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Improving outcomes through rehabilitation management systems: a continuous improvement guide
Appendix 5: Consultation

Before you start any form of consultation, you need to consider why you are doing it and what you want to achieve. It is also important to use more than one method of consultation to achieve a better result, both qualitatively and quantitatively.

Things to consider when consulting

· Understand what you are consulting on and why.
· Understand what you hope to achieve through consultation.
· Determine the target groups to be engaged in the consultation.
· Consider the types of responses the groups are likely to provide (e.g. individuals may be more inclined to provide personal views, whereas a representative group may provide considered thoughts on the issue and may have stronger views than other groups).
· Consider methods of consultation and determine which are the most appropriate to achieve the outcome (e.g. face-to-face or posted questionnaires, online feedback, draft documents for feedback, focus groups, meetings, or discussion groups.)
· Plan how you will capture, collate, analyse and report on the information gained through consultation.  
Tips for successful consultation

· Have a planned approach. 

· Integrate consultation into your usual business practices.
· Communicate clearly and appropriately.
· Ensure commitment to consultation from managers, staff, and customers/stakeholders.
· Consult early and provide adequate time for a response.
· Be sensitive to the consultation group and ensure confidentiality where appropriate.
· Help people participate by making the consultation process flexible and user friendly

· Use plain language.
· Expect the unexpected.
· Give feedback to users if the consultation process changes the approach, document etc. – inform the user group of the outcome of their input.
· Evaluate the effectiveness of those chosen to consult, the methods used, the timeframes for consultation, the overall approach, the cost and the overall outcome.
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