Geelong
• McKellar Centre (aged care and rehabilitation)
• Community Health Centres
• Alan David Lodge (aged care)
• Barwon Health North

https://www.barwonhealth.org.au/patients-visitors/our-sites





Aboriginal Health Unit

Disability Liaison Officers

Consumer Liaison Office





About Barwon Health
PROMPT: Our online policies and procedures
Our Strategic Plan
Our Cultural Safety Plan
Our Disability Action Participation Plan
Our Family Violence Response



If you experience problems with access
PromptDocuments@barwonhealth.org.au



https://www.barwonhealth.org.au/images/documents/11295_StrategicPlan2020-25



Barwon Health’s Cultural Safety Plan 2022-23 is available on One point

Login to Barwon Health, go to Onepoint, search ‘Aboriginal Cultural Safety Plan’

Or follow this link
https://onepoint.barwonhealth.org.au/clinical/allied_health/aboriginal_health/Documents/Barwon%20He
alth%20Cultural%20Safety%20Plan%202022-23.pdf#search=cultural%20safety%20plan



https://onepoint.barwonhealth.org.au/news/Publications/2020-2025%20Disability%20Participation%20Action%20Plan.pdf#search=disability%20plan



https://onepoint.barwonhealth.org.au/corporate/family_violence/Pages/default.aspx



Training

Barwon Health GROW Application
Mandatory Training



GROW

If you experience problems with access
learningportal@barwonhealth.org.au



Consumer Advisors are able to undertake numerous training modules 
available on Barwon Health’s GROW application, including:
• Aboriginal Cultural Awareness
• Acceptable Workplace Behaviours
• Hand Hygiene
• Fire Safety
Please let the Consumer Experience Partner know of the training 
modules you have undertaken



Policy

National Safety & Quality Health Service Standards (National)
Partnering in Health Care (Victorian Government)
Partnering with Consumer Advisors (Barwon Health)



Australian hospitals are accredited based on 
their compliance with the Australian 
Commission on Safety and Quality in 
Healthcare’s National Safety and Quality 
Health Service Standards.
‘Partnering with Consumers’ is one of the 
eight NSQHS Standards. 

https://www.safetyandquality.gov.au/standards/nsqhs-standards



To meet the Partnering with Consumers Standard, 
health services need to demonstrate they have
‘Consumers as partners in planning, design, 
delivery, measurement and evaluation of systems 
and services’.
To achieve this, we need Consumer Advisors.

https://www.safetyandquality.gov.au/standards/nsqhs-standards/partnering-consumers-standard



“Involve consumers in decisions 
about how healthcare and the 
health system can be improved” 
p. 18

https://www.bettersafercare.vic.gov.au



https://www.barwonhealth.org.au/careers-volunteers/consumer-advisors



Partnering with Consumer Advisors

Moving from the past into the future
Levels of involvement
Language
Who is a Consumer Advisor? 
Code of Conduct



Terminology ‘Consumer Rep’ 
‘Consumer Advisor’ 
We want consumers to advise

Consumer Reps recruited from Volunteer pool
Recruit Consumer Advisors from the community to promote 
renewal and diversity

Minimal support and ongoing evaluation of experience from 
consumer and staff perspectives A guideline for Partnering with Consumer Advisors  

Misunderstanding of language, including ‘codesign’
A Guide to Build Co-design Capability. Agency for Clinical 
Innovation, NSW Government (2019)

Inform>Consult>Collaborate>Codesign>Empower





Barwon Health uses the term ‘Consumer Advisor’ to refer to members 
of the Barwon Health community who partner with staff in the 
development, planning and quality improvement of services, and the 
measurement and improvement of patient and family experience.

Barwon Health uses the term ‘Advisor’ in preference to 
‘Representative’ because the organisation wants consumers to be 
actively involved in providing advice. 



A Consumer Advisor is a person who advocates for the consumer 
and community perspective by providing advice to Barwon Health. 



1. Consumer Advisors contribute in a way that makes others feel culturally, emotionally and physically safe.
2. Consumer Advisors give each other time and space to have an equal say.
3. Consumer Advisors listen to other people’s opinions, even if they differ from their own.
4. Consumer Advisors look at issues from as many angles and viewpoints as possible.
5. Sharing personal experiences is an individual choice. Consumer Advisors are not expected or required to share 

personal experiences.
6. Consumer Advisors share personal experiences with a view to making suggestions about the change required to 

resolve the problem.
7. When sharing personal experiences, Consumer Advisors:

• Just say enough so the audience gets the point
• Ensure the message is simple and clear
• Avoid recounting vivid details

8. Consumer Advisors support each other to uphold the Code of Conduct.

Notes
Consumer Advisors should raise issues regarding breaches of the Code of Conduct with Barwon Health’s Consumer Experience Partner.
Consumer Advisors who have an individual complaint about Barwon Health, that is not illustrative of a greater problem at Barwon Health, should contact the Consumer Liaison 
Office (via the Barwon Health webpage).



Partnering with Consumer Advisors

Model of Consumer Involvement
Community Advisory Committee
Governance of Consumer Advisors
Consumer Experience Partner
Consumer Advisor Webpage





Alison Lewis-Nicholson
Consumer Advisor Co-Chair

Jason Trethowan
Chair and Board Director

Wendy Bourke
Consumer Advisor

Mutheinchri Ra
Consumer Advisor

Sharelle McGuirk
Consumer Advisor

James Bell
Consumer Advisor

Virginia Todd
Board Director

Bruce Butler
Consumer Advisor

Kim Edgar
Consumer Advisor

Carolyn Flett
Consumer Advisor

Susan Sdrinis
Board Director

Piper Knox
Consumer Advisor



The Consumer Experience Partner is the central point of contact for all Consumer 
Advisors and for all staff wanting to partner with Consumer Advisors. 

The Consumer Experience Partner is accountable for attracting, recruiting, supporting 
and retaining Consumer Advisors. 



Email: Consumer.Advisor@barwonhealth.org.au



All opportunities currently 
open to Consumer Advisors 
are posted to this webpage

https://www.barwonhealth.org.au/careers
-volunteers/consumer-advisors



How we attract, recruit, train and retain Consumer Advisors



All opportunities for Consumer Advisor involvement will be posted on the 
Barwon Health Consumer Advisor webpage.

We might also use different ways of attracting Consumer Advisors, including 
posters in our services and social media, but all opportunities will always be 
posted on the Barwon Health Consumer Advisor webpage.

https://www.barwonhealth.org.au/careers-volunteers/consumer-advisors

If Consumer Advisors see an opportunity they are interested in, they 
complete an Expression of Interest form, available on the webpage, and send 
it to the Consumer Experience Partner.  



The Consumer Experience Partner will arrange to meet with anyone who has submitted a Consumer 
Advisor Expression of Interest form. The initial meeting will cover:
• A warm welcome and appreciation for the person’s interest;
• Determine if the person is a new or current Consumer Advisor.
• Getting to know a little more about the person and sharing information about Barwon Health;
• Matching the person’s interest with current Consumer Advisor opportunities;
• A request for the Consumer Advisor provide evidence of their vaccination status, as recorded in 

their Medicare Immunization Record (All Consumer Advisors are required to have current 
Influenza and COVID vaccinations);

• Explain the documents the Consumer Advisor will be sent and the need to sign and return the 
Confidentiality and Security Agreement and the Media Consent form.

• Information about the Consumer Advisor Reference Group.
• Information about the Consumer Advisor webpage.



Consumer Advisors are encouraged to access training through any of these organisations:
• Consumer Health Forum https://chf.org.au
• The Health Issues Centre https://hic.org.au
• Monash Partners https://monashpartners.org.au/education-training-and-

events/consumer-and-community-involvement-lunchtime-seminar
• Centre for Mental Health Learning Victoria https://cmhl.org.au
• Lived Experience Australia https://www.livedexperienceaustralia.com.au
• SA Lived Experience Leadership and Advocacy Network (LELEAN) https://www.lelan.org.au
• Safer Care Victoria https://www.safercare.vic.gov.au/support-and-training

These links are all provided on Barwon Health’s Consumer Advisor webpage 
https://www.barwonhealth.org.au/careers-volunteers/consumer-advisors#training

Consumer Advisors are encouraged to discuss their training needs with the Consumer Experience Partner.



The Consumer Advisor Reference Group (CARG) is offered as a way to support Consumer Advisors to 
succeed and to retain Consumer Advisor involvement.

The CARG is a one-stop shop for Consumer Advisors to:
• Ask questions, provide feedback, find information, find resources
• Request access to training and share information about training
• Hear about opportunities for Consumer Advisor involvement
• Seek Consumer Advisor advice on work being undertaken by Barwon Health staff

The CARG meeting is:
• Held fortnightly, Conducted virtually, facilitated by the Consumer Experience Team

The CARG is:
• Open to all of Barwon Health Consumer Advisors



Thank you for choosing to partner with Barwon Health 

Consumer.Advisor@barwonhealth.org.au


