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Patient and Whaanau Centred Care  
Guidelines to help maximise the value that 
the PWCC Consumer Council can bring 
 
Note: For more information about the Patient & Whaanau Centred Care 
(PWCC) Consumer Council, click here 
 
CM Health staff and the PWCC consumer council members both have a responsibility in 
ensuring that they utilise everyone’s expertise to best support our joint ambition of excellent 
patient, whaanau and staff experiences when delivering and receiving care. This can be best 
achieved by: 
 

1. Planning ahead.  
2. Be clear in the explanation of your work and think about what specific questions you 

would like advice on  
3. Plan adequate time for discussion and feedback- this is where the engagement 

happens 
4. Think about how you can best remember what’s been said - perhaps arrange for 

feedback to be recorded 
5. Help the council understand its impact and provide follow up information about how 

the feedback/ discussion have influenced thinking and action.  
 

 

 

1. Timing of Consultation 
 
Engage the Consumer Council early in the planning of projects or initiatives. 
Asking for advice early in the concept phase of a project is preferable than taking a 
nearly completed booklet or campaign to the Council for input.  
This is to enable the council members experience to be used well to make any 
meaningful suggestions or changes. It also values the purpose and expertise of the 
Consumer Council members.  
The Council wants to make suggestions that will help in the planning, design, 
communications and implementations stages of your project, rather than seeing an 
end result that could have been vastly different if the consumer perspective had 
been sought earlier. 
 

2. Provide the Consumer Council with a summary of the proposal and a brief 
of what you want from them 

 
Provide the Consumer Council with an idea of what you want and the level of 
involvement, before the consumer council meeting. As with other important groups 
it would be helpful to provide briefing papers 2 weeks in advance of meetings so that 
Council members can consider their responses. This could include a brief on the 
project background, purpose and the specific advice you are seeking (e.g. General 
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discussions about an issue, specific feedback about a health matter, feedback on 
wording- health literacy, designing something with the Council) 
 
It would be helpful for the Council to know where they fit in the consultation 
process. 
 

3.  Plan adequate time for discussion and feedback 
 
The Council is keen to ensure that your time and theirs is used to its maximum 
potential. The preference for the Consumer Council is for a short presentation with 
more time for discussion and questions- this is where the engagement happens. 
 
Presenters need to consider the language they use, reduce the amount of jargon and 
acronyms in presentations, so that it is not difficult for members to contribute due to 
lack of understanding. The Consumer Council welcomes repeat consultations; 
presenters can always return to the Consumer Council and discuss plans, 
developments and policies over several visits. 
 
Council Members will be interested in : 

 How you plan to partner with consumers/ whaanau in the design of any 
work? 

 How the work is likely to improve patient/whaanau/ or staff experience?  
 

4. Arrange for feedback to be recorded 
 
The Consumer Council has the ability to provide comprehensive feedback. We think 
you would find it helpful to bring along a Dictaphone or note taker to fully record all 
feedback given.  

 
5. Provide follow up information and use of feedback 

 
The Consumer Council is interested to hear back about what has happened to 
initiatives and how feedback given by them has been used. The Consumer Council 
would appreciate this feedback, as it helps them to see their impact. 
 
You are likely to be invited to provide feedback to the council at 3 and 6 months 
intervals from your initial discussion. The feedback will be shared with the Patient 
and Whaanau Centred Care Board.  
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Meeting Dates for 2015: Rooms to be confirmed 
 

Thursday 12th March 

Thursday 9th April 

Thursday 14th May 

Thursday 11Th June 

Thursday 9th July 

Thursday 13th August 

Thursday 10th September 

Thursday 8th October 

Thursday 12th November 

Thursday 10th December  

 


