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Supporting Everyone to be healthy and live well 

 
PURPOSE OF THE ROLE 

 
The Consumer Engagement Coordinator coordinates, promotes, supports and evaluates 
consumer participation and patient experience across Echuca Regional Health. 

 
 

Position Details 
Position Title: Consumer Engagement Coordinator 
Department: Quality, Risk and Innovation 
Reports to: Director Quality, Safety and Innovation 
Positions Reporting to this role: Nil 
FTE: 0.6 
Budget:  
Enterprise Agreement: Health and Allied Services Managers and 

Administrative Workers 
Position Classification: Grade 4 - 5, dependent on qualifications and 

experience. 
Position Description last reviewed:  September 2026 

 
Key Accountabilities 
Facilitate the implementation and ongoing management of the ERH consumer 
engagement framework and strategy for consumer participation at ERH. Support units to 
implement and deliver on priority actions within the Safer Care Victoria’s Consumer 
Participation Framework, the National Safety and Quality 
Health Service Standards (NSQHSS) and other relevant standards. 
Act as a resource and support for relevant committees with regard to consumer 
participation. 
Facilitate the ERH response to consumer feedback. Support departments to respond to 
consumer feedback and identify improvements. 
Coordinate systems for collecting, analysing and reporting consumer feedback. 
Monitor patient experience data, surveys, complaints and consumer insights. Identify trends 
and opportunities for service improvement. Undertake improvement activities in relation to 
consumer participation at ERH. 
Co-ordinate organisational Patient Experience Surveys including Victorian Healthcare 
Experience Survey (VHES) and related surveys. Communicate results through reports to 
units and managers. 
Recruit, orientate, support and retain consumer representatives. Assist in evaluating 
consumer engagement initiatives and measuring outcomes. 

Co-ordinate the development of Patient Stories across ERH including the development and 
review of patient story guides and tools and the provision of education and support to staff. 
Publish and promote patient stories and maintain a patient story register. 
Facilitate and support consumer participation, including maintenance of a consumer register, 
development of documents to outline recruitment, orientation and training of consumers and 
evaluation of consumers experience as participants at ERH. 
Develop reports for management and Board, Executive and operational committees. 
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Lead the development and review of ERH policies and protocols relating to consumer 
participation and patient experience. 

 
Organisational Responsibilities 
Positively promote ERH within and externally to the organisation 
Comply with the ERH and Victorian Public Sector Code (VPS) of Conduct 
Each employee has a responsibility to comply and promote practices with all ERH policies 
and procedures and familiarise themselves with those relevant to their position 
Comply with relevant registration bodies mandatory continuing professional 
development requirements 
Carry out all work and interactions in alignment with the CARE values 
Each employee has a responsibility to comply with and promote relevant legislation and 
professional standards in relation to safety, quality and risk relevant to their position 
Each employee has a responsibility to comply with and promote compliance with the 
National Safety & Quality Health Service Standards and other industry standards and 
relevant regulatory requirements 

 
CARE Values 
All staff are expected to behave in a way that is in alignment with our corporate values: 
Collaboration 

 

 
 

Works with a team focus 
Cooperates with others and gains input and support to assist in 
achieving objectives 
We work with others to achieve shared goals 

Accountability 
 

 

Monitors the impact of one's own behaviour on others 
Supports a "no-blame" culture in reporting incidents and helping to 
effectively resolve them 

Respect 
 

 

Treats people fairly and openly 
Treats people with dignity 
Demonstrates personal standards of consistency, tolerance and patience 

Excellence 
 

 

Consistently supports and follows organisational policies and 
procedures 
Actively participates in identifying opportunities to improve what we 
do 

 
Key Relationships 
Internal External 
ERH clinical staff Consumers, patients, families, carers and the 

local community 
Managers and senior leaders  
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Selection Criteria 
Essential: 
Qualifications: 

• Experience in a consumer/community related role or position. 
A demonstrated understanding of patient, carer and consumer participation in 
healthcare including relevant guidelines, frameworks and standards. 
Exceptional interpersonal skills and an ability to work collaboratively with internal and 
external stakeholders to drive consumer engagement initiatives. 

Excellent communication skills, both verbal and written. 

Experience with project management with proven ability to plan, implement and 
evaluate specific projects. 
Demonstrated high-level report writing skills with the ability to collect, interpret, analyse 
and present data. 

Computer literacy, with proficiency in Microsoft Office (Word/Excel/PowerPoint). 

Ability to create publication and communication material 

Satisfactory evidence of; National police check, Working with Children’s and Vaccination 
status in line with policy and procedure at this time. 
Desirable: 
Relevant tertiary qualification in health, nursing, allied health, health promotion, human 
services or community field. 
Knowledge and experience of quality improvement. 

 
 
 
TERMS & CONDITIONS OF EMPLOYMENT: 
Terms and conditions are in accordance with the Letter of Offer and Contract of 
Employment. 

 
I acknowledge that I have received a copy of this position description. I have read (or 
have had read to me) and understand the requirements of this position. I agree to work in 
accordance with this position description. 

Signed: Date: / / 
 
 
Print Name: 

 
cc: Employee File 
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