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An adverse patient safety event (adverse event) is an event that resulted in harm to a person receiving care (Australian Commission on Safety and Quality in Health Care. Harm includes disease, suffering, impairment (disability) and death.
SAPSE is a serious adverse patient safety event that occurred while the patient was receiving care from a health service entity; and in the reasonable opinion of a registered health practitioner, has resulted in or is likely to result in unintended or unexpected moderate or severe harm, or prolonged psychological harm by the patient.
An impacted consumer is a patient who has been harmed or has died as a result of an adverse patient safety event, and/or their family members or carers. If the patient is deceased or is otherwise not able to engage in the review process, the health service should engage a carer or loved one to represent the patient.  
A consumer representative is a consumer with a specific role in the health system. They provide independent advice to health services on behalf of consumers and the community more broadly and often sit on health service committees or working groups. On review teams, they provide an objective consumer viewpoint, ask questions from the consumer perspective, and contribute to the development of patient-centred recommendations.
Open Disclosure is a formal process of open communication that occurs between a health service and an impacted consumer following an adverse event.
Statutory Duty of Candour (SDC) builds on the Australian Open Disclosure Framework and requires health services to apologise to any person seriously harmed while receiving care, explain what went wrong, and describe what remedial actions will be put in place. It also offers legal protections around apologies. The legislation came into effect on 30 November 2022. Read more: Duty of candour and review protections | Safer Care Victoria. 
Family Liaison Person (FLP) is a staff member assigned to act as a central liaison point for the impacted consumer throughout the review process. This can be assigned on a case-by-case basis to the most appropriate role, such as a Patient Liaison Officer, Aboriginal Liaison Officer, clinician, manager or executive.
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This guide aims to assist health services to increase the prevalence and quality of impacted consumer engagement in reviews of adverse patient safety events. It outlines a best practice approach to communicating with impacted consumers after adverse events and builds on and supports the requirements of Victoria’s Statutory Duty of Candour[footnoteRef:2] (SDC), the Australian Open Disclosure Framework[footnoteRef:3],and the Australian Commission for Safety and Quality in Healthcare’s National Safety and Quality in Health Service Clinical Governance Standard[footnoteRef:4] and Incident Management Guide[footnoteRef:5].  [2:  Section 128ZC of the Health Services Act 1988; section 22I of the Ambulance Services Act 1986; section 345B of the Mental Health Act 2014]  [3:  https://www.safetyandquality.gov.au/our-work/open-disclosure/the-open-disclosure-framework]  [4:  https://www.safetyandquality.gov.au/standards/nsqhs-standards/clinical-governance/clinical-governance-standard]  [5:  https://www.safetyandquality.gov.au/publications-and-resources/resource-library/incident-management-guide] 

The guide identifies areas for improvement along the impacted consumer engagement journey. It aims to strengthen existing engagement practices by: 
facilitating a consistent approach to engaging with impacted consumers
encouraging increased impacted consumer participation in adverse event reviews
enabling impacted consumers to develop a sense of contribution to improvements and solutions arising from the adverse event review
providing health services with information and strategies to effectively engage impacted consumers.
“I was determined to be kind [to staff] but wanting a discussion to happen. I imagine a sentinel event would be one of the hardest things to face as a health worker, so for the hospital to include me in the review was brave, was acknowledging their transparency, their openness to discussion. It made a huge difference to me.” [Impacted consumer]
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Expectations around communication after harm occurs in healthcare is changing, and health services must modify their approaches to meet those expectations. It is expected that health services will involve and openly communicate with impacted consumers. This is included in the SDC legislation, which now legally obliges health service entities to communicate openly and honestly with impacted consumers when they have experienced a SAPSE. 
Public health services are also legally obliged to discuss an adverse event with the impacted consumer under the Victorian Charter of Human Rights and Responsibilities Act 2006.
[bookmark: _Int_fkscDARs]Consumer expectations of health practitioners and health services have developed through generational change. Socio-political changes and increasing higher education participation in the general population has raised community expectations about health services’ communication and involvement in their own healthcare. Today’s consumers have significantly higher expectations than their predecessors did in relation to how health services interact with them following an adverse event. 
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Adverse events are reviewed by a team that was not directly involved in the event itself. Review teams rely on information obtained from multiple sources to gain the fullest understanding of how and why an event occurred. 
Impacted consumers can offer a unique perspective on the adverse event that caused their harm, potentially providing critical information and powerful insights to the review team.
Impacted consumer involvement can be healing and restorative for the consumer(s) involved.
Impacted consumers may provide insights into possible improvements and solutions to reduce the risk of harm reoccurring.
Meaningful and transparent engagement in the review process may help restore goodwill between health services and impacted consumers.
“Being included [in the process] reduced my anger and frustration and showed the humanity of the health service.” [Impacted consumer]
If an impacted consumer’s perspective is not known to the review team, their experience cannot be accurately represented. 


The Impacted Consumer Engagement Process
The 9-step end-to-end impacted consumer process focusses on all engagement phases between a health service and an impacted consumer following an adverse event. This guide can be used as part of the adverse event review. 
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When engaging impacted consumers, health services should be guided by principles that focus on the needs of the impacted consumer. 
Note: This guide describes a best-practice approach to improving impacted consumer engagement. It provides guidance that will assist health services to maximise the effectiveness of impacted consumer engagement. As such, the contents of this guide do not replace existing guidance, which provides health services with support in delivering mandatory legislative requirements.
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The impacted consumer, who has already undergone a traumatic event, may be concerned about further engaging with the health service, but a good faith invitation to participate must still be made. You may convince yourself that including the impacted consumer in the review process may cause them further harm, however you should make every reasonable effort to support them in their recovery and participate in the review process. You can do this by using effective communication that focuses on their needs.
Impacted consumers deserve an honest discussion of the facts known at any given point. They may equate any perceived lack of direct, one-on-one communication from the health service throughout the review process as a lack of concern. This could increase the psychological and emotional distress they feel, which is a key contributor to decisions around potential legal recourse.
[bookmark: _Int_I3PHz3Aj]“[They] sought to dissuade us from seeking answers around her care and did not do what they promised.” [Impacted consumer]
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When communicating about an adverse event, disclosure is only one aspect of the overall process. 
“The biggest hurt for our family has been inflicted by the doctors and senior hospital staff we initially dealt with, who we feel were not honest with us.” [Impacted consumer]
It is now expected that health services will involve and openly communicate with impacted consumers. Staff should:
be candid, willing to acknowledge mistakes, and transparent with any available information
demonstrate integrity by following through on agreed actions and being responsive to the impacted consumer
build trust and compassion
set realistic expectations with the impacted consumer about how their input will be factored into the review team’s deliberations.
“We relied on the health service staff to honour the doctors’ oath and act ‘with conscience and dignity’. However, our experience suggests the interests of the health service were placed above transparency and justice for her.” [Impacted consumer]
[bookmark: _Toc1452926963][bookmark: _Toc1577575492][bookmark: _Toc303544091][bookmark: _Toc1845261473][bookmark: _Toc2053540948][bookmark: _Toc1460691849][bookmark: _Toc948390657][bookmark: _Toc611618896][bookmark: _Toc2133019150][bookmark: _Toc610392551][bookmark: _Toc1928149185][bookmark: _Toc1073162938][bookmark: _Toc975428681][bookmark: _Toc423133118][bookmark: _Toc1670192725][bookmark: _Toc897693202][bookmark: _Toc2073806442][bookmark: _Toc1311715208][bookmark: _Toc809236972][bookmark: _Toc106497005][bookmark: _Toc868100163][bookmark: _Toc1583324591][bookmark: _Toc358518878][bookmark: _Toc1087749731][bookmark: _Toc850432969][bookmark: _Toc423859840][bookmark: _Toc1440573474][bookmark: _Toc594252240][bookmark: _Toc29574992][bookmark: _Toc990832964][bookmark: _Toc456068341][bookmark: _Toc7608364][bookmark: _Toc1969662303][bookmark: _Toc1106457565][bookmark: _Toc256802760][bookmark: _Toc2095061643][bookmark: _Toc769084627][bookmark: _Toc469336048][bookmark: _Toc1830181428][bookmark: _Toc1930441387][bookmark: _Toc404772456][bookmark: _Toc2087305028][bookmark: _Toc2133491579][bookmark: _Toc20671124][bookmark: _Toc702302407][bookmark: _Toc840255760][bookmark: _Toc1305560752][bookmark: _Toc2000151829][bookmark: _Toc472363715][bookmark: _Toc1805255032][bookmark: _Toc1457917571][bookmark: _Toc1382245362][bookmark: _Toc490881367][bookmark: _Toc2077014132][bookmark: _Toc1986223405][bookmark: _Toc508320531][bookmark: _Toc486074415][bookmark: _Toc155165934][bookmark: _Toc1308847105][bookmark: _Toc122004803]Engage with purpose
Health services and impacted consumers could have different expectations of the engagement process. To build lasting goodwill with impacted consumers, aim to:
clearly understand the consumer’s motivation for engagement and that this may change over time, e.g. at different times, the consumer may be driven by a need to understand what happened to them; they may feel frustrated or angry by not being listened to; or they may have a desire to improve the system to prevent further harm 
be respectful, inclusive, and supportive of individual consumer engagement capabilities
engage for the time required to hear, share, and understand the information being exchanged
commit to actioning agreed recommendations
communicate in a timely and personalised way.
“[Due to lack of effective communication] we question the health service’s capacity to conduct an unbiased, thorough assessment of the systemic failures contributing to the loss of our son.” [Impacted consumer] 
[bookmark: _Toc122004804]Support the impacted consumer’s sense of safety
In the aftermath of an adverse event, health services have already compromised the safety of the impacted consumers who they now seek to actively engage. Health services must take actions to ensure that impacted consumers feel safe throughout the review process involvement. Staff attitudes play a critical role in building and maintaining impacted consumers’ confidence and sense of safety within the engagement process. This in turn encourages and supports active and effective participation. 
Having sound processes and procedures and support from leadership will contribute to creating a psychologically safe environment. This will allow impacted consumers to talk more openly about their concerns, interact with the review process more effectively, and feel safe while making their contributions.
Impacted consumers’ sense of safety will be impacted by their perception of: 
equality in the process, and the weight given to information they provide
quality and timeliness of information provided to them by health service staff
the level to which they are given opportunities to meaningfully participate in the process.
Processes that support timely, open, and inclusive engagement with impacted consumers following adverse events have a beneficial impact on organisational reputation and build trust within the community. Health services earn trust through their processes when they:
reach agreement on when and how to engage
listen to and act on impacted consumer needs and feedback
[bookmark: _Int_qaFe7hmM]respect impacted consumers’ expertise and appreciate the benefits of mutual learning
place impacted consumers’ needs ahead of organisational interests
communicate frequently and honestly with impacted consumers about the review process
are accountable for the review outcomes.
[bookmark: _Toc1496208128][bookmark: _Toc127591576][bookmark: _Toc191406027][bookmark: _Toc1146079774][bookmark: _Toc964662639][bookmark: _Toc1748875296][bookmark: _Toc1772852880][bookmark: _Toc1663016032][bookmark: _Toc1897620854][bookmark: _Toc346092368][bookmark: _Toc1154761563][bookmark: _Toc687150526][bookmark: _Toc1639226093][bookmark: _Toc1663633341][bookmark: _Toc716294462][bookmark: _Toc969771809][bookmark: _Toc1965961589][bookmark: _Toc704656865][bookmark: _Toc656739094][bookmark: _Toc1243465354][bookmark: _Toc1948206561][bookmark: _Toc47787316][bookmark: _Toc1604427149][bookmark: _Toc1272707951][bookmark: _Toc526992056][bookmark: _Toc1901333691][bookmark: _Toc654503963][bookmark: _Toc611756937][bookmark: _Toc30471257][bookmark: _Toc1931471373][bookmark: _Toc555148672][bookmark: _Toc920863403][bookmark: _Toc1632495053][bookmark: _Toc1942932358][bookmark: _Toc1661264325][bookmark: _Toc948654731][bookmark: _Toc882707022][bookmark: _Toc1790915192][bookmark: _Toc1935886034][bookmark: _Toc1892205219][bookmark: _Toc2124285981][bookmark: _Toc1614958536][bookmark: _Toc1103618872][bookmark: _Toc1060789745][bookmark: _Toc254665695][bookmark: _Toc1402199770][bookmark: _Toc1422674695][bookmark: _Toc217556559][bookmark: _Toc1573496918][bookmark: _Toc1500098389][bookmark: _Toc580023953][bookmark: _Toc1903045150][bookmark: _Toc23763775][bookmark: _Toc281073925][bookmark: _Toc1208633567][bookmark: _Toc1826385881][bookmark: _Toc1305185746][bookmark: _Toc590644901][bookmark: _Toc162040923]

[bookmark: _Toc122004805]Practise inclusiveness
Impacted consumers are representative of diversity in the Victorian community and health service engagement processes and resources should reflect this. Regardless of any perceived barriers to engagement, health services should aim to:
encourage review process involvement from all impacted consumers and use engagement techniques to enable their voices to be heard
recognise and meet the different communication needs and preferences of individual impacted consumers.
3. [bookmark: _Toc1212839911][bookmark: _Toc1573677898][bookmark: _Toc1025161936][bookmark: _Toc438605138][bookmark: _Toc1222434854][bookmark: _Toc707277378][bookmark: _Toc1246132553][bookmark: _Toc1353814682][bookmark: _Toc1517570519][bookmark: _Toc1107869135][bookmark: _Toc1490079047][bookmark: _Toc4683839][bookmark: _Toc1719514824][bookmark: _Toc334537747][bookmark: _Toc1560838919][bookmark: _Toc1737690741][bookmark: _Toc410838796][bookmark: _Toc1422770440][bookmark: _Toc673536347][bookmark: _Toc561577613][bookmark: _Toc1363970419][bookmark: _Toc856533463][bookmark: _Toc915169982][bookmark: _Toc1756204764][bookmark: _Toc508844689][bookmark: _Toc120274346][bookmark: _Toc1126042858][bookmark: _Toc361211709][bookmark: _Toc2073862112][bookmark: _Toc482073531][bookmark: _Toc1329579200][bookmark: _Toc885293210][bookmark: _Toc2113215644][bookmark: _Toc1759160556][bookmark: _Toc1982246789][bookmark: _Toc261236636][bookmark: _Toc1318277308][bookmark: _Toc1909548523][bookmark: _Toc19521678][bookmark: _Toc953577687][bookmark: _Toc1998116544][bookmark: _Toc1240907648][bookmark: _Toc859287815][bookmark: _Toc951093114][bookmark: _Toc723011009][bookmark: _Toc1392195035][bookmark: _Toc1475739873][bookmark: _Toc1706131719][bookmark: _Toc1579374767][bookmark: _Toc602390338][bookmark: _Toc1863241043][bookmark: _Toc27814246][bookmark: _Toc1872779461][bookmark: _Toc818123950][bookmark: _Toc1108689861][bookmark: _Toc541212459][bookmark: _Toc116632147][bookmark: _Toc881782261][bookmark: _Toc1546825758][bookmark: _Toc122004806]Impacted consumer engagement process
This guide outlines a 9-step process for Victorian health services and has drawn inspiration from a similar process developed by the Health Quality & Safety Commission, New Zealand[footnoteRef:6].  [6:  Guide to partnering with whānau following an adverse event | Health Quality & Safety Commission (hqsc.govt.nz)] 

The 9-steps outline a planned and meaningful end-to-end engagement process with impacted consumers. The impacted consumer is at the centre of the adverse event that caused their harm, and they should be at the centre of the associated review process. This process describes a best-practice approach. 
[bookmark: _Int_W6ppf4Kn]The contents of this guide do not replace existing guidance, which provides health services with support in delivering to mandatory legislative requirements. The guide builds on the Australian Open Disclosure Framework by outlining how to involve impacted consumers in the adverse event review process to ensure their voices and perspectives are taken into account.
[bookmark: _Toc1345033968][bookmark: _Toc243422968][bookmark: _Toc93360704][bookmark: _Toc537920732][bookmark: _Toc385146027][bookmark: _Toc792509660][bookmark: _Toc2092911080][bookmark: _Toc2084757805][bookmark: _Toc2104682790][bookmark: _Toc1572129821][bookmark: _Toc319516390][bookmark: _Toc1630541031][bookmark: _Toc1358565360][bookmark: _Toc965871779][bookmark: _Toc1775988695][bookmark: _Toc1181066985][bookmark: _Toc891226833][bookmark: _Toc1516931175][bookmark: _Toc141700784][bookmark: _Toc1894399316][bookmark: _Toc643941485][bookmark: _Toc2047060303][bookmark: _Toc80394792][bookmark: _Toc1882924115][bookmark: _Toc1459544751][bookmark: _Toc408650489][bookmark: _Toc701004526][bookmark: _Toc1284090612][bookmark: _Toc481103171][bookmark: _Toc1388284776][bookmark: _Toc728957439][bookmark: _Toc1254314000][bookmark: _Toc1419969138][bookmark: _Toc1251040878][bookmark: _Toc1932895788][bookmark: _Toc1944695225][bookmark: _Toc596459319][bookmark: _Toc678510878][bookmark: _Toc1954625586][bookmark: _Toc358508410][bookmark: _Toc1042073230][bookmark: _Toc129535890][bookmark: _Toc1705979050][bookmark: _Toc1128191661][bookmark: _Toc1827355147][bookmark: _Toc462276594][bookmark: _Toc779482274][bookmark: _Toc1698776917][bookmark: _Toc1144899966][bookmark: _Toc1744380168][bookmark: _Toc1039935681][bookmark: _Toc953806459][bookmark: _Toc455106150][bookmark: _Toc112091178][bookmark: _Toc818932221][bookmark: _Toc791578269][bookmark: _Toc1299460766][bookmark: _Toc441025847][bookmark: _Toc939708338][image: An image of a group of five people of differing ages appears in the centre of the page. Around them are nine numbered circles representing the nine steps of the engagement process. The nine steps are listed as:
1: Inform, 2: Plan, 3: Arrange, 4: Explain, 5: Listen, 6: Give voice, 7: Share findings, 8: Evaluate, and 9: Follow up.
There is additional text in each of the circles expanding briefly on these steps.]

[bookmark: _Toc122004807]Step 1: Inform the impacted consumer that an adverse event has occurred
This first step in the process is critical to setting up positive, ongoing engagement. When something has gone wrong during their care, consumers want information. This typically includes an explanation of what happened, including what is known at the time about how and why the adverse event occurred. This is the first step in Open Disclosure discussions, and a requirement of the SDC process. It is required of the health service with responsibility for the consumer’s care.
Many impacted consumers respond positively if health services acknowledge an adverse event and assume appropriate responsibility. If an impacted consumer perceives that a health service is acting in a defensive manner or attempting to minimise what has occurred, they are more likely to perceive the health service as trying to protect itself. This creates the risk of further damaging the relationship with the consumer. 
“I received a call from a patient representative asking if I’d like to be part of the review and straight away, I thought, ‘Oh, that's fabulous’ – it meant I was going to be able to speak for my daughter.” [Impacted consumer]
It is important that health services recognise and are sensitive to the potential broad-ranging effects of adverse events on impacted consumers. In addition to health impacts, these effects may be emotional or financial and may cause life disruptions. Recognition of the wide-ranging impacts on consumers conveys caring, can restore trust, and assist in building and maintaining strong engagement with the consumer.
In line with Open Disclosure and SDC requirements, communication with an impacted consumer should:
be timely
include acknowledgement of the event and an explanation of what happened
where appropriate, explain what actions have already been taken to prevent a reoccurrence
include a sincere apology.
The impacted consumer should be informed that an adverse event review will take place and that they will have the opportunity to contribute information. You can use our Next Steps pamphlet (Step 4) to assist in providing this information.
Refer to the Australian Commission for Safety and Quality in Healthcare website for more information about Open Disclosure: The Australian Open Disclosure Framework | Australian Commission on Safety and Quality in Health Care. 
[bookmark: _Toc2044588062][bookmark: _Toc1564039857][bookmark: _Toc1293889195][bookmark: _Toc2137170979][bookmark: _Toc2046361768][bookmark: _Toc1320265424][bookmark: _Toc1421980558][bookmark: _Toc1566647492][bookmark: _Toc1605215672][bookmark: _Toc1178110513][bookmark: _Toc116929218][bookmark: _Toc861564061][bookmark: _Toc798505414][bookmark: _Toc1602858142][bookmark: _Toc306202800][bookmark: _Toc898931437][bookmark: _Toc439015754][bookmark: _Toc733424827][bookmark: _Toc1411914929][bookmark: _Toc1689125164][bookmark: _Toc1753410391][bookmark: _Toc461900929][bookmark: _Toc1977886409][bookmark: _Toc878012161][bookmark: _Toc1066731727][bookmark: _Toc1629348445][bookmark: _Toc49060634][bookmark: _Toc297745174][bookmark: _Toc591967057][bookmark: _Toc559378252][bookmark: _Toc282972024][bookmark: _Toc825967293][bookmark: _Toc645255692][bookmark: _Toc1880347638][bookmark: _Toc1000877906][bookmark: _Toc1310911988][bookmark: _Toc609086987][bookmark: _Toc2045596960][bookmark: _Toc1420439852][bookmark: _Toc230091391][bookmark: _Toc497031843][bookmark: _Toc400899880][bookmark: _Toc1927148062][bookmark: _Toc544298456][bookmark: _Toc1468132289][bookmark: _Toc182212092][bookmark: _Toc469092475][bookmark: _Toc1303399762][bookmark: _Toc1719491047][bookmark: _Toc687377282][bookmark: _Toc1671703584][bookmark: _Toc1330955412][bookmark: _Toc970147329][bookmark: _Toc261232801][bookmark: _Toc572250432][bookmark: _Toc1942967324][bookmark: _Toc587860458][bookmark: _Toc323202878][bookmark: _Toc984690261][bookmark: _Toc122004808]Step 2: Plan for ongoing engagement
To ensure effective impacted consumer engagement, the health service should resource some critical responsibilities, which may be carried out by one or more people: 
ongoing liaison with the impacted consumer throughout the review process. This role represents the main conduit for communication between the impacted consumer and the review team, including coordinating delivery of the impacted consumer’s written account, i.e. role of FLP.
[bookmark: _Int_rWuuJ33A]leading an interview with the impacted consumer if a meeting is to take place and preparing a written account of this discussion
conveying the impacted consumer’s input to the review team and ensuring that their words are understood in context.
Accurate and consistent delivery of the impacted consumer’s input is best supported by having the last two roles filled by one person who is also a review team member, although there may be circumstances where this is not practical.
Written summaries or submissions should be made available to the review team. The team member that spoke to the impacted consumer could provide any insights into the impacted consumer’s viewpoints that may assist review team discussions.
Consider documenting the following aspects of the engagement process:
clearly define the purpose and rationale of the engagement activity
identify objectives, resources required and risks
assess the impacted consumer’s capacity to engage
document the purpose and appropriate engagement methods
establish a timeline, risk management plan, roles, and responsibilities.
Consideration should be given to designing an engagement survey to be completed by the impacted consumer at the completion of the process. Feedback could be sought around:
the structure of the engagement process
their experience of the process
their understanding of how effective their involvement in was the process and their influence on recommendations.
Refer to Step 8: Evaluate engagement process for more about the survey. See the UK’s Healthcare Safety Investigation Branch survey (Appendix A) for an example.
Health services should be aware that impacted consumers might be experiencing stress, distress, grief and/or trauma, and discussions during the engagement process might trigger or exacerbate these experiences. Impacted consumers may still be in the midst or aftermath of a personal crisis associated with or independent of the adverse event, e.g. bereavement, health issue, mental health crisis, job loss, homelessness, financial hardship. This can have a range of consequences, including making it difficult for the impacted consumer to take in or share information. Sensitive and appropriate engagement in these circumstances may include:
asking when it is the best time to engage and regularly checking in with the consumer throughout the process
identifying and confirming the best way to communicate with the consumer
ensuring support is available to consumers by informing them of relevant internal or external support services
ensuring they are given appropriate time to prepare and participate, while giving due consideration to meeting overall review timeframes.
[bookmark: _Toc122004809]Step 3: Arrange engagement logistics
When arranging to meet with an impacted consumer, discuss options that will be suitable for them, such as offering telephone or online meetings. Check with the consumer about their communication needs, such as providing information in large print, audio, or video, or engaging a language interpreter. 
“Communication from the hospital was great – it was mainly by email, which in hindsight I really appreciated because I then had documentation to refer to.” [Impacted consumer]
Let the consumer know in advance who will be attending the meeting and advise that they may bring a support person/s. 
When choosing a meeting venue, make every effort to select and prepare a comfortable and welcoming environment for the impacted consumer and other participants. 

Consider meeting the impacted consumer at their home address.
If meeting at the health service, consider accessibility needs, including arrangements for wheelchair users, people with vision impairment, and people who are deaf or have a hearing impairment.
Provide clear directions to the venue and ensure that it is well-signposted. 
Ensure that the layout of seating and other aspects of the room will not be considered intimidating.
Be mindful that there may be cultural sensitivities around certain topics or practices. 
Discuss any areas of concern with appropriate health service and/or community advisors prior to engagement to ensure that the engagement is culturally appropriate.
Follow cultural protocols and seek advice if you are in doubt.
Seek permission before recording, photographing, or filming impacted consumers.
[bookmark: _Toc122004810]Step 4: Explain the review process to the impacted consumer  
A key aspect of open communication about an adverse event is providing a full explanation of what happened. This is often not possible until an adverse event review has taken place, so early communication should focus on providing information about the review process itself, including:
what will be involved, e.g. a team will be convened to review the adverse event and develop recommendations to prevent recurrence 
the focus of the review on systems and processes, not on attributing blame or accountability  
how long it will take, e.g. projected review and SDC timeframes 
who the FLP will be 
how the consumer can contribute to the review. 
Impacted consumers should be made aware that participating in the review is voluntary and they have a choice about how much or little they wish to be involved. Not all impacted consumers will want to be interviewed or provide feedback, however they must be offered the opportunity.
[bookmark: _Int_YbN5JfgM]Help impacted consumers to prepare for the review by providing them with clear information about what will happen and what they can expect. Provide them with the Next steps pamphlet | Safer Care Victoria and with the contact details of the FLP, which must be recorded on the pamphlet. The consumer can liaise with this person throughout the review process.
The FLP should ensure regular updates about the review’s progress are communicated with consumers.
“[We felt] completely ignored, belittled, patronise, and delayed. They told us to expect their internal investigation to take twenty days. That was ten months ago." [Impacted consumer]
The health service should address impacted consumer expectations about how their input will be used and endeavour to set realistic expectations. For example, impacted consumers may feel unheard if they seek answers that the review may not be able to provide. Failure to address these potential issues could cause further distress. Explain to the consumer that any issues they raise beyond the scope of the review will be appropriately referred for consideration within the health service. 
While health services are committed to learning from adverse events, to maintain and improve patient safety many consumers will also consider the prevention of harm to others as motivation for speaking up. Consumers will often express the need to ensure that others do not suffer as they have. Staff should make every effort to reassure the consumer that their involvement will assist in preventing recurrences at the individual and system level.
“The doctor also told us an in-depth case review would occur, but that they might eventually decide a detailed review was not necessary. [In his words,] it could be ‘downgraded’. We were left with the impression he thought we were over-reacting.” [Impacted consumer]
[bookmark: _Toc122004811]Step 5: Listen to the impacted consumer’s story  
All impacted consumers should be offered the opportunity to provide their experience of the adverse event and must feel safe while doing so. Offer the consumer options for providing the information, such as:
attending a meeting or formal interview where they can provide details of their experience
providing a written account of their experience.
If a meeting or interview takes place, the staff member leading discussions must prepare a written transcript of the account. This transcript must be checked by the consumer for accuracy, with any changes or additions made before providing a finalised copy to both the review team and the impacted consumer. This transcript will also form part of the required SDC meeting report.
A written account may include: 
a description of the event from the consumer’s perspective
the factors the consumer believes may have contributed to the event
how the event has affected the consumer, e.g. health, wellbeing, personal, employment, financial
what might prevent the event from reoccurring
how the consumer feels about what happened, e.g. let down, loss of confidence 
questions/issues that the consumer wants the review team to consider.
“Throughout this process, we’ve had to return, time after time, to describe the mismanagement of his care, the resultant decline in his health, the events surrounding his death and its aftermath. We do this to save others from the pain that we now live with. But we worry about other [consumers’] capacity to hold their health services accountable. And accountability is essential in shaping change.” [Impacted consumer]
[bookmark: _Toc122004812]Step 6: Ensure consumer voices are heard by the review team 
Consumer perspectives should be integrated into review team discussions. This can be done by:
ensuring an independent or organisational consumer representative is part of the review team (Note: per the definitions section, this is not the impacted consumer) 
sharing the impacted consumer’s approved written account alongside all other relevant review information. The account should be provided in full and not summarised to avoid missing information or misrepresenting the impacted consumer’s account. 
If the person who led discussions with the impacted consumer is a member of the review team, they may also provide a verbal summary of those discussions and represent the views of the impacted consumer throughout review deliberations.
If the FLP led discussions with the impacted consumer but is not on the review team, they should be given the opportunity to present the written account to the review team and answer any questions.
The impacted consumer’s contribution should be considered at different stages of the review process, including timeline development and information analysis. The review team should also consider any questions raised by the consumer. Equal consideration should be given to the consumer’s account of events and the health service perspective. Ensure the consumer’s ideas and improvement suggestions are considered by the review team when developing recommendations. Consider how information provided by the consumer may impact on staff wellbeing to ensure information is shared appropriately. 
[bookmark: _Toc122004813]Step 7: Communicate review outcomes to the impacted consumer  
In line with requirements of section 12.1.2 of the Australian Open Disclosure Framework and the principles of honest and full communication, the final review report should be shared with impacted consumers in a language and communication style they understand. This is also a requirement of the SDC process (see Duty of candour and review protections | Safer Care Victoria). The report should be written in plain language, with any clinical terms or acronyms clearly explained.
Provide the impacted consumer with the option of a meeting or discussion about the review report and outcomes.
“We were disappointed when our request for a copy of the final report was declined. The overwhelming impression of this, and the unacceptable delays in receiving other communication from the health service, was that legal implications were being prioritised over our family’s need to have our concerns acknowledged.” [Impacted consumer]
If the impacted consumer wishes to remain updated on the progress of recommendations being implemented, the health service should agree on a schedule for this to occur, e.g. quarterly updates, single update after six months.
[bookmark: _Step_8:_Evaluate][bookmark: _Toc122004814]Step 8: Evaluate the engagement process
Post-review surveys with impacted consumers should be undertaken after every review. This can also act as evidence for National Safety and Quality Health Service accreditation purposes. The evaluation could be a survey (see Appendix A for an example from the UK’s Healthcare Safety Investigation Branch).

In line with the evaluation plan created at Step 2:
evaluate the engagement outcomes, experience, and process
confirm the achievement of engagement objectives and impacted consumer satisfaction
collate evidence for the level of engagement success
document, share, and implement lessons learned to continually improve processes.
“The hospital’s approach was better than I’d ever expected. I felt like it was collaborative, transparent and that my information would count.” [ Impacted consumer]
Maintain an awareness of methods to improve sharing ideas, knowledge and resources with impacted consumers. Investigate other consumer engagement methods implemented elsewhere in your health service and/or the broader health system.
[bookmark: _Toc122004815]Step 9: Follow up with the impacted consumer on actions taken 
(This step should be taken if the impacted consumer has indicated a desire for it.)
As per the schedule agreed at Step 7, provide the impacted consumer with updates on the implementation of review recommendations. A consumer and their broader social networks may be reassured by understanding that remedial actions have occurred to improve patient safety. 

4. [bookmark: _Toc1539902841][bookmark: _Toc1076856184][bookmark: _Toc966024972][bookmark: _Toc683526257][bookmark: _Toc707021281][bookmark: _Toc1621199114][bookmark: _Toc772489803][bookmark: _Toc2000145849][bookmark: _Toc1903837608][bookmark: _Toc2012931553][bookmark: _Toc545847361][bookmark: _Toc420009233][bookmark: _Toc1599445345][bookmark: _Toc1417485191][bookmark: _Toc420013637][bookmark: _Toc1917368883][bookmark: _Toc1224686682][bookmark: _Toc354807963][bookmark: _Toc154934865][bookmark: _Toc197885033][bookmark: _Toc1984865851][bookmark: _Toc1397210222][bookmark: _Toc1071864306][bookmark: _Toc1210399908][bookmark: _Toc693896211][bookmark: _Toc290925201][bookmark: _Toc1959946372][bookmark: _Toc877393768][bookmark: _Toc2123628575][bookmark: _Toc1702671893][bookmark: _Toc1909380637][bookmark: _Toc233489328][bookmark: _Toc1744937457][bookmark: _Toc837136133][bookmark: _Toc1215383156][bookmark: _Toc2125477893][bookmark: _Toc1472161026][bookmark: _Toc266232339][bookmark: _Toc1733942387][bookmark: _Toc2146508751][bookmark: _Toc1957041407][bookmark: _Toc1970014488][bookmark: _Toc608589247][bookmark: _Toc1938855873][bookmark: _Toc447273738][bookmark: _Toc1327565608][bookmark: _Toc1311838291][bookmark: _Toc847548339][bookmark: _Toc2089248255][bookmark: _Toc1047440878][bookmark: _Toc1890292995][bookmark: _Toc574776006][bookmark: _Toc1431783843][bookmark: _Toc2035567712][bookmark: _Toc1537606612][bookmark: _Toc2086540718][bookmark: _Toc1210039424][bookmark: _Toc23171065][bookmark: _Toc1921640660][bookmark: _Hlk119936527][bookmark: _Toc122004816]What to do and what to avoid 
Impacted consumers will not fully engage with or trust the review process unless they feel that those communicating with them are trustworthy, respectful, and empathetic to their situation. There are several things that health services should do and should avoid when communicating with impacted consumers to ensure they are engaging openly and respectfully.
[bookmark: _Toc350920820][bookmark: _Toc993762564][bookmark: _Toc1704291900][bookmark: _Toc404757042][bookmark: _Toc952501779][bookmark: _Toc183301779][bookmark: _Toc184780888][bookmark: _Toc49252049][bookmark: _Toc1823264070][bookmark: _Toc62238675][bookmark: _Toc801789966][bookmark: _Toc28347716][bookmark: _Toc469301652][bookmark: _Toc211302169][bookmark: _Toc709109904][bookmark: _Toc1022891410][bookmark: _Toc2086278217][bookmark: _Toc117850550][bookmark: _Toc1892812835][bookmark: _Toc169142500][bookmark: _Toc52183858][bookmark: _Toc257539218][bookmark: _Toc578273050][bookmark: _Toc1554534300][bookmark: _Toc376165170][bookmark: _Toc1795424563][bookmark: _Toc927455085][bookmark: _Toc1330547691][bookmark: _Toc1195821206][bookmark: _Toc1465856398][bookmark: _Toc3725361][bookmark: _Toc284081036][bookmark: _Toc1514343903][bookmark: _Toc1936869190][bookmark: _Toc2036332938][bookmark: _Toc373333916][bookmark: _Toc432403982][bookmark: _Toc1229625472][bookmark: _Toc1076651440][bookmark: _Toc241643999][bookmark: _Toc1839843329][bookmark: _Toc1673184577][bookmark: _Toc1476415737][bookmark: _Toc1565644443][bookmark: _Toc492682866][bookmark: _Toc246576149][bookmark: _Toc350976489][bookmark: _Toc729217757][bookmark: _Toc945111957][bookmark: _Toc1890945681][bookmark: _Toc1327667398][bookmark: _Toc1568993427][bookmark: _Toc906629616][bookmark: _Toc489543764][bookmark: _Toc848690405][bookmark: _Toc1217926894][bookmark: _Toc1490321622][bookmark: _Toc1699078802][bookmark: _Toc1142479054]Do	
Communicate early and regularly.
Sincerely acknowledge the impacted consumer’s concerns and apologise appropriately.
Be aware of the impacted consumer’s needs.
Be honest and transparent.
Use supportive communication to reduce anxiety when engaging with an impacted consumer.
Provide the opportunity for the impacted consumer to ask questions.
Follow through on responding to questions and enquiries. 
Understand and pay attention to non-verbal communication including body language, personal space, eye contact, posture, facial expressions, gestures, and vocal cues.
Understand how to read the situation and employ communication skills to recover and build the relationship with the impacted consumer.
Be prepared: consider scenarios that the impacted consumer may have experienced and may raise.
[bookmark: _Toc1884331011][bookmark: _Toc88356154][bookmark: _Toc1735468551][bookmark: _Toc1117221902][bookmark: _Toc855834178][bookmark: _Toc290969766][bookmark: _Toc1092950049][bookmark: _Toc906630075][bookmark: _Toc650393699][bookmark: _Toc786729228][bookmark: _Toc882212494][bookmark: _Toc1922407340][bookmark: _Toc451612871][bookmark: _Toc1421844626][bookmark: _Toc1201065064][bookmark: _Toc625794486][bookmark: _Toc558511424][bookmark: _Toc1329729485][bookmark: _Toc1610182261][bookmark: _Toc1016107436][bookmark: _Toc1875651178][bookmark: _Toc1314321103][bookmark: _Toc933955572][bookmark: _Toc1360865180][bookmark: _Toc1128710642][bookmark: _Toc909350980][bookmark: _Toc153476006][bookmark: _Toc703822934][bookmark: _Toc1311393736][bookmark: _Toc218175365][bookmark: _Toc521063439][bookmark: _Toc4363005][bookmark: _Toc740127878][bookmark: _Toc1807477371][bookmark: _Toc342491728][bookmark: _Toc1838181575][bookmark: _Toc1260133428][bookmark: _Toc239890780][bookmark: _Toc642569502][bookmark: _Toc1222564756][bookmark: _Toc615336847][bookmark: _Toc895656378][bookmark: _Toc1018594815][bookmark: _Toc135763227][bookmark: _Toc177470909][bookmark: _Toc890463735][bookmark: _Toc632403315][bookmark: _Toc1124913106][bookmark: _Toc1121762069][bookmark: _Toc1909793291][bookmark: _Toc1192764504][bookmark: _Toc1824191413][bookmark: _Toc267533377][bookmark: _Toc1614625787][bookmark: _Toc1750967913][bookmark: _Toc1017164285][bookmark: _Toc1563474219][bookmark: _Toc997950330][bookmark: _Toc582375195]Avoid
Waiting for the review to be completed before communicating its progress.
Complex language and/or medical jargon.  
Minimising the event or its impact.
Using defensive language. 
Withholding relevant information. 
Speculation – it is preferable to say that you don’t know. 



5. [bookmark: _Toc122004817]Appendix
A. [bookmark: _Family_feedback_survey][bookmark: _Toc122004818]Family feedback survey example (Healthcare Safety Investigation Branch UK)
[image: The front page of a four page example survey from the UK's Healthcare Safety Investigation Branch titled "Family Feedback Questionnaire"][image: Page two of the sample questionnaire. There is wording acknowledging the difficulty of the investigation process for families after harm has occurred, and inviting them to complete the feedback survey to improve the process in the future. Options are provided about how the form can be completed and returned. A question asks if the person agrees or disagrees to have any of their comments used in a de-identified way by the organisation.] 


















[image: Page three of the sample questionnaire. There are eight questions listed on the left with a Lickert scale across the top.][image: Page four of the sample questionnaire. There are a further four questions listed, along with the Lickert scale, making a total of twelve questions.
There are three open comment questions at the bottom of the page asking what the person found most helpful from the investigation process, anything that could have been improved, and asking for any other comments.]
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