


Acknowledgement 
of Country

We acknowledge this land that we meet on today is the 
traditional lands for the Kaurna people and that we respect 
their spiritual relationship with their country.

We also acknowledge the Kaurna people as the custodians of 
the Adelaide region and that their cultural and heritage beliefs 
are still as important to the living Kaurna people today.

We also pay respects to the cultural authority of Aboriginal 
people visiting/attending from other areas of South 
Australia/Australia.



The terminology used around consumer 
‘involvement’ can be confusing since it is 
used interchangeably with related terms like 
‘consultation’, ‘participation’, ‘engagement’, 
‘partnership’, ‘co-production’ and 
‘collaboration’. A useful way to think of 
consumer involvement is decision 
making with or by consumers, rather than 
‘to’, ‘about’ or ‘for’ them (Ocloo and 
Matthews 2016).



How do we know we are doing well?

The state of health services partnering with consumers: 
evidence from an online survey of Australian health 
services
Farmer, J., Bigby, C., Davis, H. et al. BMC Health Serv 
Res 18, 628 (2018). https://doi.org/10.1186/s12913-018-
3433-y

The survey is the first to include responses about consumer partnering 
from across Australia. While many respondents partner with 
consumers, it is clear that more easily-organised activity such as 
involvement in existing committees or commenting on patient 
information occurs more commonly than involvement in strategy or 
governance

https://doi.org/10.1186/s12913-018-3433-y


The following data includes finalised assessments for all Australian hospitals and day procedure 
services up to October 2021.

https://www.safetyandquality.gov.au/standards/nsqhs-standards/implementation-nsqhs-standards/nsqhs-standards-lessons-learnt

Not assessed - The action was not assessed. This can occur in short-notice 
assessments when only three or four Standards are assessed at a time. These 
actions are represented in dark grey on the bar graphs

https://www.safetyandquality.gov.au/standards/nsqhs-standards/implementation-nsqhs-standards/nsqhs-standards-lessons-learnt


Who wants to be involved in health care decisions? 
Comparing preferences for individual and collective 
involvement in England and Sweden?

Fredriksson, M., Eriksson, M. & Tritter, J. Who wants to be 
involved in health care decisions? Comparing preferences 
for individual and collective involvement in England and 
Sweden. BMC Public Health 18, 18 (2018). 
https://doi.org/10.1186/s12889-017-4534-y



Consumer Engagement 
through Public Reporting



What does the future of consumer engagement 
look like?

Are consumers already living the future of 
health?

And are they already living the future of 
consumer participation?



Deloitte Survey 2020 of US Health Care Consumers 
(Betts, Giuliani and Korenda (August 2020)
The Health Care Consumer Response to COVID-19 
Survey.
https://www2.deloitte.com/us/en/insights/industry/health-care/consumer-health-trends.html

‘In many ways consumers are taking charge of their health more than ever before. They are learning about their 
health risks, communicating with their doctors in new and different ways, and changing their attitudes about 
data privacy. 
Each of these factors has a significant influence on how consumers are feeling and interacting with the health 
system.’

https://www2.deloitte.com/us/en/insights/industry/health-care/consumer-health-trends.html


FINDINGS:

Many consumers show agency and engagement: Consumers are increasingly willing to tell their doctors 
when they disagree with them, are using tools to get information on costs and health issues, are tracking 
their health conditions and using that data to make decisions, and accessing and using their medical record 
data.



Consumers are using virtual visits more than ever before and plan to continue using them: Consumers 
using virtual visits rose from 15% to 19% from 2019 to early 2020; this jumped to 28% in April 2020. On 
average, 80% are likely to have another virtual visit, even post COVID-19. Most consumers are satisfied with 
their visits and say they will use this type of care again.



More consumers are using technology for health monitoring and are willing to share their data: A 
growing number of consumers are using technology to monitor their health, measure fitness, and order 
prescription-drug refills. After a slight decline in willingness to share data before COVID-19, new data 
shows that consumers are more comfortable sharing data during a crisis.



A trusted clinician relationship remains paramount:

The top factors for “an ideal health care experience” 

in the Deloitte 2020 Survey of US Health Care 

Consumers mirrored the findings of a similar study in 

2016: doctors who listen to/care about them, doctors 

who don’t rush, and clear communication. 

As health systems, technology companies, and others 

roll out virtual services, it is imperative to provide the 

same personal experience as during an in-person 

visit. 

This is particularly true for organisations that are 

developing tools or services for those with chronic 

conditions, as they are most likely to value a 

sustained relationship.





This slide illustrated common approaches to ‘placing 
consumers at the centre’ and questioned whether an 
image on its own would drive change?

The intent was not to be critical of such illustrations but 
to point out that ‘consumers at the centre’ needs to be 
actioned and not just another example of a strategy 
sitting on the shelf of dreams.

In Deloitte’s vision for 2040 they state that they see a 
more activated consumer whose attitudes and behaviour 
demonstrate agency. They measured and explored 
several aspects of consumer agency in health care:
• Willingness to disagree with their doctor
• Tracking their health conditions and using that data to 

make decisions
• Accessing and using their medical record data and 

wanting ownership of it
• Engaging in healthy behaviour/prevention



A New Story…………..A New Language

From ‘Patient’ to the ‘Agentic Patient’ 
A Patient – a person as a recipient of medical help (from the Latin – pati (suffer). Suffering disease or 
injury and ‘suffering treatment’
An agent – someone who is capable of action and activity

The word agentic is described as an individual’s power to control his or her own goals actions and 
destiny. It stems from the word agency, which Webster’s Dictionary defines as the capacity, condition, 
or state of acting or of exerting power. In the late 1980s, Stanford University Psychologist Albert 
Bandura began developing a theory of social cognition that he associated with self-efficacy. He later 
examined more specifically the role of agency and motivation, and coined the term Agentic, in which 
people are viewed as self-organizing, proactive, self-reflecting and self-regulated, which he calls Agentic



‘The Patient Will See You Now’




