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ENGAGEMENT AND PARTICIPATION
In 2015 Shelter Tasmania produced ‘A Tasmanian Consumer Engagement Report’.   
The report highlights that service providers, government and consumers have an interest in and commitment 
to engaging people who use services.  Currently, in Tasmania, people who experience homelessness have few 
opportunities to participate in the design and delivery of the services they use. 

Effective engagement is essential to establishing a trusting relationship between a worker and individuals and 
households.  Engagement is an ongoing process, and it can take time to build up a meaningful rapport  
with consumers. 

Good practice consumer engagement prioritises relationships and a commitment to act on people’s input, and it 
can improve services and the wellbeing of those involved. 

EFFECTIVE ENGAGEMENT 
Consumers accessing the housing and homelessness sector come to a service seeking expert advice and 
assistance about housing situations that they are unable to resolve by themselves. Consumers may be 
experiencing homelessness or housing crisis for the first time, or may have had repeat experiences of housing 
instability. While they come to you for assistance, they are experts in their own lives and need to actively 
participate in decisions.

BENEFITS OF CONSUMER ENGAGEMENT 
Among the reasons for undertaking consumer engagement are the benefits to consumers, your organisation, 
partner agencies and the service system. 
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BENEFITS FOR CONSUMERS
It is a fundamental right to be involved in decisions affecting one’s life.

A sense of self-efficacy is achieved. Participating in the engagement process can lead to an improvement  
of service outcomes. 

Consumers feel they have a voice as the central part of the service system.

Consumers will be respected for the knowledge, skills and experience they bring to the table. 

BENEFITS FOR THE ORGANISATION 
Engaging with consumers in planning, co-design, delivery, and evaluation results in better programs  
and services. 

Current standards require organisations to demonstrate partnerships with consumers. 

Quality improvement outcomes can only be achieved with reliable and comprehensive information about the 
experiences of consumers.

Consumers can be involved in all levels of your organisation, and your policies and systems will support both 
consumers and staff in effective consumer engagement.

BENEFITS FOR PARTNER AGENCIES (I.E. FUNDING BODIES)
There will be consumer-derived evidence that services are meeting the identified needs of consumers,  
helping to focus investment.

It drives greater accountability.  

Organisations provide evidence that consumer engagement is occurring, and that services are meeting 
consumer need, through feedback mechanisms.

Consumer involvement and endorsement of programs and services demonstrates that funding  
is well invested. 

BENEFITS FOR THE SERVICE SYSTEM
The system will operate with a ‘rights focus’, and consumers will be able to navigate the system as, 
and when, required.

Engaging with consumers allows for the identification of what’s working well, what isn’t and where the gaps are.   
It can drive continual improvement to ensure services are meeting the needs of consumers, and that  
services are working well together. 

The guide was informed by  ‘A Tasmanian Consumer Engagement Report’ 2015. It was also developed with input 
from participants of the Shelter Tas ‘Tasmanian Housing and Homelessness Workforce Symposium’ held on 
the 23rd June 2016, which was overseen by the Workforce Development Reference Group and their Resources 
Advisory Sub-Group.
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