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We acknowledge Aboriginal and Torres
Strait Islander people as the Traditional
owners of the land upon which we each
=2 meet. We pay our respect to Elders past,
present and future.



Tri-peaks webinar series

2021
Client voice framework

Sarah Bendall - Director, Quality Improvement and System Reform, DFFH

Matthew Zammit — Lived Experience Consultant and Quality Auditor
Neela Konara — DPV Health
Kahani Motiani — Barwon Child, Youth and Family
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Frinciple

1 The client voice is essential for quality and safety

lexperience safe services_
g lean speak up if something st dght_

2 Clients have expe rtise

My ex perdence and expertise is valued

*

3. The client voice is part of everyone's role

"‘ | recehie help and suppart in a coardinated way, at the right time_

4 There are many client voices

&

"' | recsive help and support in a way that makes sense to me_
‘ ‘ lchoose how much | participate in the servioss | mosive_

4

5 The client voice leads to oction
@ Ican influence change_.

What this looks like

The definition of servies quality is dete mined with clients.
Staff and clients report that they experiencs an open and transparent culbure

Systems and processes such as fesdbock, complaints and incidents are undestood, accessible and
promaoted o all clients, all the time

Clients are aslked about quality and safety, and theiresperiences and views inform servios delivery and design.

Staff at all lewe s demon strate respect, awamreness and empathy in every interaction with clients —
they listen, bealisve and act

Clients are recognised and treated as expertsin their own lives and experienoss.

Client views and expedienc es are actively sought, valued and acted an throughout all stoges
af their inve heame it with a servios.

A client partnership approoach, characterised by shared decision making is applied at all lewels —
individual, arganisation and sysbem

Client expertise is appropriotely acknowledged, including through payment where appropriate
Organisati ons oon show thei r commitment 1o seli-detemination for Abordginal and Tormes Strait | skon der people

Evidenos of the client woios is seen in how services are designed, deliversd and evaluated.
Itis ch=ar in the arganisation®s palicies and govemanos structune.

Everyona in the arganisation is supported o toke responsibility for the cliant vaios_
The relevanos of the client woice is seen in every intemotion, level and stoge of servics design, delivery and reviesw

An understanding of diversity and intemectionality shapes the approaches and strotegies used o engage
with clients

Organisations use mone than one way o promobe the clisnt woios

Person-centred practice is promoted through recruitment, orentation, ongaing training and supervision
Genuine attempls are made to hear the views af all clients, including those hardest to reach

The impact of power differences betwesn clients, providers and systems is understood and oddressed.

Processes, communication methods and engage ment strotegies are delibsmately tailored and consider
diversity, culture, closs and power diffe rences.

Ther iz evidencs that the clisntwoics is used in quality and continuous improvemeant processes
Seeking, listening toand acting on the client woice is ongoing.

Clients are infarmed about what happens to their input

Mew weays of daing things are continual by explored and trialled, lsading toaction and driving change.



Client voice principle 2

What this looks like

Clients are recognised and treated as experts in their own lives and
experiences.

Clients have
expertise

Client views and experiences are actively sought after, valued and
acted upon throughout all stages of their involvement with a service.

A client partnership approach, characterised by shared decision
making, is applied at all levels of the system — individual,
organisational and system-wide.

Client expertise is appropriately acknowledged, including through
payment where appropriate.

Organisations can show their commitment to self-determination for
Aboriginal and Torres Strait Islander people.

TIPS FROM CLIENTS
Don't just tick the boxes_.
listen and respect

TIPS FROM CLIENTS
Participation should be paid.

‘Attitudes can

bbe abarrler — not
recognising lived
experience as equal to
professional experience
and a lack of willingness
or knowledge to level out
power differentials to
enable true cllent volce.’

— Manoger, Community
Service Organisation

TIPS FROMCLIENTS
Children are rarely asked
what they think.

TIPS FROMCLIENTS
Clients must be
represented on
committees, advisory
and working groups.

Examples of the principle in action (at individual, organisation and system level)
 Staff actively seek out genuine partnerships to enable shared decision making (individual)
» Job roles for people with lived experience / client positions on boards and committees of management (organization)

» Policies on client payment and recognition (system)



What is the client voice?

The client voice refers to any and all expression of the views, opinions, needs, experiences and outcomes of
individuals, families and carers who have previous or current involvement with a community service.

This includes all information derived from a client, in any form. For example: any interaction with a worker, case planning
discussions and records, complaints and feedback mechanisms, quality audits, service reviews or policy consultations. It
includes non-verbal indicators of a person’s experience or views, it may include overt or covert actions, behaviour, as well
as engagement or non-engagement in services.

The client voice is relevant at all stages of a person’s involvement with
Client voice framework
the system, and at all levels — individual, organisational and system. for community services
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What is the client voice?

https://drive.qgoogle.com/file/d/1 luvXkdkWGYDb-
OzjuvLtCBPjd-5h3Yub/view?usp=sharinq
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Why does the client voice matter?
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Welcome Kahani and Neela!

We’ll now hear from:

Kahani Motiani — Barwon Child, Youth and Family (BCYF)
Neela Konara — DPV Health

* Where they are at on the client voice journey
« Examples of things they’re doing

« Key successes and challenges
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Communities That Care Geelong:
Youth Advisory Group (BCYF)

Youth Advisory Group (YAG) set up in 2018 as a 'youth arm' for CTC Geelong

Gives young people a voice via consultations, providing feedback on programs and
services (BCYF and beyond)

YAG projects in the community:
+ Live event for families of adolescents (alcohol education)
+ Short documentary (school engagement)
+ Online family trivia event series (family connection)
+ 'Messages of Hope' initiative (mental health)
+ Podcast series (mental health)

Mentoring, teamwork, and personal/professional development within the group

Adapting the YAG amidst the pandemic
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Organisational Approach For Inclusive Service Provision,

And Community & Client Voice Platforms

Your Healthcare

IAP2's Public Victorian Outcomes

Spectrum Framework

Australian Charter for
Health Care Rights Participation

Client Voice Framework

[

DPV Health Inclusions Strategy

Strategy & Cylturgl Reconciliation ==\ LGBTIQ o Disability
Plans E"'frs'tgl Action Plan ==¥ Maturity Plan & Services Plan
ction Plan

Employee
Support Employee Inclusion Implementation Committee

Structures

Community
Volunteers

Community Community Connectors/ Community
Network Digital CC Reps

@ (o] S
Community & o ) l l l l
mers LGBTIOQ Culturally Aborigina People with People With Women Seniors Children
Consu Community Diverse Community Disabilities = Mental Health & Youth

Community Conditions

Women &
Gender Equality
Plans

Employee Inclusion Champions

Local Partner
Organisations

Rural/ Low Socio-
Regional Economic
Communities

Community
Engagement
Committee/
DPV Health
Board

Executive Team
And Senior
Leadership Team

Dedicated Resources
Inclusions Coordinator
Employee Inclusion
Training Program

Communication
Platforms
Web page

Social Media
Newsletter



Client voice framework implementation

Young voices —a guide to child and youth participation — (in progress)
*+ CSQSO is working on tools to assist with child and youth participation.

+ We're creating an online platform that includes:
« Advice on different types of engagement
« Steps out the benefits, the enablers and key considerations for good engagement
« Tools for safe, effective and meaningful engagement
« Case studies

» Where to access additional resources

* A consultation draft will be released in April 2021 — let us know if you'd like to be involved!
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Contact details

Please email any
questions or comments to

Community Services Quality and Safety Office

And find more info:

csqagso@dhhs.vic.qov.au

https://www.dhhs.vic.gov.au/publications/client-voice-framework-community-
services

‘To know that someone is saying “I get you, | hear you, | understand what it’s like to
be you”, | think there’s nothing more powerful.’

— Consumer representative
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