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Introduction to QEC

• QEC is an early parenting centre and registered public hospital

• We offer day, overnight residential and community programs

• No mandate for Community Advisory Committee or national 

standards accreditation

In the last year, 

we supported 

over 

2,000
families

Winner
Premier’s 

Health Service 

of the Year  

2022
(small)

145 
staff

104
FTE



Overview

• Our approach to developing a Consumer Engagement Framework

• Our journey:

1. Family Advisory Committee

2. Family Online Panel

3. Sector influence

• Our outcomes



Our Capacity
Quality and Risk Manager Role

Accreditation

Audits

Child Safety

Clinical Governance

Consumer Engagement

Feedback

Incident Reporting

Infection Prevention and Control

Legislative Compliance

Policies and Procedures

Quality Improvement

Risk Management



Our Approach

NSW Government, Clinical Excellent Commission – Model for Improvement and PDSA Cycles



My Journey

• Expressing interest via survey

• Receiving email

• Joining committee 

• Joining online panel

• ‘Orientation to QEC’ training and interview panel training

• Joined QEC’s Clinical Governance Committee



Our Current Activities

Family Advisory Committee (FAC) • 1.5-hour meetings held 3 to 5 times per year online Teams

FAC members on committees
• Clinical Governance Committee

• Client Information Management System (CIMS) Working Group

FAC members on interview panels • Interview panel training offered to all FAC members

Client Online Panel • Closed Facebook group 

• Quick questions or document review

Family Video Stories
• Captured via recorded Teams meeting

• Shared internally and quality improvements identified



Project #1 - Admission



Project #2 – Quality Framework



Project #3 – QEC Values



Project #4 – Sector-wide Framework



Other Projects and Evaluation



Online Panel



Example #1

Question: 
Do you think a uniform has a 
greater benefit in being able to 
recognise staff or has more of 
an authoritative present?

Would it be helpful if staff wore 
badges (since QEC staff will 
stop using lanyards)?



Example #2

Question: 
‘... Child and Family Action Plan… is often shortened 
to ‘CFAP’ where the meaning is lost. Acute hospitals 
usually use the word ‘care plan’ but the personal 
nature of the document and the fact that it is made 
with the family and not for the family is something 
to keep in mind. 
We’re looking for a new name and would love your 
thoughts on some of the following: Care Plan, Family 
Plan, Family Care Plan, Family Action Plan, Care 
Map, Goals, Action Plan, My Action Plan (or let us 
know if you have something else in mind)’



Measures of Success

Changes implemented • Majority of engagement work has led to changes implemented

Retention

• Steady growth in Online Panel

• Retention of Family Advisory Committee members (4+ years)

Leadership Team cultural change
• Projects from various staff and teams (no longer just quality team)

• Embedded in clinical governance processes

Framework Review

• FAC engagement

• Employee engagement

• Further engagement strategies to be implemented during the 

review

Evaluation

• Evaluation criteria based on Health Issues Centre’s Community 

Advisory Committee Evaluation Framework

• Includes annual survey to all FAC members



Evaluation – Family Perspective

• ‘Through review and evaluation of the operations of QEC, changes 
have been made to benefit the clients. With the client's needs in 
mind, innovative ideas have been implemented to enable the clients 
to get the full benefit of all QEC has to offer’

• ‘Contributions to the following: Victorian Early Parenting Outcomes 
Framework, QEC website redesign, QEC Values review, and Interview 
panels’

• ‘I feel the main achievement of the CAG has been end-user input as 
"business-as-usual". Staff at all levels at QEC appear to understand 
the value of end-user input, which is a significant achievement.’



QEC Learnings – Digital Engagement

Ask 

families 

about 

strategies

Always 

close the 

loop

No 

experience 

is okay

Just start 

(and be 

genuine)



Questions

?



Reference Video Links

• Welcome to QEC Video - Residential | QEC (duration: 5 minutes)

• How QEC Works with Families to Improve Early Parenting Outcomes 

(high quality) on Vimeo (duration: 3 minutes)

• Using social media as a tool to engage health consumers in quality 

improvement and service design - experiences from the digital 

frontline 

https://www.youtube.com/watch?v=qFuYmbKW6ik&feature=youtu.be

(duration: 90 minutes)

https://www.qec.org.au/for-families/our-programs/residential
https://vimeo.com/823623726
https://vimeo.com/823623726
file:///C:/Users/krisea/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/QVYFN0SY/Social%20media%20webinar%2018%20October.pdf
file:///C:/Users/krisea/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/QVYFN0SY/Social%20media%20webinar%2018%20October.pdf
file:///C:/Users/krisea/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/QVYFN0SY/Social%20media%20webinar%2018%20October.pdf
https://www.youtube.com/watch?v=qFuYmbKW6ik&feature=youtu.be
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