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ACKNOWLEDGEMENT OF TRADITIONAL OWNERS
The Peter MacCallum Cancer Centre
(Peter Mac) acknowledges the traditional
owners of the land on which our five sites
are located throughout Victoria.
We recognise their strength and resilience
and pay our respects to their Elders past,
present and emerging.

Aunty Pam Pedersen AOM, Yorta Yorta

Yoolongteeyt Vicki Couzens, Gunditjmara

Peter Mac partnered with Breast Cancer Network Australia
to facilitate a workshop with 16 Aboriginal and Torres Strait
Islander women who came together over three days to create a
possum skin cloak for our patients undergoing care at Peter Mac.
This is the first possum skin cloak in a Victorian public hospital.
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ABOUT PETER MAC
Peter Mac is a leading cancer research; education
and treatment centre globally and is Australia’s
only public hospital solely dedicated to caring for
people affected by cancer.
We have over 2700 staff, including more than 580
researchers, 180 volunteers and around 100 formally
engaged consumer representatives. Our team is
focused on advancing better treatments, better care
and cures for cancer. Our vision is the best in cancer
care, accelerating discovery, translating to cures.
Our main centre is located within the Victorian
Comprehensive Cancer Centre building in Melbourne
with radiation therapy services also provided through
Peter Mac centres located in Bendigo, Box Hill,
Moorabbin and Sunshine.
Peter Mac values input and advice from our
consumers. Their ideas and feedback help us to
develop services that meet the needs of our patients,
their carers and families.
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FOREWORD FROM CEO AND COMMUNITY ADVISORY COMMITTEE CHAIR
Welcome to Peter MacCallum Cancer Centre’s
Consumer and Community Engagement Compass
2019-2022. The term Compass was chosen as
it is believed that this clearly reflects the fact
that feedback received from our consumers and
community informs our future directions.
Peter Mac is dedicated to ensuring we have an
engaging culture and way of working that proactively
involves patients and the wider community in
informing decisions related to the planning, delivery
and evaluation of all of our services.
As a state-wide service, the needs of our consumers
and community are complex and ever changing. We
recognise that each person is unique and one cancer
experience is not the same as the other. Knowing
who our consumers are and what is important to
them, is essential to our model of success. It is for
these reasons that the Consumer and Community
Engagement Compass is integral to the work of
Peter Mac and our patients are at the centre of our
Compass.
The Consumer and Community Engagement
Compass has the support of the Peter Mac’s Board,
Community Advisory Committee and staff and we
look forward to working together to action it.

Lisa Dunlop
Interim Chief Executive Officer

Ian Dunn AM
Community Advisory
Committee Chair
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CONSUMER ENGAGEMENT AT PETER MACCALLUM CANCER CENTRE
WHY ENGAGE?
At Peter Mac we engage with our consumers
and our community because we know that better
engagement leads to better care outcomes. Direct
engagement with people who have been affected by
cancer, whether as a patient, carer or family member,
brings a greater depth of personal experience and
knowledge to enable the development of services
which are relevant and practical for Peter Mac
consumers. Our consumers and community come
from a diverse range of locations and cultural
backgrounds and it is important to us that we
understand the individual needs of each person
to ensure that care and services can be tailored
appropriately.
With the help of consumers we can:

A CONSUMER AND COMMUNITY ENGAGEMENT
COMPASS INFORMED BY OUR CONSUMERS
In order to create a Consumer and Community
Engagement Compass that is genuinely reflective of
the needs and aspirations of our consumers, it was
decided that direct face-to-face engagement was
required.
In 2017, we embarked on a community consultation
process to seek input from our consumers,
community, staff and relevant stakeholders to
inform development of the Compass priorities. Four
workshops were held in Shepparton, Traralgon,
Bendigo and Melbourne to ensure the views of our
state-wide consumers were represented. We would
like to take this opportunity to thank all participants
for their insightful feedback which has led to the
development of this Compass.

`` Learn about consumer experiences and
expectations
`` Gain input and advice from current or future
users of our service
`` Draw on the expertise and advice from other
sectors on ways we can improve our service
`` Gain a better understanding of how we are
tracking
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INVESTMENT AREAS EMERGING FROM THE CONSULTATION PROCESS
Overall, participants reported a high level of
confidence in Peter Mac and the ways in which
we engage with our consumers. However, they
also indicated room for strengthening aspects of
Peter Mac’s care and engagement. A number of
key themes emerged from our conversations with
consumers and the community and these themes
led to the development of four Investment Areas to
represent the aspirations of those consulted:
INVESTMENT ONE:
INFORMATION AND COMMUNICATION
Universally, participants reported a need for a
more comprehensive understanding of the cancer
information and treatment options available to them.
Communication regarding correct timing of the
provision of information was also important.

“My mind could not take in all of the
information at the beginning - I was
still in a state of shock”

INVESTMENT TWO:
NAVIGATING YOUR CANCER EXPERIENCE
Participants expressed a need for better mapping
of the cancer pathway and an understanding of the
steps which are expected to occur along the way.
Having a general idea of the path they are on can
build patient resilience by placing milestones that
indicate progress and promote success.

“It’s a bit like falling off a cliff”
- Bendigo participant

At Peter Mac we recognise that having a navigation
path through the cancer experience can be
empowering. Allowing the patient to take more
control of their circumstances can provide comfort
and security.

- Shepparton participant

At Peter Mac we recognise that timely and accessible
information is essential in order to understand a
diagnosis and support choices regarding treatment
options. We are committed to improving the provision
of accessible information to patients, at a time when
they feel ready to absorb it. Our communication
approaches regarding the provision of information
will reflect our commitment to empathy for
the patient, their carers and their individual
circumstances.
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INVESTMENT AREAS EMERGING FROM THE CONSULTATION PROCESS
INVESTMENT THREE:
BUILDING CAPACITY

INVESTMENT FOUR:
SUPPORT NETWORKS

Participants expressed a desire to be informed and
active partners in their care and for staff to consult
with them regarding decisions about their care and
services provided.

Acknowledgement was given to the important role
of family, friends and carers throughout a cancer
experience. More emphasis on nurturing this group
was widely supported.

“We need to be able to advocate for
ourselves”
- Traralgon participant

At Peter Mac we acknowledge that a cancer
diagnosis has a major impact on all aspects of
life, including family, work and finances. We are
committed to building individual and collective
capacity so that the patient’s confidence in both self
and the hospital is enhanced and they feel equipped
to advocate for themselves and be equal partners in
their care.

“Some of the best support we got
came from someone we had never
met, but they had been through the
same thing and understood what we
were going through”
- Traralgon participant

At Peter Mac we understand how crucial support
networks can be to support physical, emotional
and spiritual wellbeing. We are committed to
strengthening the network of care to build resilience
and enhance wellbeing.
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CONSUMER AND COMMUNITY ENGAGEMENT COMPASS DIRECTIONS
The following tables provide an overview of the
direction in which our compass will lead us to
address the Investment Areas over the next three
years, as well as a status update on current projects
and initiatives working towards improvement in
these areas at Peter Mac.

INVESTMENT AREA ONE: INFORMATION AND COMMUNICATION
YOU TOLD US YOU NEED:
33 Assistance knowing where to go for appropriate information
33 Information provided at the ‘right time’ for you to best absorb it
33 Information that extends beyond the illness to support the whole
of life impacts of a cancer diagnosis
33 Information that is accessible and in a language you can understand

WE ARE CURRENTLY WORKING ON:

OVER THE NEXT 3 YEARS WE WILL:

`` Appointment of Patient Navigators to all Cancer
streams at Parkville to improve appointment
coordination and system navigation support for
patients in our clinics.

`` Work with consumers and community
to review all tumour stream
information packages to ensure they
are inclusive and accessible.

`` Improving access to cancer information and
resources by introducing a centralised Information
Hub in Specialist clinics at Parkville. The Hub will be
resourced by trained “Cancer Information Scouts”
who can help patients and their families source the
information which is most relevant at the time.

`` More broadly promote the support
programs and services that exist and
are available to consumers at Peter
Mac.

`` Developing a Cancer School program in the
Wellbeing Centre in Parkville to offer a number of
information and support sessions on fatigue, exercise,
lymphedema, nutrition and emotional wellbeing topics
delivered by staff from Peter Mac’s allied health and
psychological oncology teams.
`` Radiotherapy team at Bendigo are developing a
suite of videos within their “PEARL” project to inform
patients of what to expect during radiotherapy
treatment.
`` Ensuring that Peter Mac volunteers are able to
support patients, families and carers with a wide
range of information and supports available – such as
promoting the use of Telehealth education for our rural
and regional patients and carers.

`` Increase our use of online
mechanisms to inform and engage
consumers, their families and the
community.
`` Collaborate with industry experts
to develop new models of cancer
information provision and provide
accessible ‘whole of life’ information
and support (financial, social, and
spiritual) to consumers and carers.
`` Build stronger partnerships with
local cultural groups to ensure our
culturally diverse consumers receive
information and support to meet their
communication needs.
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CONSUMER AND COMMUNITY ENGAGEMENT COMPASS DIRECTIONS

INVESTMENT AREA TWO: NAVIGATING YOUR CANCER EXPERIENCE
YOU TOLD US YOU NEED:
33 Greater emphasis on care coordination
33 Increased understanding of the treatment pathway to enable goals to be set and milestones to be
celebrated
33 Increased case management services
33 Assistance linking into local services upon discharge (particularly regional and rural consumers)

WE ARE CURRENTLY WORKING ON:

OVER THE NEXT 3 YEARS WE WILL:

`` Development of the Cancer School program (as
described in Investment Area One).

`` Increase information and support
to enable patients to successfully
transition to home, survivorship, local
or palliative care when discharged from
Peter Mac.

`` Improving consumer and community access to
cancer information and resources by introducing
a centralised Information Hub and trained “Cancer
Information Scouts”.
`` Developing a Wellbeing champion program piloted
with Peter Mac’s PhD Research department. The
program was developed to help non patient-facing
staff become more involved with patients and their
families to better understand the cancer experience.
`` Increasing utilisation of the Telehealth program
throughout hospital departments, particularly rural
and regional consumers.
`` Chemotherapy Day Unit is introducing a pre
education session prior to the commencement of a
patient’s first course of Chemotherapy.

`` Pilot a program to provide patients
and carers with a more personalised
approach to care.
`` Strengthen partnerships with
providers in regional and rural areas
to ensure patients receive more
streamlined consistent patient care.
`` Further collect, promote and publish
a diverse range of patient stories
to provide consumers with real life
examples of the cancer experience.

`` Introducing a shared patient story/feedback at the
beginning of each board meeting and other hospital
committee meetings to increase awareness of patient
experiences and issues.
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CONSUMER AND COMMUNITY ENGAGEMENT COMPASS DIRECTIONS

INVESTMENT AREA THREE: BUILDING CAPACITY
YOU TOLD US YOU NEED:
33 Treatment as a ‘whole person’ and not just a person diagnosed with cancer
33 Greater empathy from staff in regards to personal circumstances and other life stressors
33 Assistance building knowledge and confidence to advocate for yourself
33 Increased personal resilience to reduce anxiety and increase wellbeing

WE ARE CURRENTLY WORKING ON:

OVER THE NEXT 3 YEARS WE WILL:

`` Delivering a Consumers in Co-design training to staff
to share how to ensure consumer ideas help to shape
hospital decisions, projects and research

`` Develop a hospital-wide patient
experience training program to
strengthen staff understanding and
engagement with our community and
consumers.

`` Development of a patient experience program to rollout to all staff in late 2019.
`` Introduction of CAC Walk-Arounds following
Community Advisory Committee (CAC) meetings. The
tours allow CAC members the chance to interact
directly with staff, patients and carers in all hospital
departments.

`` Develop a recognition program
for staff that excel at community
engagement and involving consumers
and community in the decision making.

`` Implementing Carer’s Circle in the Wellbeing Centre
to build support networks for families, friends and
carers.

`` Further build the capacity of the
Community Advisory Committee
(CAC) so that they are a strong voice
and advocate for the Community and
Consumer Compass.

`` Developing a Cancer School program in the
Wellbeing Centre to offer a number of information and
support sessions on fatigue, exercise, movement and
relaxation and mindfulness.

`` Grow the range of topics offered at
Cancer School and expand patient
communication channels to make
cancer school topics accessible online.

`` Hosting monthly dinners in the Wellbeing centre for
patients and their families staying in accommodation
nearby to provide a social outlet and opportunities to
meet with other people and share their experience.
`` Delivery of art therapy sessions for patients in the
Wellbeing Centre.
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CONSUMER AND COMMUNITY ENGAGEMENT COMPASS DIRECTIONS

INVESTMENT AREA FOUR: SUPPORT NETWORKS
YOU TOLD US YOU NEED:
33 More structured support directed to family, friends and carers of patients
33 Increased understanding of various cultural backgrounds
33 A welcoming physical environment at Peter Mac

WE ARE CURRENTLY WORKING ON:

OVER THE NEXT 3 YEARS WE WILL:

`` Implementing the recommendations of a recent
cultural safety audit to ensure Aboriginal and Torres
Strait Islander patients and their families feel
culturally safe at Peter Mac Parkville.

`` Implement the findings of the cultural
safety audit across all sites

`` Establishment of a weekly Carers Circle support
group. Two carer peer navigators help to facilitate
the group which meets over morning tea and has
supported almost 200 carers over the last year.
`` Partnering with Chinese Cancer and Chronic Illness
Society to provide support to our patients and carers
each week in the Wellbeing Centre.
`` Health Issues Centre Practice Partners Program
carried out in the Wellbeing Centre with an aim
to increase the engagement of culturally diverse
consumers in Peter Mac’s Wellbeing Program.
`` Food for Thought - guest chefs preparing food from a
variety of cultures in the Wellbeing Centre. One of the
chefs is a current patient who works closely with allied
health to create simple and healthy meals with people
going through radiation and chemotherapy.
`` Introduction of two sleep pods in the Wellbeing
Centre Parkville to allow a quiet space for outpatients
and their carers to sleep and rest.

`` Expand the Peter Mac website to make
support information more accessible
and inclusive to all cultures, abilities
and backgrounds.
`` Partner with external organisations
and experts to deliver a Carers Support
Program.
`` Better understand the needs and
preferences of our diverse patient
and carer community and implement
systems as required to make
improvements.
`` Investigate best practice model for
culturally and linguistically diverse
patient support and implement
changes where appropriate
`` Make small adjustments to the
hospital’s physical environment to
ensure it is welcoming of all cultures.

`` Development of the Wellbeing Centre family space in
place of the meeting room. This space can be utilised
as needed by families- as a place of distraction, small
family celebrations or grieving purposes.
`` Wellbeing researcher engaged by Wellbeing team to
support research initiatives to look at best practice.

CONSUMER AND COMMUNITY ENGAGEMENT COMPASS 2019-2022

11

COMPASS MONITORING AND REPORTING

To ensure we are on track with our Consumer and
Community Engagement Compass, we commit to a
process of review and continuous improvement. This
will include but not be limited to:
`` The Compass Directions table will be regularly
updated and will be publicly available on the
Peter Mac Website and internal staff intranet
`` An annual consumer and community survey will
be carried out to seek feedback on the delivery of
the Compass
`` Working in collaboration with our Community
Advisory Committee to review consumer and
community feedback and undertake regular
evaluation of the Consumer and Community
Engagement Compass.

CONTACT DETAILS
The Consumer Engagement Team welcomes questions or
suggestions about the Compass. If you would like to speak
to one of our team members, please contact us at:
Phone: (03) 8559 7518
Email:

commparticipation@petermac.org

Mail:
		
		
		

Consumer Engagement Manager,
Locked Bag 1
A’Beckett Street
Melbourne VIC 3006
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