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Gold Coast Health respectfully acknowledges the Traditional Custodians of the Gold Coast, the Yugambeh speaking people, 
whose land, winds and waters we all now share; and pay tribute to their unique values, and their ancient and enduring cultures, 
which deepen and enrich the life of our community. We pay our respects to Elders past, present and emerging, and recognise 
those whose ongoing efforts to protect and promote Aboriginal and Torres Strait Islander cultures will leave a lasting legacy for 
future Elders and leaders.

OUR VISION
We will have the best health outcomes in Australia. 

OUR PURPOSE
To be a leader in compassionate, sustainable, highly reliable healthcare. 

OUR VALUES

Empower Integrity Community first  Respect Excellence   Compassion

OUR APPROACH TO COMMUNITY 
AND CONSUMER ENGAGEMENT
Community and consumer engagement are at the heart of our organisation. Real engagement enables us to achieve 
meaningful improvement in both the quality and safety of our services. We strive for authentic connections and 
partnerships so we can continue to meet the healthcare needs of our diverse consumers in the community we serve. 

By co-designing, collaborating and drawing on the community’s lived experience, we can empower consumers to 
drive change and improve outcomes.

This strategy explains how Gold Coast Health will continue to champion shared decision-making and person-centred 
care through meaningful engagement with consumers and community. 

Developed in alignment with the Gold Coast Health Strategic Plan, this strategy captures the four key pillars Gold 
Coast Health will focus on to further build on the progress made to date. Developed in consultation with our key 
stakeholders, including our Consumer Advisory Group, the strategy meets the legislative requirements of the 
Hospital and Health Boards Act 2011 and the National Safety and Quality Health Service Standards (NSQHS), and 
supports the implementation of the First Nations Health Equity Strategy.

Through shared decision-making  with consumers and the community, we aim to ensure our services are equitable, 
free from racism and discrimination, safe, culturally appropriate and accessible. 

By focussing our efforts on four key pillars; collaboration, knowledge, diversity, and voice; we will continue to embed 
person-centred care at the heart of our organisation.

OUR PLAN
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OUR PHILOSOPHY
Our Always Care philosophy is central to our strategic direction. It recognises that the simplest acts of compassion 
can have significant impact - for patients, staff, the Gold Coast community and our partners in care delivery.

We want our consumers and 
community to feel enabled to make 
informed decisions about their 
health and wellbeing. 
This comes through collaboration, 
co-design, and communication.

Professor Cindy Shannon AM, 
Board Chair, Gold Coast Health
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The central stakeholder group, defined below in blue, are our strategic partnerships that contribute to the 
development and delvery of services and initiatives. 

The boundary stakeholders, defined below in teal, are groups and organisations whose support allows us to meet 
the changing needs of our diverse community. 

OUR KEY
STAKEHOLDERS
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At Gold Coast Health, we collaborate and engage with a 
wide variety of organisations, services and community 
groups, allowing for co-designed initiatives, shared 
learning and more integrated community services. 

Broad community engagement benefits both the 
health service and the community by:

•	 building a more diverse, inclusive and racially 
equitable health service

•	  improving awareness and integration of local 
services

•	 providing a platform to gather collective ideas and 
manage expectations

•	 sharing knowledge and personal experiences

•	 encouraging ownership of pride in the health 
service.

We achieve this by:

•	 partnering with community groups to host events 
and initiatives that celebrate the diversity of our 
community

•	 strengthening our online community by sharing real 
and transparent stories and promoting health care 
messages and community services

•	 establishing community connection and gaining 
valuable insights through shared lived experience 
initiatives

•	 collaborating with community partners to inform 
strategies, policies and services that meet the needs 
of the community

•	 embedding diversity and inclusion across the health 
services to ensure we provide opportunities and 
equity for all community members.

The annual Trauma Survivors Day brings together patients, 
carers, consumers, peer support workers and staff. 

First Nations Health Equity Strategy community launch at 
Kalwun Development Corporation. 

Celebrating Harmony Day with GC Art Collective, GCMAGIC and 
Multicultural Families Organisation.

Pride week celebrations with GC Rainbow Communities, LGBTI 
Legal Centre, Relationships Australia, Headspace, and more.

COMMUNITY 
ENGAGEMENT
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CONSUMER 
ENGAGEMENT
Gold Coast Health works closely with a wide range of 
consumers. We aim to embed consumer engagement, 
participation and advocacy throughout the health 
service.

Consumers sit on many committees, working groups, 
and advisory councils and offer regular community 
feedback to support planning, operations and service 
delivery.

Consumers play an active role in shaping our services 
and help to ensure we continue to deliver the high 
level of care that our community wants and needs. 

Our Consumer Advisory Group (CAG) consists of 
people from diverse backgrounds who advocate more 
broadly across the health service and have a direct 
line of feedback to the Gold Coast Health Board. 

The CAG is focussed on four key areas to improve 
health service outcomes:
1. Diversity and inclusion
2. Health literacy
3. Person-centred care
4. Consumers in research.

Current and CAG activities include:
•	 reviewing and refining patient information 

resources
•	 increasing consumer involvement in research 

projects
•	 partnering to promote health literacy initiatives
•	 reviewing local data and Patient Reported 

Experience Measures (PREMS) data to drive 
meaningful change

•	 purposefully engaging to prioritise person and 
family-centred care

•	 supporting the implementation of the First Nations 
Health Equity Strategy and Diversity and Inclusion 
Strategy

•	 advancing communication and engagement in 
digital health care.

The Always Care Consumer Network is a wider network 
of Gold Coast consumers engaged to provide input 
into new and improved services and initiatives.

This group draws on the lived experience of a larger 
cohort of consumers from diverse backgrounds to 
provide valuable insights and expertise on a range of 
topics. 

Bi-monthly CAG meetings bring consumer voices to the 
forefront of decision-making.

The annual  Volunteer and Consumer Celebration highlights the 
valuable contribution consumers make to the health service.

The CAG has been instrumental in the development of a health 
literacy program tailored for both staff and consumers. 

services, strategies and initiatives that meet the 
needs of the Gold Coast First Nations community.

Gold Coast Health has also established a formal 
partnership with the Yugambeh Regional Aboriginal 
Corporation (YRACA), a regional Traditional Custodian 
organisation, to provide appropriate cultural services 
and guidance across our health service. 

Gold Coast Health, Kalwun and Krurungal Aboriginal 
and Torres Strait Islander Corporation for Welfare, 
Resource and Housing are working together in 
delivering the Karulbo Network, a collaboration which 
involves the community in decision-making regarding 
preferred healthcare solutions. 

Gold Coast Health also has an Aboriginal and 
Torres Strait Islander Health Service which includes 
Indigenous Heath Liaison Officers (IHLO) and Health 
Workers who work across the Gold Coast University 
Hospital, Robina Hospital and community settings.  
The IHLOs and Health Workers are a key part of 
the patient journey, providing hospital ward and 
community visits, advocacy, a cultural link between 
clients, their families and staff, as well as referrals to 
support services.  

WaiJungbah Jarjums is an integrated Aboriginal and 
Torres Strait Islander service within Gold Coast Health, 
led and staffed by Midwifery and Child Health Service 
teams. This service is an Australian first, where the 
models of care have been integrated and co-designed 
with the community to provide seamless, connected, 
continuity of care for women and their families up 
until the child is five years of age. 

Health equity means that everyone has a fair and just 
opportunity to be as healthy as possible.

Gold Coast Health has developed a First Nations 
Health Equity Strategy in partnership with Kalwun 
Development Corporation (Kalwun), the Gold Coast 
Primary Health Network (GCPHN) and local community 
to:
•	 work with First Nations peoples and organisations 

to close the health gap
•	 answer to the communities that we serve
•	 build better health services for First Nation 

community members.

Our commitment is to work with the Gold Coast 
First Nations community, delivering real outcomes 
and lasting change through a genuine partnership 
approach of co-design, co-ownership and co-
implementation.

The voices, leadership and lived experience of First 
Nations peoples are driving the Health Equity agenda.

Actions have been developed against the Health Equity 
Strategy’s six priority areas: 

Our partnership with Kalwun assists us to co-design 

HEALTH 
EQUITY

If we want to know what mob 
needs, we need to be asking 
mob; we are just a very select few 
voices... Community engagement, 
community voice... I’m really 
passionate about that.
- First Nations focus group participant

“ “
First Nations Health Equity is a journey 
the entire health service is taking 
together. Everyone has a role to play, and 
we recognise that collaboration is a vital 
component of success.

- Kristy Hayes, Executive Director, Aboriginal 
and Torres Strait Islander Health Service

1. CULTURAL SAFETY

3. DETERMINANTS

2. ACCESS

4. SERVICE AND DATA

6. WORKFORCE

5. PARTNERSHIPS

The CAG has developed a range of video resources on Choosing 
Wisely, Clinical Handover, Wound Care, and Health Literacy.
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https://www.goldcoast.health.qld.gov.au/sites/default/files/PUB.0303_Health-Equity-Strategy-A4%20WEB.pdf
https://www.goldcoast.health.qld.gov.au/sites/default/files/PUB.0303_Health-Equity-Strategy-A4%20WEB.pdf


OU
R C

OM
M

UN
IT

Y A
ND

 CO
NS

UM
ER

 EN
GA

GE
M

EN
T P

LA
N

FO
CU

S 
AR

EA
CO

LL
AB

OR
AT

IO
N

Wo
rk

in
g t

og
et

he
r w

ith
 th

e G
ol

d C
oa

st
 

co
m

m
un

ity
 to

 d
riv

e a
nd

 im
pr

ov
e 

he
al

th
 se

rv
ice

 in
iti

at
ive

s.

KN
OW

LE
DG

E
Im

pr
ov

in
g h

ea
lth

ca
re

 kn
ow

led
ge

 
to

 op
tim

ise
 ac

ce
ss

 fo
r o

ur
 di

ve
rs

e 
co

m
m

un
ity

 an
d 

dr
ive

 eq
ui

ta
bl

e a
nd

 
im

pr
ov

ed
 h

ea
lth

 ou
tco

m
es

.

DI
VE

RS
IT

Y 
Ce

leb
ra

tin
g t

he
 m

an
y p

eo
pl

e 
wh

o m
ak

e u
p 

ou
r c

om
m

un
ity

 an
d 

en
ha

nc
in

g d
ive

rs
ity

 an
d 

in
clu

sio
n 

ac
ro

ss
 ou

r p
ar

tn
er

sh
ip

s.

VO
IC

E
En

ab
lin

g  
co

ns
um

er
 ex

pe
rie

nc
e t

o d
riv

e 
ch

an
ge

s, 
de

liv
er

 im
pr

ov
ed

 ou
tco

m
es

 
an

d 
en

su
re

 ou
r h

ea
lth

ca
re

 is
 w

ha
t t

he
 

co
m

m
un

ity
 w

an
ts

 an
d 

ne
ed

s.

W
HA

T W
E W

ILL
 

DO
•	

W
or

k 
in

 p
ar

tn
er

sh
ip

 w
ith

 co
ns

um
er

s 
an

d 
th

e 
co

m
m

un
ity

 to
 e

ns
ur

e 
ou

r s
er

vi
ce

s 
ar

e 
eq

ui
ta

bl
e,

 fr
ee

 
fro

m
 ra

ci
sm

 a
nd

 d
is

cr
im

in
at

io
n,

 
sa

fe
, c

ul
tu

ra
lly

 a
pp

ro
pr

ia
te

 a
nd

 
ac

ce
ss

ib
le

.
•	

Ex
pa

nd
 o

ur
 co

m
m

un
ity

 re
la

tio
ns

hi
ps

 
to

 fo
st

er
 m

ea
ni

ng
fu

l i
np

ut
 a

nd
 

fe
ed

ba
ck

 fo
r s

er
vi

ce
 im

pr
ov

em
en

ts
.

•	
Co

-d
es

ig
n 

pe
rs

on
-c

en
tre

d 
se

rv
ic

es
 

in
 co

lla
bo

ra
tio

n 
w

ith
 o

ur
 co

ns
um

er
s 

an
d 

co
m

m
un

ity
.

•	
In

cl
ud

e 
co

ns
um

er
s 

on
 a

 va
rie

ty
 o

f 
st

ra
te

gi
c/

pl
an

ni
ng

 co
m

m
itt

ee
s 

an
d 

w
or

ki
ng

 g
ro

up
s.

•	
Pr

om
ot

e 
an

 o
rg

an
is

at
io

na
l 

cu
ltu

re
 th

at
 p

rio
rit

is
es

 co
ns

um
er

 
en

ga
ge

m
en

t t
o 

en
ha

nc
e 

pa
tie

nt
 

kn
ow

le
dg

e.
•	

Em
po

w
er

 co
ns

um
er

s 
to

 b
e 

ac
tiv

e 
in

 th
ei

r o
w

n 
he

al
th

ca
re

 jo
ur

ne
y 

by
 

su
pp

or
tin

g 
th

ei
r u

nd
er

st
an

di
ng

 
of

 h
ea

lth
ca

re
 in

fo
rm

at
io

n 
an

d 
se

rv
ic

es
.

•	
Im

pr
ov

e 
co

ns
um

er
 a

nd
 co

m
m

un
ity

 
ac

ce
ss

 to
 in

fo
rm

at
io

n,
 to

ol
s,

 
re

so
ur

ce
s 

an
d 

fe
ed

ba
ck

 ch
an

ne
ls

.
•	

Im
pr

ov
e 

un
de

rs
ta

nd
in

g 
of

 
he

al
th

 li
te

ra
cy

 p
rin

ci
pl

es
 fo

r 
st

aff
, c

on
su

m
er

s 
an

d 
th

e 
w

id
er

 
co

m
m

un
ity

.

•	
Pa

rtn
er

 w
ith

 a
 va

rie
ty

 o
f c

om
m

un
ity

 
gr

ou
ps

 to
 s

up
po

rt 
ac

ce
ss

 a
nd

 
en

ga
ge

m
en

t w
ith

 d
iv

er
se

 a
nd

 
id

en
tifi

ed
 p

eo
pl

es
.

•	
En

su
re

 d
iv

er
se

 re
pr

es
en

ta
tio

n 
ac

ro
ss

 
ou

r c
on

su
m

er
 a

dv
is

or
y 

gr
ou

ps
, 

co
m

m
itt

ee
s,

 p
ar

tn
er

sh
ip

s 
an

d 
st

aff
.

•	
Id

en
tif

y 
an

d 
re

du
ce

 b
ar

rie
rs

 fo
r 

pe
op

le
 n

av
ig

at
in

g 
ho

sp
ita

ls
 a

nd
 

co
m

m
un

ity
 h

ea
lth

 fa
ci

lit
ie

s.
•	

Im
pr

ov
e 

th
e 

aw
ar

en
es

s 
of

 o
ur

 
pr

og
ra

m
s 

an
d 

se
rv

ic
es

 th
at

 s
up

po
rt 

ac
ce

ss
ib

le
 a

nd
 e

qu
ita

bl
e 

he
al

th
ca

re
.

•	
Gr

ow
 o

ur
 C

on
su

m
er

 N
et

w
or

k 
to

 
in

cl
ud

e 
a 

di
ve

rs
e 

ra
ng

e 
of

 p
eo

pl
e 

w
ith

 
va

ry
in

g 
ba

ck
gr

ou
nd

s,
 b

el
ie

fs
 a

nd
 

liv
ed

 e
xp

er
ie

nc
es

.
•	

En
su

re
 co

ns
um

er
 a

nd
 co

m
m

un
ity

 
en

ga
ge

m
en

t i
s 

st
ra

te
gi

ca
lly

 
em

be
dd

ed
 a

nd
 in

te
gr

at
ed

 a
cr

os
s 

th
e 

he
al

th
 s

er
vi

ce
. 

•	
Ac

tiv
el

y 
en

ga
ge

 co
ns

um
er

s 
an

d 
co

m
m

un
ity

 m
em

be
rs

 w
ith

 li
ve

d 
ex

pe
rie

nc
e 

to
 g

ui
de

 n
ew

 o
r i

m
pr

ov
ed

 
po

lic
ie

s,
 s

er
vi

ce
s 

an
d 

re
so

ur
ce

s.
•	

Ex
pa

nd
 co

ns
um

er
 e

ng
ag

em
en

t a
nd

 
pa

rt
ic

ip
at

io
n 

in
 re

se
ar

ch
 a

ct
iv

iti
es

. 

W
HA

T 
W

E W
ILL

 
M

EA
SU

RE
•	

Th
e 

nu
m

be
r o

f t
ar

ge
te

d 
co

ns
um

er
 

an
d 

co
m

m
un

ity
 g

ro
up

s/
m

em
be

rs
 

en
ga

ge
d 

an
d 

co
ns

ul
te

d 
w

ith
 a

cr
os

s 
th

e 
he

al
th

 s
er

vi
ce

.
•	

Co
ns

um
er

 e
xp

er
ie

nc
e 

fe
ed

ba
ck

 
to

 e
ns

ur
e 

w
e 

ar
e 

de
liv

er
in

g 
hi

gh
 

qu
al

ity
 a

nd
 ta

ilo
re

d 
ca

re
.

•	
Th

e 
im

pa
ct

s 
of

 co
m

m
un

ity
/

co
ns

um
er

-d
riv

en
 in

iti
at

iv
es

 a
nd

 
de

ve
lo

pm
en

ts
 a

cr
os

s 
th

e 
he

al
th

 
se

rv
ic

e.
•	

An
nu

al
 re

vi
ew

 o
f c

on
su

m
er

 im
pa

ct
 

on
 co

m
m

itt
ee

s/
w

or
ki

ng
 g

ro
up

s.

• 	
Th

e 
nu

m
be

r o
f h

ea
lth

 co
ns

um
er

s/
co

m
m

un
ity

 m
em

be
rs

 p
ar

tic
ip

at
in

g 
in

 th
e 

de
ve

lo
pm

en
t, 

as
se

ss
m

en
t 

an
d 

re
vi

ew
 o

f p
at

ie
nt

 in
fo

rm
at

io
n 

re
so

ur
ce

s.
•	

Th
e 

nu
m

be
r o

f t
oo

ls
 a

nd
 re

so
ur

ce
s 

ut
ili

se
d 

to
 s

up
po

rt 
co

ns
um

er
s 

in
 

un
de

rs
ta

nd
in

g 
th

ei
r c

ar
e 

an
d 

th
e 

he
al

th
 ca

re
 s

er
vi

ce
.

•	
Co

m
pl

et
io

n 
ra

te
s 

of
 s

ta
ff 

he
al

th
 

lit
er

ac
y 

tra
in

in
g 

pr
og

ra
m

s.
•	

 A
nn

ua
l r

ev
ie

w
 o

f c
on

su
m

er
 

sa
tis

fa
ct

io
n 

su
rv

ey
s.

• 	
Sa

tis
fa

ct
io

n 
le

ve
ls

 to
 co

nfi
rm

 
pr

og
ra

m
s/

m
ec

ha
ni

sm
s 

ar
e 

he
lp

in
g 

pe
op

le
 re

ce
iv

e 
th

e 
he

al
th

ca
re

 th
ey

 
ne

ed
.

•	
Co

ns
um

er
 fe

ed
ba

ck
 a

nd
 s

ur
ve

ys
 to

 
id

en
tif

y 
ba

rr
ie

rs
/c

ha
lle

ng
e 

ar
ea

s.
•	

Th
e 

nu
m

be
r o

f t
oo

ls
 a

nd
 re

so
ur

ce
s 

de
ve

lo
pe

d 
th

at
 a

llo
w

/i
m

pr
ov

e 
ac

ce
ss

 to
 in

fo
rm

at
io

n 
an

d 
fe

ed
ba

ck
 

op
po

rtu
ni

tie
s.

•	
Th

e 
qu

al
ity

 a
nd

 u
pt

ak
e 

of
 in

te
rp

re
te

r 
an

d 
la

ng
ua

ge
 s

er
vi

ce
s 

ac
ro

ss
 o

ur
 

he
al

th
 s

er
vi

ce
.

• 	
Th

e 
nu

m
be

r o
f c

on
su

m
er

s 
an

d 
co

m
m

un
ity

 m
em

be
rs

 e
ng

ag
ed

 in
 

ou
r C

on
su

m
er

 N
et

w
or

k 
an

d 
in

te
rn

al
 

co
m

m
itt

ee
s.

•	
Th

e 
nu

m
be

r o
f i

ni
tia

tiv
es

 d
riv

en
 o

r 
im

pa
ct

ed
 b

y 
co

ns
um

er
/c

om
m

un
ity

 
in

pu
t.

•	
Th

e 
nu

m
be

r o
f m

ec
ha

ni
sm

s 
es

ta
bl

is
he

d 
fo

r c
on

su
m

er
/c

om
m

un
ity

 
in

pu
t. 

•	
Th

e 
nu

m
be

r o
f c

on
su

m
er

s 
in

vo
lv

ed
 in

 
re

se
ar

ch
 p

ro
je

ct
s 

an
d 

in
iti

at
iv

es
. 

IN
 AC

TIO
N

Lo
ca

l A
re

a 
Ne

ed
s 

As
se

ss
m

en
t

He
al

th
 L

ite
ra

cy
 p

ro
gr

am
Fi

rs
t N

at
io

ns
 H

ea
lth

 E
qu

ity
 S

tra
te

gy
 

Al
w

ay
s 

Ca
re

 C
on

su
m

er
 N

et
w

or
k

https://www.goldcoast.health.qld.gov.au/about-us/publications/local-area-needs-assessment
https://www.goldcoast.health.qld.gov.au/patients-and-visitors/support-services/ask-me-about-health-literacy
https://www.goldcoast.health.qld.gov.au/sites/default/files/PUB.0303_Health-Equity-Strategy-A4%20WEB.pdf
https://www.goldcoast.health.qld.gov.au/get-involved/community-and-consumer-engagement/always-care-consumer-network

