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After a shocking bushfire season in which people lost their lives, homes were destroyed and millions 

of animals and plants perished, we were keen to share with you this beautiful photo that we believe 

symbolises renewal and hope. Thank you to Azure Green for capturing this scene at Narrowneck, Blue 

Mountains, on 26 January 2020.  
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ACKNOWLEDGEMENT OF TRADITIONAL OWNERS

Health Consumers NSW (HCNSW) would like to acknowledge Aboriginal and Torres Strait Islander peoples 
as Australia’s First People and Traditional Custodians. We value their cultures, identities, and continuing 
connection to country, waters, kin and community. We pay our respects to Elders past and present and are 
committed to making a positive contribution to the wellbeing of Aboriginal and Torres Strait Islander people, 
by being welcoming, safe, culturally appropriate and inclusive.

We also acknowledge that we have much to learn from the wisdom of Aboriginal cultural practices and beliefs 
around health.
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I know it has been said before, but this truly has been 
an extraordinary and unprecedented year.

The summer bushfires and the COVID-19 pandemic 
challenged and changed all of us. I am very proud of 
the work HCNSW has done in responding to these 
challenges. We have continued to find ways to support 
health consumers and health services to work together, 
expanded this into support for consumer involvement in 
COVID-19 planning, and brought our members together 
in innovative ways.

This year’s events have brought us closer to many of 
our organisational members. The COVID-19 Consumer 
Organisations Taskforce created an opportunity for 
our organisational members to engage more directly 
with us and our work. The COVID-19 Consumer Leaders 
Taskforce and the Consumer Representative Hub 
have also increased our engagement with individual 
members. The impact of this work can be seen 
throughout this Annual Report. I look forward to 
continued collaboration with all our members.

HCNSW staff have been working from home since 
March 2020. People have converted their homes 
into their workplaces and suddenly our families and 
pets have become our co-workers! I want to thank all 
HCNSW staff and volunteers for your hard work during 
this time – I know it has not been easy.

I also want to thank my fellow Board Members for 
adapting to the new circumstances. We have been 
meeting monthly online and I am looking forward to 
the time when we can all be in the same room again. I 
would especially like to acknowledge those who left the 
Board in 2019. John Leyden and James Bartlett stepped 
down from the Board at our 2019 AGM and John Stubbs 
resigned in December 2019. The contribution of all 
three to the organisation has been significant, and we 
thank them for their service. John Leyden has been our 
Treasurer for many years, and his contribution in this 
role has been enormous.

John Garbutt

MESSAGE FROM  
THE CHAIR  John Garbutt
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It feels very strange to write a report that spans our 
work both before and during the COVID-19 pandemic.

As some health services stepped back from their usual 
engagement work, here at HCNSW we have worked 
hard to ensure that the voice of consumers continues 
to be heard during the pandemic. We developed 
Amplify – our new online engagement platform – to 
allow us to interact with our members and consumer 
representatives from around NSW. Amplify has 
certainly increased our interaction with our members, 
especially those outside of Sydney. 

We have continued to develop our training for health 
consumer representatives and health services on how 
to engage with each other. While it was challenging 
to pause our face-to-face training in March, we were 
able  to create online training, which means we can now 
reach an even wider audience.

Our online work will become a permanent feature of 
how we operate, but we know it is not for everyone. 
Virtual engagement and training will never completely 
replace good, ‘old fashioned’, face-to-face work.  We 
are all looking forward to the time when we can hold 
training and other events in person again. 

This year, we also launched two long-planned projects. 
Firstly, our learning networks – groups that give 
existing consumer representatives and staff working 
in engagement the opportunity for ongoing and 
self-directed learning. Secondly, we began collaborating 
with Sydney Health Partners on a significant project 
that will develop new training and other practical 
resources to support the involvement of health 
consumers in health and medical research. 

I must also thank our wonderful Board for their ongoing 
support and direction during this time, and especially 
John Garbutt, our remarkable Chair. John’s calm and 
reassuring leadership has been a key factor in our 
ability to navigate these remarkable times. 

Finally, I would like to thank and acknowledge all our 
members, who always inspire me with their passion and 
dedication.

Dr Anthony Brown

MESSAGE FROM THE EXECUTIVE 
DIRECTOR  Dr Anthony Brown
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Our Board members are all health consumers who are nominated by our voting members (health 
consumer organisations). Board members represent HCNSW at various state-level committees 
and working groups and help set our agenda. They bring considerable experience in a wide 
variety of different health issues and help to provide a balanced health consumer perspective.

MEET OUR BOARD

JOHN GARBUTT  CHAIR 

Nominated by: Stroke Recovery Association NSW

“We have played an important role consulting with health 
consumers and informing NSW Health of their needs, concerns 
and expectations in relation to the COVID-19 restrictions. We 
will continue to link health professionals and policy makers with 
health consumers. This ensures the voice of the consumer is heard 
and that policy is informed by the experience and expectation of 

patients, carers, their families and the NSW community.”

MARY POTTER  BOARD MEMBER

Nominated by: Arthritis & Osteoporosis NSW

Committees: Pathology NSW: NSW Health Clinical Pathology Council

Ministry of Health: Expert Advisory Group – HPRM: Review of the Health Records and 

Information Privacy Act 2002 (Steering Committee)

“The social effects of restrictions caused by COVID-19, particularly for those 
in hospital, have highlighted the importance of collaboration between health 
consumer experts and medical professionals in policy making.”

NEIL FRASER  DEPUTY CHAIR 

Nominated by: Positive Life NSW

“The impacts of COVID-19 on people living with HIV have both 
highlighted the gaps that remain from our last epidemic and 
also shown the strength in our response due to the partnerships 
developed with health consumer organisations. The resilience 
and leadership demonstrated by people living with chronic health 
conditions continues to provide confidence and hope in dealing 

with the present pandemic.”

ANNETTE BRAY  SECRETARY 

Nominated by: Older Women’s Network (OWN)

Committees: Agency for Clinical Innovation: Chronic Care Network Executive 

Ministry of Health: NSW Women’s Health Framework Advisory Group

“COVID-19 has made things difficult for everybody. The current 
situation has highlighted the importance of considering health 
consumers’ interests, even in the midst of a pandemic. We are all 
coping well and hope this experience will teach us important lessons 
about healthcare.”
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KAYE DUFFY OAM   BOARD MEMBER

Nominated by: Hunter Brain Tumour Support Network

Committees: NSW Health: Patient Experience Executive Strategy Group

NSW Health: Palliative Care Framework

Joint NSW Health and PHN Statement & Symposium 

CEC: Planning Committee: BMJ/IHI International Forum on Quality and Safety in 

Healthcare

“This has certainly been a year of challenge. Drought, fire and COVID-19 have 
placed a massive burden on health workers and consumers. Extra resources will 
be needed to support those suffering anxiety and mental illness. It is important 
to take care of ourselves and not to neglect any chronic conditions we already 
face.”

ELIZABETH HARNETT   BOARD MEMBER & CO-CHAIR,  

HCNSW COVID-19 CONSUMER ORGANISATIONS TASKFORCE

Nominated by: Association for the Wellbeing of Children in Healthcare (AWCH)

“I was honoured to join the HCNSW Board late in 2019 and am excited about the 
important work that HCNSW is doing. The world changed dramatically just a 
few months after my first Board meeting and the work of HCNSW became even 
more important. I am proud of how proactive HCNSW has been in rising to the 
challenges that COVID-19 has presented. The creation of the Consumer Leaders 
and Consumer Organisations COVID-19 Taskforces are two good examples of 
this.” 

JOHN STUBBS   BOARD MEMBER [until 11/12/19]

Nominated by: CanSpeak NSW

“As health consumers, it is our job to promote and encourage community 
involvement at all times. It has become even more evident during this COVID-19 
time that health consumers must be at the forefront of decision making and 

communication that affects us all.”   

GEORGE HOUSOSS   BOARD MEMBER

Nominated by: Thalassemia Society of NSW 

“At a time of great uncertainty and anxiety in the healthcare sector due to 
COVID-19, HCNSW has led the way in providing our members with resources, 
information, and a platform to raise concerns. There is still great uncertainty in 
our community and HCNSW will continue to work hard to represent and support 
the needs of our members in these challenging times. By working together, 
we can overcome any challenge to achieve our goals of improving consumer 
representation in healthcare.”

Find out more about our Board and their backgrounds.  
Please visit: hcnsw.org.au/about-us/our-board.
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OUR ORGANISATION

WHO WE ARE
Health Consumers NSW (HCNSW) is 
the peak organisation and advocacy 
body for health service users in NSW. 
We are a not-for-profit organisation and 
a registered health promotion charity. 

We provide a voice for patients, 
their family members and carers, 
patient leaders and health consumer 
representatives in NSW, as well 
as health consumer organisations 
representing specific disease and 
population groups (our voting 
organisation members).

OUR VISION
is a NSW where communities and 
individuals shape the healthcare they 
need and want in partnership with 
health providers.

OUR MISSION 
is to empower health consumers – 
whether they are individuals or part of 
a consumer group or organisation – to 
lead and drive better health outcomes 
for themselves and their communities. 
We also help health services to partner 
with consumers.

Consumers shaping quality 
health services in NSW.

The mission of HCNSW 
is to lead and to involve 
consumers in improving 
healthcare services.

MISSION

VISION
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In order to achieve our mission, HCNSW will:

1. Build capacity in health services, research institutions,  
consumer organisations and among consumers

2. Influence healthcare policy, planning, implementation and evaluation

3. Promote effective consumer engagement

4. Advocate to government and non-government health services

5. Deliver learning programs to promote effective consumer engagement

6. Engage and collaborate with current and potential members

7. Ensure effective governance and management

STRATEGIC PRIORITIES
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OUR SERVICES

This year, our usual offerings were enhanced 
with the launch of Amplify – our online 
engagement platform. Our services now 
include the ability to build custom online 
engagement spaces, which, combined with 
Zoom video conferencing, is supporting the 
growth of online engagement.

Our training suite

We offer training and education programs 
for both health consumer representatives 
and health staff. We strive to increase 
the confidence of consumers and staff to 
implement health consumer engagement in 
any setting. Our training suite includes:

• Consumer Representative Development 
Training (2 days) – for health consumers

• Introductory Consumer Representative 
Training (1 day) – for health consumers

• Consumer Engagement Training for Health 
Staff (day or 1 day) – for health staff.

  New online training

As well as our regular training offerings – 
held in our venue or yours – we now offer 
online training for consumer representatives, 
with an online option for staff in 
development. These flexible programs cover 
the same material and include web-based 
delivery, closed forums and Zoom virtual 
workshops for participants.

  Coming soon

We are currently developing a ‘health 
consumer representation in research’ 
training pack with our research partners. 
It will consist of training for researchers 
to effectively partner with consumers, 
and training for consumer representatives 
to navigate the health research field and 
partner with researchers.

Workshops, webinars, community 
forums and seminars

Throughout the year, we run workshops, 
webinars, community forums and seminars 
on specific topics relevant to our individual 
and organisational members. This year, 
we ran an in-person workshop on the 
risks and benefits of partnering with the 

pharmaceutical industry together with 
our partners, and a virtual workshop 
around visitation and family presence with 
consumers. 

Network

Through our individual memberships, 
training courses, newsletters, social 
media, events and now Amplify, we have 
established a state-wide network of 
health consumer representatives. This is a 
community of advocates with the passion 
and knowledge to shape healthcare in NSW 
for the benefit of patients, carers and their 
families.

Health services and research organisations 
can promote their consumer involvement 
opportunities across our consumer 
representative community through our 
Request-A-Rep service.

Consumer representatives and staff can also 
join our new Learning Networks.

Consulting, project and facilitation 
services

We work with health services and research 
organisations to build and set up their 
strategic health consumer engagement, 
based on our consumer and community 
engagement model and the National 
Standards Quality and Safety in Health 
Services (NSQHS) – Standard 2. We provide 
project management, facilitated co-design 
programs and custom workshops. We 
also offer ongoing involvement through 
mentoring for staff and consumer 
committees, often combined with training. 

We also provide independent, skilled 
facilitation of one-off meetings and events 
bringing deep knowledge of consumer 
engagement to the role of facilitator.

Submissions and key seats on 
committees

Our Board members and staff represent 
health consumers on key committees 
providing high-level advocacy and advisory 
roles. We also provide submissions to select 
health issue consultations.
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TRAINING AND EDUCATION

Our training last year saw significant 
changes. We delivered training all over NSW, 
with beachside training in Coffs Harbour, 
rural training in Wagga Wagga and remote 
training in Broken Hill. At each venue, we 
met an abundance of enthusiastic, inspiring 
consumer representatives who are doing 
great work with their local health services. 

With the emergence of the COVID-19 
pandemic, we realised our training courses 

needed a digital makeover. In June 2020, 
we were excited to pilot our first online 
consumer e-learning space, through Amplify. 
Our online training ran twice in June 2020 
for 100 people and will be an ongoing 
service offering for consumers who are 
unable to join our face-to-face training. Stay 
tuned for new exciting online material to 
come for staff and consumers.

Consumer rep training – Sydney (left)  

and Coffs Harbour (above)

Online Training 
locations: 

• Mosman

• Bullaburra

• Kingsford

• Moorland

• Chifley

• Blacktown

• Kirribilli

Training  
locations: 

• Windsor

• Broken Hill

• Liverpool

• Coffs Harbour

• North Sydney

• Wagga Wagga
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NTRAINING 
STATS

12

2

TRAINING  
SESSIONS

TRAINING  
SESSIONS

328

71

81

PILOTED  
ONLINE TRAINING 

COURSES WITH

PARTICIPANTS TOTAL 
 (up 48% from last year)

STAFF  
(up 38%  
from last year)

CONSUMERS 
(up 78% from last year)

HOURS OF 
TRAINING

PILOTED NEW
EDUCATIONAL 
WORKSHOPS

Newly trained 

consumer reps  

– Sydney

PARTICIPANTS
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INTERVIEW WITH... 
Emma Collins  
HCNSW Training Manager

Why did you launch online training? 

As a post-graduate student, I have loved 
online learning, as I am able to work at 
my own pace and in my own time. I can 
also interact with the educators and other 
students, all from the comfort of my living 
room. From early on in my time at HCNSW, 
I’ve been wanting to create online training 
that is accessible to anyone, anywhere, at 
any time.

A silver lining of COVID-19, we’ve now been 
able to fast forward our timeline to make 
online training available for consumers. 
Often consumers find it difficult to attend 
our training because they are still working 
or have other commitments during the day 
that prevent them from giving up two days 
to travel into the city. By creating an online 
training course, consumers are no longer 
required to give up time at work or in their 
busy lives.

What are the benefits of online 
training? 

One of the best things about online learning 
is that you can take your time to read the 
information, check out the other suggested 
resources, participate in online forums, 
and even have great discussions in our live 
classes that are held three times during the 
teaching period. We’ve tried to emulate in 
the online environment all the things our 
participants have loved the most about 
our face-to-face training – empowering, 
educating, networking, upskilling and 
encouraging. The only thing that’s different 
is you have to provide your own coffee and 
snacks!

What about consumers who are not 
computer savvy?

That’s OK! The only thing you really need is 
the internet and a computer or smartphone/
tablet with a camera. While our online 
training aims to be as user-friendly as 
possible, there’s nothing like the old paper 
copy as a backup. That’s why we’re always 
happy to post consumers a hard copy of our 
training workbook to read through, if for any 

reason they can’t access the content online. 
We’ve also created instructional videos to 
help people register and login to the training 
course, as well as a navigation video to show 
them where to find everything. If people are 
still a bit nervous, they can always call me, 
and I can help walk them through it.

Is the online course different to the 
face-to-face course?

While there are some extra videos and 
activities in our online course, the core 
material is the same. The biggest difference 
is that you meet and chat with other 
consumers in our online forum, as well as in 
our three live Zoom classes. Other than that, 
it’s the same… except you can do the online 
course at home.

How long will the course take to 
complete?

The course is open for five weeks, and each 
week participants are encouraged to do one 
module. Each module will take between one 
to two hours. We then have our live classes 
in weeks two, three and five, which also run 
for one hour. The total time commitment 
is not much longer than our face-to-face 
training, except that it spans five weeks 
rather than two days.

What else is on the horizon for 
HCNSW Training?

We’re always looking to expand our service 
offering, so we’ll be looking to build on our 
online training as well. In the next year, we 
hope to be able to offer a few more online 
training modules for consumers and for 
health service staff, so keep your eyes on 
The Wrap for more announcements. We 
can’t wait to be able to offer face-to-face 
training again.  

E
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To find out more contact Emma: 
 ecollins@hcnsw.org.au
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INTERVIEW WITH... 
Darriea Turley AM 

Manager Community Engagement,  

Far West Local Health District, and Mayor of Broken Hill

Darriea Turley manages a network of local 
Health Councils in the Far West Local 
Health District that provides a structure for 
consumers and community members to 
participate in health service planning and 
delivery.

How does Far West Local Health 
District (LHD) involve health 
consumers?
The LHD involves health consumers in many 
ways and right across the board.  We have 
six Health Councils, in Menindee, Broken 
Hill, Ivanhoe, Tibooburra, Two Rivers and 
Balranald. Having the great insight of local 
knowledge and experience is critical in how 
we plan and deliver better health.

During the COVID-19 pandemic, it’s been 
a different ball game. The health of all our 
consumers is our number one priority. 
We’ve had to put everything on hold 
and meet by teleconference to help us 
understand what the pandemic would 
mean for people when they enter the health 
service. I’ve been collecting responses 
through an online link and we’ve also been 
sending out information by email and 
involving our consumers with virtual art 
galleries and puzzles – things to keep them 
connected when they couldn’t come in.

What influence have health 
consumers had?
It’s hard for clinicians and program 
managers to understand the needs of health 
consumers. But they can shed light on local 
conditions in some surprising ways.

For example, one of our remote towns 
relied on flying doctors to deliver medical 
services. If necessary, they would evacuate 
to Broken Hill or Adelaide. But there was 
a problem – the fence was down at the air 
strip. That might not sound too bad, but 
the Health Council meetings repeatedly 
passed motions that death was imminent – 
because kangaroos could get onto the field 
– and sent the motion to Crown Land who 
are responsible for the airstrip. In the end, 
the government acted and the fence was 
repaired.

Another rural town had really struggled 
with dental for their young kids and was 
among the worst in Australia. The Health 
Council really pushed for many years, but 
they weren’t getting support because it was 
a small town and people weren’t listening 
to their concerns. They were consistent and 
refined their messaging around the need for 
fluoridation in this community. It took years, 
but in the end the Public Health Act was 
changed to support local government to get 
the money to fluoridate the water.

These are things that clinicians and health 
staff wouldn’t necessarily think about, but 
a consumer will understand how health is 
affected.

What are the best ways to engage 
health consumers?
The most important thing is to listen to your 
consumers. Health workers constantly move 
to different roles and positions and towns, 
but the consumers tend to be in their town 
and are very passionate. They have the best 
local expertise and experience.

It’s also essential to be honest. Don’t give 
them misleading information. Be really clear 
about what can be achieved and manage 
expectations. Recognise that some people 
have consumer fatigue; they are not just on 
your consumer group, they may also be on 
five other groups for their community.

Make sure you have money for consumer 
education and to pay for the little things – a 
packet of biscuits and any travel – to make it 
easy to be a health consumer.

How do you combine your role in 
the Local Health District with being 
Mayor of Broken Hill?
I am flexible and I draw a line between the 
roles and the different hats I wear. Actually, 
being Mayor gives me better insight for 
when I meet with health. 

Both roles involve listening to the 
community. It’s taught me the importance 
of not missing the future because you are 
stuck in the past. 
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HIGHLIGHTS OF THE YEAR

As the whole world moved online in early March 2020 in response to the COVID-19 pandemic, we 
quickly and nimbly built new groups, processes and platforms to engage with consumers and health 
staff in the ‘new normal’.

Our COVID-19 response and projects

Amplify – our online  
engagement platform
With a rapid implementation 
from April 2020, we launched 
Amplify on the Engagement HQ 
platform (Bang the Table). 

We launched or shifted many 
of our programs to operate 
from Amplify, which supports 
both public and private projects 
and groups. It now supports 
our online training, learning 
networks, public surveys, 
and closed engagement 
groups such as the COVID-19 
taskforces. Participants on 
Amplify include most of our 
stakeholders: consumers, 
consumer reps, staff and 
consumer organisation.

Visit: amplify.hcnsw.org.au

COVID-19 resource hub
The resource hub sits on our website and provides information about the COVID-19 pandemic for 
NSW health consumers and their families and carers, as well as health consumer representatives. We 
also link to resources for health organisations and to current COVID-19 health consumer engagement 
opportunities.

The hub is updated regularly. 

Visit: www.hcnsw.org.au/covid-19-resource-hub
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COVID-19 Consumer Leaders 
Taskforce 

The COVID-19 Consumer Leaders Taskforce 
arose from a strong desire from consumer 
representatives to support the health 
system and its people respond to the issues 
and challenges of COVID-19.

Co-chaired by Laila Hallam and Anthony 
Brown, it brings together a tight leadership 
group of consumer representatives with 
deep, broad and extensive experience 
working alongside health providers. The 
COVID-19 Taskforce oversees and steers 
the Consumer Representative Hub. 

COVID-19 NSW Consumer Organisations Taskforce

The Consumer Organisations Taskforce is facilitated by us, with co-chairs Lizzy Harnett 
and Anthony Brown. It consists of our voting member organisations – health consumer 
organisations in NSW – currently working together to identify COVID-19 related consumer 
cohort issues.
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Other COVID-19 responses

• In March 2020, we issued a joint media statement with the other health consumer 
councils across Australia calling for quick and decisive action to prevent the spread 
of COVID-19. In addition, we developed a factsheet for health services on ‘Involving 
consumers in your health service or facility’s COVID-19 response’ and distributed it 
widely in NSW. The fact sheet is available on our CIVID-19 Resource Hub.

• In April and May, we were part of nationwide COVID-19 community forums through our 
sister organisation, Health Issues Centre in Victoria.

• We are also a member of NSW Health’s Non-Government Organisations’ Community 
of Practice. This group is another avenue to bring the issues and concerns of health 
consumer organisations and our own taskforce to NSW Health’s COVID-19 response.

Consumer Representative Hub (The Hub)

The Hub is a monitored discussion platform exclusively for NSW health consumer 
representatives. We set it up in response to feedback from consumer representatives asking 
for opportunities to meet, network and share information. It is a virtual space to connect with 
each other, identify and discuss current issues, and share patient perspectives, expertise, and 
experience.  

The COVID-19 Consumer Leaders Taskforce and The Hub worked together, facilitated by us, 
to publish guidelines on important topics for health organisations during COVID-19 – from a 
patient and consumer perspective.

AMPLIFY YOUR VOICE  
DURING COVID-19

COVID-19: Consumer 
Representative Hub

• Open to NSW health  
   consumer representatives

COVID 19: Consumer 
Leaders Taskforce

• Start-up group, co-design of project 
• Oversees the consumer rep hub 
• Also participates in consumer rep hub
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The health 

consumer 

co-design team 

during a co-design 

meeting of the 

Health Consumer 

Representative 

Learning Network 

on Zoom.

Our new Learning Networks

We established two Learning Networks, one for consumer representatives and one for staff 
working in consumer and community engagement for NSW health services. These provide 
an online, interactive space for members to get to know each other, access resources and 
participate in education and training events. By joining a Learning Network, participants gain 
access to peers working in a similar capacity in other organisations, online discussion and 
interactive features, resources and tools, and virtual workshops. 

Visit: https://amplify.hcnsw.org.au/learning-networks-join

UTS design students making our 
Intersections Project shine 

These bright, young design and visual 
communication students from the University 
of Technology Sydney (UTS) Shopfront 
Community Project helped us in the second 
half of 2019 to bring our Intersections 
Project to life. Their visual storytelling and 
video animation skills really capture the 
themes of intersections beautifully. Thanks 
team!

Visit:  
www.hcnsw.org.au/intersections

HCNSW’s Julia Brockhausen (centre) 

with the student team.

We are a StepUp Organisation Champion

StepUp for Dementia Research is a free, online, postal and telephone service that  
connects people interested in dementia research with researchers conducting  
studies into dementia prevention, diagnosis, treatment, care and cure. 

In late 2019, we became an Organisation Champion for StepUp. In April this year, we promoted 
their national survey of the impact of COVID-19 on the life and wellbeing of people living with 
dementia and their care partners. 
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Training and workshop for the NSW 
Mesh Consumer Advisory Group

The Mesh Consumer Advisory Group was 
established by the Chief Health Officer, 
NSW Ministry of Health, to provide patient 
perspectives in the design and delivery of 
Mesh Clinics in NSW. These clinics have been 
established to provide support and treatment 
to women who have been injured by pelvic 
mesh implants. 

In November 2019, HCNSW provided 
consumer members of the advisory group 
with one day of consumer representative 
training followed by a custom workshop to 
support the establishment of the advisory 
group. This included reviewing the Australian 
experiences of establishing Mesh Clinics 
and to developing principles for setting up 
patient-centred clinics in NSW.

Our Executive Director Anthony Brown delivering 

a keynote presentation at the 2nd Asia Pacific 

Conference on Integrated Care in Melbourne in 

November 2019

Our work with Sydney Health 
Partners 

We are undertaking a scoping review to 
map health consumer and community 
involvement in research across Sydney 
Health Partners (SHP) – made up of the 
Sydney, Northern Sydney and Western 
Sydney Local Health Districts; the Sydney 
Children's Hospital Network (at Westmead); 
the University of Sydney; and 10 affiliated 
medical research institutes. This work will 
inform training seminars for researchers, 
consumers and clinicians across the SHP. 
The aim is for all groups to work together 
to improve the involvement of health 
consumers in research and the outcomes of 
health research for the community.

Consumer and Community 
conference

In September, our Board Member, Neil 
Fraser, and Training Manager, Emma Collins, 
presented at the 13th Annual South West 
Sydney LHD Consumer and Community 
Conference. In the morning, Neil shared his 
insights on why engaging with consumers 
is so important for services. Later in the 
afternoon, Emma ran a workshop about 
the importance of self-care for consumers, 
carers and staff. We enjoyed meeting so 
many wonderful consumers, carers and  
community members and hearing about 
all the great work going on in South West 
Sydney.

Sharing knowledge with IFIC Australia

We are proud to be knowledge partners of the 
International Foundation for Integrated Care 
Australia (IFIC), which is working to develop 
capacity and capabilities in Australia and the 
Asia Pacific Region in the design and delivery 
of integrated care.

Anthony spoke about our Community 
Engagement Model in his keynote address 
to the IFIC’s 2nd Asia Pacific Conference, 
where he explained how vital it is to involve 
consumers and community in planning.  
He then provided practical examples in a 
webinar for IFIC and members of the public in 
December. 

Our Deputy Chair, Neil Fraser, speaking at the South 

West Sydney Local Health District’s 13th Consumer and 

Community Conference
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The health consumer citizen jury

Custom workshops and other services 
delivered to clients

• Royal College of Physicians – Consumer 
Advisory Group facilitation and workshop

• Department of General Practice (Western 
Sydney University) – Consumer and 
Community Engagement workshop for 
researchers and staff

• The Royal Hospital for Women – Community 
Advisory Committee advice and consultations

Should health 
consumers 
partner with the 
pharmaceutical 
industry?

We partnered with the 
Evidence, Policy & Influence 
Collaborative at University 
of Sydney’s Charles Perkins 
Centre and Consumer 
Health Forum of Australia 
to host a workshop in March 
2020 to discuss the risks 
and benefits of partnering 
with the pharmaceutical 
industry.

The Trust and Transparency 
workshop identified six key 
principles that should guide 
consumer organisations 
thinking about whether 
to, or how to, engage 
with pharmaceutical 
industry funders: consumer 
centredness, honesty and 
transparency, fairness, 
independence, values 
alignment and governance/ 
accountability.

You can download the final 
report of the workshop 

at: www.hcnsw.org.au/
trust-and-transparency/

Citizen juries rule on sharing health data 
for research

In February 2020, HCNSW participated in 
two citizens’ juries (one in Parramatta, one in 
Wollongong) on the use of health data. The 
jury charge was ‘Under what circumstances is 
it permissible for governments to share health 
data with private industry for research and 
development?’. As well as contributing to the 
development of the program, we participated on 
the day as consumer advocates, presenting the 
views of consumers on data security, secondary 
use and levels of trust in the access of patients’ 
health data.

The citizens’ juries were part of a wider project 
conducted by the Australian Centre for Health 
Engagement, Evidence and Values (ACHEEV) and 
commissioned by the Population Health Research 
Network (PHRN). This research seeks to better 
understand the level of public interest and appetite 
for the use of linked administrative government 
data by private companies in Australia.

While each jury arrived at the outcome differently, 
both concluded that, with significant safeguards, 
health data should be shared with private industry 
for research and development. The jury process 
was impressively rigorous, engaging and effective.
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The ICHOM 

Standard Set for 

Overall Adult 

Health wheel

WentWest

We continue our close partnership with 
WentWest, Western Sydney’s Primary Health 
Network, of which Anthony is a member of 
the Consumer Council. We are also one of 
the partners working to assist WentWest in 
developing and piloting Patient Centred  
Collaborative-Commissioning, a process 
that aims to help make people’s experience 
of using services smoother, through better 
linking of services guided by patients’ needs 
and preferences.

If only doctors were taught about…

The School of Medicine at The University 
of Sydney gave consumers the chance to 
have their say about what students should 
learn in the new Doctor of Medicine (MD) 
course. HCNSW worked with the School 
of Medicine to recruit people to their new 
Consumer Engagement Advisory Group. In 
January 2020, we sent out a call for people 
to nominate to join the advisory group and it 
resulted in the biggest response we have ever 
had to such a call. The group was appointed 
in April and was to begin meeting in August 
2020. (COVID-19 unfortunately delayed when 
the group could start).

Developing standard sets of health outcome measures

The International Consortium for Health Outcomes Measurement (ICHOM) works with 
clinicians, patients and organisations to develop standard sets of health outcome measures 

that can be used worldwide to support value-based healthcare. HCNSW Consumer Engagement 
Manager Serena Joyner participated as Patient Advisor on the Working Group developing the 

Overall Adult Health set. It represents the outcomes that matter most to adults who have good 
health/no disease, well controlled disease and poorly controlled disease.

Working with HCNSW has been an informative, 
valuable experience for us at the Patient 
Centred Collaborative-Commissioning Group. 
T hrough the insights and experience of the team, 
we were able to not only recruit a valuable 
consumer representative to our sub-committee, 
but also ensure that our visionary view of 
healthcare in Western Sydney is truly  
patient centred.
Scott Walters,  

PCCG Partnerships and Program Lead, WentWest 

HCNSW provided invaluable expertise in 
establishing the inaugural Sydney Medical 
School Consumer Advisory Group. T hey 
were able to facilitate finding an engaged, 
informed group of individuals who have a 
diverse range of skills and experiences and 
a deep knowledge of consumer advocacy. We 
are very excited to be working with consumers 
to help shape the medical training of our 
future medical workforce.
Professor Jane Bleasel, Director Sydney Medical 

Program, Faculty of Medicine and Health, The 

University of Sydney
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AWARENESS AND ADVOCACY

12% 

GROWTH  
in our consumer 

representative network 

Supporting and nurturing 
the development of 

consumer representatives 
in our network is crucial to 
our aim of engaging health 
consumers in all aspects of 

NSW’s health system.

We provide ongoing 
support to new, emerging 

and experienced consumer 
representatives and 
advocates. This year,  

we have built a  
consumer-reps-only 

Learning Network and the 
online engagement platform 

Amplify. 

Consumer representatives 
can call us for advice or 

support at any time. They 
also access up-to-date 

and relevant news, 
representative opportunities 

and views in our monthly 
e-news, and regular updates 
on our website and in social 

media channels.

410  
PEOPLE REACHED 

through training, 
workshops and events

Our training and education 
programs assist health 

consumers and health staff 
to increase their confidence 

and effectiveness to 
implement health consumer 
engagement in any setting.

Consumers are empowered 
to recognise the immense 
value they bring to health 
services. Health services 

receive assistance to meet 
their obligations under 

Standard 2 of the National 
Standards for Safety & 
Quality in Healthcare.

53  
ROLES FOR 

CONSUMERS 
advertised and 

recruited

We have helped health 
services and organisations 

find articulate and 
confident consumers 
to provide a powerful 

consumer perspective in 
health decision-making. 

They remind health policy 
and decision-makers 
that health policy and 

healthcare delivery 
must focus on consumer 

experience and consumer 
health outcomes.

One of our roles is sourcing 
and recruiting health 
consumers for NSW 

Health, health service 
organisations, universities 

and other requesting 
organisations. 

From left: Board 

members at  

2019 AGM;  

Anthony being  

interviewed in  

Wagga Wagga
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HCNSW in the media and digital 
space

The 2019/2020 period saw HCNSW reach 
several targeted and non-targeted audiences 
through our newsletters, media, website 
and social media as well as our new online 
engagement platform, Amplify.

Newsletters and alerts

The subscriptions to our e-newsletters and 
alerts have grown from around 1,200 in 
June 2019 to more than 1,330 in June 2020 
– an 11 per cent growth in readership. With 11 
newsletters per year and an average of one 
alert every two months, we have created 
22,600 opportunities for our highly engaged 
audience to become active in health consumer 
involvement, co-design and patient leadership 
in NSW in the past year. 

Our website

The HCNSW website almost doubled the 
number of total page views in the 2019/2020 
period compared to 2018/2019.

We recorded more than 37,000 total page 
views this financial year, a 97 per cent increase 
from last year. We also had 69 per cent more 
unique users (14,900 compared to 7,600) – 88 
per cent of whom were new visitors.

Amplify

At the beginning of May 2020, we went live 
with our new online engagement platform, 
Amplify, as a response to the COVID-19 
pandemic. 

By 30 June, we had 100 registered active 
participants on the platform.

Social Media

Our largest and most engaged social media 
audience is on Twitter, and our reach and 
engagement on Facebook and LinkedIn 
continues to grow. We also added an 
Instagram account to our social media 
channels in February 2020.

Our Facebook post with the biggest reach 

Excellent, informative, cutting-edge 
newsletter - great - thank you.
Anne, The Wrap reader
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88% 
new  

visitors

12% 
returning  
visitors
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MEET OUR TEAM

T
E
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DR ANTHONY BROWN  EXECUTIVE DIRECTOR 

Anthony brings 30 years of experience working in the community 
and university sectors to his role as Executive Director. His vision 
for HCNSW is to make sure that health providers really listen to and 

show respect to health consumers, their families and carers. 

 

EMMA COLLINS  TRAINING MANAGER

Emma is a creative and experienced educator who has worked in 
the education and mental health sectors in NSW. Prior to joining 
HCNSW, Emma worked in the NSW public mental health sector, 
empowering consumers with a lived experience of mental illness to 
achieve their personal recovery goals and to be actively involved in 

individual and systemic advocacy. 

SERENA JOYNER  CONSUMER ENGAGEMENT MANAGER

Serena is passionate about breaking down barriers so consumers 
can participate in health on a level playing field. She works with 
health services to help them improve or develop their engagement 
programs. Serena is an experienced facilitator and project manager 

with a Master of Social Research (ANU). 

JULIA BROCKHAUSEN  COMMUNICATION OFFICER

Julia is a communications professional with more than 13 years’ 
experience spanning the TV, corporate, public and not-for-profit 
sectors and has a Master of Arts in International Communication. 
She is highly motivated to help consumers, patients and carers to 
have a voice. Julia is responsible for all communication and media 

projects and brings you The Wrap, our e-newsletter.  

JENN KIDD  ADMINISTRATION AND MEMBERSHIP 

COORDINATOR

Jenn has more than 20 years’ experience in office administration 
from a variety of roles in large multi-national and FMCG companies. 
Equity, respect and health education are important to her and she 
is proud to work for HCNSW, an organisation that is committed to 
improving health and wellbeing outcomes for health consumers in 

all communities across NSW. 

Staff
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ALEX CARBONETTI  FREELANCE TRAINING CONSULTANT

Alex is a learning and development consultant who runs some of 
our training programs together with Emma. She has more than 25 
years’ experience in adult education in both organisational and 

Registered Training Organisation settings.   

 

SARAH BARTER  CONSULTANT – DEVELOPING OUR 

LEARNING NETWORKS 

Sarah is the Principal of Sarah Barter Consulting and has more 
than 10 years’ experience working to improve health and aged care 
in Australia. She is passionate about partnering with consumers, 
families and staff to design more connected and person-centred 

care from birth until death.

CARRIE HAYTER  CONSULTANT – PROJECT LEAD, INVOLVING 

HEALTH CONSUMERS IN RESEARCH

Carrie is the Managing Director of Carrie Hayter Consulting and is 
a dedicated advocate for the rights of older people, people with 
disability and their allies. She works to create and design consumer 
or user-led services and systems. With more than 30 years’ 

experience, Carrie has degrees in social work and economics.

DR ILSE BLIGNAULT  CONSULTANT – DEVELOPING 

TRAINING FOR CONSUMERS AND RESEARCHERS

Ilse brings 30 years’ experience in the health sector in a variety 
of roles, including health services research, and has worked 
extensively with marginalised groups. Her qualifications are in 

psychology and public health.

AAKRITI CHHETRI  VOLUNTEER – AGEISM IN HEALTHCARE 

PROJECT       

After doing her student placement with us last year, Aakriti has 
stayed on as a volunteer. She has been interviewing people who 
have experienced age discrimination in the NSW Health system for 

one of our current projects.

RODERICK CHOI  STUDENT PLACEMENT – DOCUMENTING 

CONSUMER ORGANISATIONS’ COVID-19 INFORMATION NEEDS

Rodney is completing a Bachelor of Health Science at Western 
Sydney University. He helped us to analyse the results of a survey of 
organisational members’ and documented the processes we used 

to establish our online engagement.

People we work with
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Our individual membership base continued to grow this financial year. We now have more 
than 700 individual members. Associate membership and voting membership have also grown 
marginally.

OUR MEMBERS

MEMBERSHIP EXPLAINER

VOTING MEMBER
Any not-for-profit health consumer organisation in NSW that is run by – and exists  
for – patients, their families and carers.

INDIVIDUAL MEMBER
Any individual in NSW who identifies as a health consumer and has an interest in health 
consumer engagement, co-design and patient advocacy.

ASSOCIATE MEMBER
Any health-related organisation in NSW or Australia that is interested in health consumer 
engagement, co-design and working with health consumers.

We wish to extend a very warm welcome to all new members. Also, a heartfelt thanks to all our 
existing members for your ongoing participation and support.

738  
INDIVIDUAL  
MEMBERS

48 
VOTING 

MEMBERS

65 
ASSOCIATE 
MEMBERS

Interested in becoming a member?  
Visit: hcnsw.org.au/become-a-member
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INTERVIEW WITH... 
Kelly Foran  

Founder, the Friendly Faces Helping Hands Foundation

Kelly Foran, a health consumer from Glen 
Innes, developed sudden life-threatening 
health issues for herself and her unborn son 
in 2003. The ordeal was further exacerbated 
when her baby son was diagnosed with 
life-threatening cancer. Her family navigated 
seven hospitals in two states and three 
health systems. Based on her experiences, 
she established a website to support others 
on their journey through the health system.

How did you become a health 
consumer?

When I and my son got sick, we really 
struggled and went from pretty much having 
a normal life to having a torn apart life. We 
had to rely on everybody. We found some 
really great advocates and staff, but there 
were some really terrible ones. It was just 
inconsistent with so many ups and downs.

I realised there are so many organisations 
out there who want to help, but we didn’t 
know about them and it was really hit and 
miss. I built the Friendly Faces website and 
started to hear more and more stories and 
problems from others going through the 
health system. I knew I had to do something 
about it.

At first, I was asked to sit on a few local 
health boards as a consumer advocate. I 
wanted to show people there is a better way. 
For the first time, I got back a little bit of 
power. I’ve been a health consumer for six 
years now.

Do you find that people in health 
listen to what you’re saying?

Because I’m not educated within health, at 
first I didn’t believe what I had to say would 
have any worth. 

At first, I didn’t understand a lot – in 
meetings they were just talking about their 
diagnostics and how many complaints they 
had had. I used to sit there and think ‘I can’t 
change any of this, they have to want to 
listen before change can happen’. 

But slowly I’ve learned to bring it back to 
everyday language, and I’ve realised I really 
have got something to say.

I have made people listen throughout the 
health system. I’ve had input into the NSW 
Agency for Clinical Innovation and the 
Clinical Excellence Commission. I think that’s 
because I’ve been able to speak from the 
heart.

What would you like to tell 
clinicians about health consumers’ 
needs?

I don’t care how much you know, I need to 
know you care. For you it might be about 
your training so you can operate on my 
head, but for me it’s also important that 
you care about how I get through this as a 
person.

As health consumers, we don’t need the Taj 
Mahal. We often just need someone to say 
‘Are you ok, do you need a cup of tea?’.

What advice would you give to 
others considering whether to 
become a health consumer?

Stand up and be heard. We can all sit on 
the sideline and whinge, but if you want to 
make a change, get in there and do a lot of 
listening, build up your confidence and get a 
voice.

It took a while for me to believe that I had 
something worth saying – but now I truly 
think consumers are the way to achieve 
change.

For more information about the 
Friendly Faces Helping Hands 
Foundation, visit their website: 
friendlyfaces.info
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• ACON Health Ltd

• Amputee Association of NSW Inc 

• Arthritis NSW

• Assoc for the Wellbeing of 
Children in Healthcare

• Asthma Foundation NSW

• Australian Breastfeeding Assoc

• Australian Men’s Health Forum Inc

• Australian Pain Management 
Association Inc (APMA)

• BEING NSW

• Blue Knot Foundation

• Bobby Goldsmith Foundation

• Breastfeeding Advocacy Australia

• Cancer Voices NSW

• Carers NSW Inc

• Children’s Tumour Foundation / 
NF Australia

• Chronic Pain Australia

• CICADA Australia Inc

• ADI Health

• Agency for Clinical Innovation

• Ambulance Service of NSW

• ARAFMI NSW

• Bankstown Hospital CP Network

• Bankstown Women’s Health Centre

• Calvary Mater Newcastle

• Cassia Community Centre

• Central and Eastern Sydney 
Primary Health Network

• Central Coast Health Service

• Central Coast Local Health District

• Central Coast Primary Care

• Central West Women’s Health 
Centre Inc

• Coffs Harbour Mental Health 
Support Group

• Coffs Harbour Women’s Health 
Centre Inc

• Combined Pensioners & 
Superannuants Assoc of NSW

• Community Care Northern 
Beaches (CCNB)

• Consumers eHealth Alliance

• COORDINARE Ltd

• Fabry Australia

• Family Planning NSW

• Flourish Australia

• FRANS Inc (Family Resource and 
Network Support)

• Cystic Fibrosis Community Care, 
NSW

• Dementia Australia NSW

• Diabetes NSW

• Down Syndrome NSW

• EndoActive Australia & NZ

• Genetic Alliance Australia

• Haemochromatosis Australia

• Haemophilia Foundation NSW Inc

• Hepatitis NSW

• Homebirth Access Sydney

• Hunter Brain Tumour Support 
Network

• Huntington’s NSW ACT

• Kidney Health Australia

• Lung Foundation Australia

• Maternity Choices Australia

• Mesh Injured Australia

• Motor Neurone Disease 
Association of NSW

• Far West LHD Mental Health Drug 
& Alcohol Service

• Galambila Aboriginal Health 
Service Inc

• GP Network Northside

• GROW NSW

• Headspace Central Sydney

• Health Care Consumers’ 
Association Inc

• Illawarra Shoalhaven Local Health 
District

• Illawarra Women’s Health Centre

• Kairos Now

• LifeCircle Australia Limited

• Liverpool/Fairfield Carers Support 
Group

• Lourdes Hospital & Community 
Health Service

• Macarthur Disability Services

• Marathon Health

• Mental Health Coordinating Council

• Mental Health Drugs & Alcohol 
NSCCAHS

• MPN-MATE

• Nepean GP Network

• Northern NSW Local Health 
District

• Northern Sydney Local Health 
District

• NSW Council of Social Services

• NeuroEndocrine Cancer Australia 
(formerly The Unicorn Foundation)

• NSW Council for Intellectual 
Disability

• Older Women’s Network

• One Door Mental Health

• Parkinson’s NSW Inc

• Physical Disability Council of NSW

• Polio NSW Inc

• Positive Life NSW

• Reflux Infants Support Association

• Stroke Foundation

• Stroke Recovery Association

• Sydney Children’s Hospitals 
Network – Families and Consumer 
Council

• The Thalassaemia and Sickle Cell 
Society of NSW

• WayAhead – Mental Health 
Association NSW

• NSW Users & Aids Association

• Pharmacy Guild of Australia (NSW)

• Primary and Community Care 
Services

• Ramsay Health Lakeside Clinic

• Ronald McDonald House Charities

• Royal Australian College of General 
Practitioners

• School of Public Health, University of 
Sydney

• Scleroderma Association of NSW Inc

• South Eastern Sydney Local Health 
District

• South Western Sydney Local Health 
District

• Southern NSW Local Health District

• SPANS (Society for Pre and Post 
Natal Services)

• St John of God Hospital

• St Vincent’s Private Hospital

• Sydney Adventist Hospital

• Sydney Local Health District 

• Vital Home Health Services

• Wentworth Healthcare, provider of 
the Nepean Blue Mountains Primary 
Health Network

• Western Sydney Local Health District

• Women’s Health NSW

• YERIN Eleanor Duncan Aboriginal 
Health Service

OUR ORGANISATIONAL MEMBERS 

VOTING MEMBERS (48)

ASSOCIATE MEMBERS – ORGANISATION (65)
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PROFILE OF... 
Voting member organisation:  

The Thalassaemia and Sickle Cell Society of 
NSW is a registered charity that was formed 
in 1978 as a non-profit, self-help group 
organised by the families of children living 
with thalassaemia, sickle cell anaemia and 
other haemoglobinopathies. It has been a 
voting member of HCNSW since October 
2012.

The society serves patients and their 
families as the chief advocacy, support 
and fundraising body for comprehensive 
thalassaemia and sickle cell treatment in 
NSW and the ACT. Its mission is to improve 
the health and wellbeing of patients with 
thalassaemia, sickle cell anaemia and 
other blood disorders while also providing 
advocacy, support and social services to 
the broader community and stakeholders 
involved within its communities.

Throughout 2019/2020, the Thalassaemia & 
Sickle Cell Society of NSW provided a range 
of services including:

• Bringing together patients, families and 
supporters for social, information and 
education sessions

• Advocacy and lobbying to meet medical 
and other support needs

• Fundraising for medical equipment, 
services and research

• A free counselling service for patients 
and carers (sponsored by NSW Health)

• Community education and awareness

• Support and encouragement for medical 
and social research projects designed 
to improve the quality of life for people 
with haemoglobinopathies

• Promotion of blood donation with Life 
Blood, The Australian Red Cross Blood 
Service

Response to COVID-19

The Society adopted a new digital 
communication strategy in March to address 
significant barriers presented by COVID-19 
in connecting with many stakeholders via 
face-to-face meetings and events. This 
strategy aimed to address thalassaemia 
and sickle cell-specific concerns around 
COVID-19 through a comprehensive email 
campaign, featuring advice and feedback 
from a variety of professional stakeholders.

The Society also commissioned a blood 
donation campaign to encourage people 
to donate blood as part of a legitimate 
COVID-19 related reason to leave the 
house during isolation. By June 2020, this 
innovative campaign had reached more than 
32,000 people via Facebook alone.

Counselling and mental health services were 
moved to Zoom and telephone counselling 
during lockdown to ensure ongoing service 
delivery.  A Thalassaemia and Sickle Cell 
Society of NSW YouTube Channel was 
created for the counsellor to distribute 
mental health information and tools for 
families coping with isolation.

Representation and advocacy 

Throughout 2019/2020, the Society 
provided representation and advocacy to 
government, non-government and clinical 
stakeholders.

Evolving migration and settlement 
demographics within NSW continues to 
drive increased numbers of patients living 
in South West and Western Sydney needing 
care at Liverpool Hospital. This year, the 
Society continued to focus on reaching 
communities in Western Sydney including 
significant advocacy work carried out with 
HCNSW in preparation for the Parliamentary 
Inquiry into Health Services in South West 
Sydney.

Community awareness and 
education 

The Thalassaemia and Sickle Cell Society 
of NSW provides a range of education and 
awareness services and resources, including 
health promotion information at a range of 
community events and via electronic and 
print media platforms.

Patient mental health support

The Society’s counsellor provides client 
centred one-to-one counselling (in person, 
phone and over Zoom) to the community 
and their families and a range of social 
support services, online psychoeducational 
material and referral pathways to support 
our diverse patient base.  
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FINANCIAL REPORT 

This has been a challenging year financially 
for Health Consumers NSW. Our traditional 
sources of income were all seriously reduced 
by the pandemic.

Despite these challenges, HCNSW achieved 
an operating surplus of $36,919 and had net 
assets of $216,277, as at 30 June 2020. 

Sixty-seven  percent of this income was from 
our grant with the NSW Ministry of Health. 
The Board of HCNSW thanks the NSW 
Ministry of Health and Minister Hazzard for 
their continued support. The NSW Ministry 
of Health allowed us to use part of this grant 
to support the development of our COVID-19 
Consumer Taskforces, the Health Consumers 
Representatives Hub, and Amplify. We could 
not have resourced our response without 
this support.

In March, we ceased all face-to-face training, 
including a planned Graduate Certificate in 
Consumer and Community Engagement. 
This course generates a significant 
proportion of our training income, which 
fell 68 percent from last year. We do expect 
training income to recover in 2020-21 
through the creation of new online training 
offerings. We will resume face-to-face 
training as soon as it safe to do so.

Consultancy work and workshops with 
health services also experienced a significant 
decline. Income from our consultancy work 
fell by 43 percent and workshop income 
decreased by 74 percent. We are exploring 
ways to offer consultancy and workshops 
online and expect this work to pick up in 
2020-21, although not to the same extent as 
previously.

These financial challenges were offset 
by a new partnership with Sydney Health 
Partners. HCNSW received $70,000 for 
the first stage of this project (11 percent of 
our income for the year). The details of this 
work are outlined on page 15 of this report. 
HCNSW has, for many years, been looking 
for ways to further diversify our sources 
of income; working with universities and 
researchers represents a new source of work 
and income for us.

Commonwealth Government support 
from Jobkeeper and the cash flow boost, 
represented 13 percent of our income. 

This year we also established a Governance 
and Finance Board Subcommittee. It 
advises the Board on financial and other 
risks, provides detailed oversight of our 
financial reports and ensures we continue 
to comply with our contractual obligations 
and the financial reporting requirements of 
the Australian Charities and Not-for-profits 
Commission.

I would also like to thank Kip Turner and 
Mitra Yeganeh from Accounting Evolution 
for their ongoing accounting support and 
Anthony Bradshaw from Cabot Square for 
being our independent auditor. A copy of 
the Independent Auditor’s Report is included 
on page 28 of this report.

John Garbutt 
Chair
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FINANCIAL POSITION 

This financial year • 2019 - 2020

Last financial year • 2018 - 2019

The summarised accounts presented with this report are for the financial year 1 July 2019 to 30 
June 2020. You can order a copy of the audited financial statements from HCNSW on request.
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Health Consumers NSW Incorporated 
ABN 70796686003 

Independent Auditor's Report 
To the Members of Health Consumers NSW Incorporated 

We have audited the accompanying financial report of Health Consumers NSW Incorporated, which comprises the 
balance sheet as at 30 June 2020, the statement of profit or loss for the reporting period then ended, notes 
comprising a summary of significant accounting policies and other explanatory information, and the directors' 
declaration. 
      
Management's Responsibility for the Financial Report 

Management is responsible for the preparation and fair presentation of the financial report in accordance with the 
accounting policies described in Note 1 to the financial statements and for such internal control as management 
determines is necessary to enable the preparation and fair presentation of a financial report that is free from material 
misstatement, whether due to fraud or error. 

Auditor's Responsibility 

Our responsibility is to express an opinion on the financial report based on our audit. We conducted our audit in 
accordance with Australian Auditing Standards. Those standards require that we comply with relevant ethical 
requirements relating to audit engagements and plan and perform the audit to obtain reasonable assurance about 
whether the financial report is free from material misstatement. 

      
An audit involves performing procedures to obtain audit evidence about the amounts and disclosures in the financial 
report. The procedures selected depend on the auditor's judgement, including the assessment of the risks of material 
misstatement of the financial report, whether due to fraud or error. In making those risk assessments, the auditor 
considers internal control relevant to the entity's preparation and fair presentation of the financial report in order to 
design audit procedures that are appropriate in the circumstances, but not for the purpose of expressing an opinion on 
the effectiveness of the entity's internal control. An audit also includes evaluating the appropriateness of accounting 
policies used and the reasonableness of accounting estimates made by management, as well as evaluating the 
overall presentation of the financial report. 

      
We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis for our audit 
opinion. 

Opinion 

In our opinion, the financial report presents fairly, in all material respects, the financial position of Health Consumers 
NSW Incorporated as at 30 June 2020 and its financial performance for the reporting period then ended in 
accordance with the accounting policies described in Note 1 to the financial statements. 

Basis of Accounting 

Without modifying our opinion, we draw attention to Note 1 of the financial report which describes the basis of 
accounting. The financial report has been prepared by management to satisfy the requirements of the company's 
constitution and to meet the needs of members. As a result, the financial report may not be suitable for another 
purpose. 

     
Name of Firm: Cabot Square 

Name of Partner: Anthony Bradshaw CA# 72837   

Address: 3 Spring St, Sydney NSW 2000 
Date: Monday, 7th September 2020 
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THANKS & ACKNOWLEDGMENTS

• All of our members for your continued 
support.

• Our individual members who serve every 
day as consumer representatives with 
health services and research institutions 
across NSW.

• Our Board – for the many voluntary 
hours our Board Members contribute, 
especially John Garbutt (Chair), Neil 
Fraser (Deputy Chair) and Annette Bray 
(Secretary). 

• Our colleagues at the other Australian 
state and territory peak consumer 
organisations and the Consumers Health 
Forum of Australia.

• The NSW Consumer and Community 
Participation Managers’ Network.

• Associate Professor Angela Todd and 
Linda Komarek from Sydney Health 
Partners and the Steering Committee 
for HCNSW’s Involving Consumers in 
Research project: Ms Mary Potter, Mr 
Mohit Kumar, Professor Yun-Hee Jeon, 
Professor Kathryn Refshauge and 
Professor Allison Tong.

• Professor Stacy Carter, Professor 
Annette Braunack-Mayer, Dr Jacqueline 
Street, Belinda Fabrianesi and Tory 
Hayward of the Australian Centre for 
Health Engagement, Evidence and 
Values (ACEEV). 

• Dr Anne Marie Hadley – NSW Chief 
eXperience Officer. 

• Katie Toohey and Joe Waller from Bang 
the Table for their support in helping us 
to rapidly launch our online engagement 
platform Amplify.

• Lynda Johnston, SWSLHD Consumer 
and Community Participation Manager, 
and the SWSLHD Consumer and 
Community Council for their ongoing 
support and participation in the piloting 
of new training courses and workshops.

• Members of the Learning Networks 
Co-Design Project.  

• Professor Lisa Bero and Dr Lisa Parker 
and other members of the Evidence, 
Policy and Influence Collaborative in 
the Charles Perkins Centre, School of 
Pharmacy, The University of Sydney 

• Professor Nick Goodwin, Lucy McEvoy 
and the team at the International 
Federation of Integrated Care Australia 
(IFIC) for having Anthony as their 
keynote speaker and for the webinar. 
HCNSW is a Thought Partner with IFIC 
Australia.

• Tim Gordon and Gilbert and Tobin for 
their pro bono legal services.

• The student design team from the 
University of Technology Sydney, Alter: 
Holly Roulstone, Gennalie Espino, Maria 
Esquival, Jesse Hall and Yufei Pan. 

• Members of the COVID-19 Consumer 
Leaders Taskforce and Consumer 
Rep Hub for their partnership to find 
innovative ways to hear what matters to 
consumers during challenging times.

• The members of the Mesh Consumer 
Advisory Group and the staff from the 
Office of the Chief Health Officer.

• Jae Redden and the members of the 
Consumer Advisory Group of the Royal 
Australasian College of Physicians.

• Professor Jennifer Reath and the 
Department of General Practice at 
Western Sydney University.

• Lynda Anvieh for her help with graphic 
design. 

• Greg Collins for his help with our training 
and communication speech-bubble 
blackboards.

• The Scribe Network for Annual Report 
production (Helen Signy & Julie Nance) 
& Cocoon Creative for design. 
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We are grateful to the long list of people who have worked hard to help us achieve many great 
things over the past year. 

The Board and staff of Health Consumers NSW would like to thank and acknowledge:
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