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Why consumer stories? 



Why consumer stories? 

“Stories contain almost everything that is 
required for a deep appreciative 

understanding of the strengths and 
weaknesses of a service or system” 

 
 

This is part of the evidence base to shape 
better decisions about health policies, 

services and spending – and to measure 
and evaluate performance. 



“The aim is to equip consumer health 
advocates, health services and health policy 
makers with a relevant and practical tool that 
can assist them to gather, analyse and 
present consumer stories, and use this 
often overlooked evidence base to shape 
health decision-making.” 
 

 
 

 

Real People, Real Data 







Four tools in the toolkit 

• Planning to engage and partner with 
consumers 
 

• Patient life journey 
 

• Consumer interviews 
 

• The health experience wheel 



Planning 



The patient life journey 
 
• A change in health 
• Seeking assistance 
• Diagnosis  
• Treatment 
• Life with a health issue 
 



Consumer interviews 

• Semi-structured interviewing/ structured 
listening 

• Based on the stages in the patient life 
journey 

• Highlights what matters to consumers 
• Rich information about what’s working, 

and what’s not, as people navigate a 
complex health system 









But does it work? 

• Piloted in five settings 
• Tested and validated  
• Like all methods, pros…. and cons! 
• When and where does it work best? 
• It’s flexible and adaptable – and 

CHF can help.  
 



Consumer perspectives 
• “I felt heard.” 
• “The easy way the questions were asked.” 
• “I have done surveys before about my experiences with 

health care providers. I have found these questions to be 
limiting. On this occasion I was interviewed in a way that 
encouraged me to tell my story. Consequently I feel that 
relevant useful information has been collected.” 

• “The conversion of my experience into the different… 
graphical representations. And that through this a greater 
understanding of the issues involved may have been 
obtained by people in a position to improve healthcare for 
others” 



Interviewer views 

• I felt confident about using the toolkit – 
100%* 

• This data will influence decision-making – 
100%* 

• This tool helped me use consumer 
evidence – 100%* 

• The tool captures the consumer voice – 
100%* 

 
*Agree or strongly agree 



Decision-makers 

• The consumer evidence will make an impact 
on our organisation’s decisions – 100%* 

• This process allows consumers to make a 
meaningful contribution to decisions – 100%* 
 
 
 

• *Agree or strongly agree 

 



The Health Experience Wheel 

• “It’s useful because it very clearly articulates and 
presents what the key hotspots are, what the 
patient’s perception is in terms of their 
experiences of using healthcare, what the 
negatives were and also what the positives were.”  

• “You don’t need many of those to get a picture, 
what the key issues are in the organisation or in a 
service. Because they are so powerful in terms of 
how they communicate the issues”.  



• The toolkit is a guide to planning and 
undertaking a consumer storytelling 
project 

• Various applications including measuring 
and evaluating 

• Tested and validated 
• One additional method to add your own 

‘toolkit’.  
 

 

Key points 

http://www.chf.org.au/


 
www.chf.org.au 
 
www.ourhealth.org.au 
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Thank you 
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