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LEAF Phase 2 National Community Consultation (NCCP) 
Digital Engagements Report 
This report summarises activities and learnings from the InnoWell National Community 
Consultation (NCCP) Phase 2 digital engagements. Including what we heard, what we 
learned; and  how we intend to use this to both inform the final NCCP report and  influence 
our  Phase 3 Engagement Activities Timeline. (Refer Appendix 1) 

 
 
Digital Poll questions   
 
Overview: 
As a starting point, over December 2018 and January 2019, we asked some quick poll 
questions on the Digital Engagement Platform (DEP). These were co-developed and 
promoted via LEAF networks.  
 
What we asked: 

1. Ideally, what level of involvement do you think people with lived experience should 
have in the decision making processes, policies and operations of Australian mental 
health services?  
 

2. Currently, what level of involvement do you think people with lived experience 
actually have in the decision making processes, policies and operations of Australian 
Mental Health services?  
 

3. In your experience, what role should  people with a lived experience have in the 
governance of mental health services?  
 

4. In your experience, what role DO people with a lived experience have in the 
governance of mental health services?  

 
What we heard: 
We heard from a total of 16 people, and these responses will be included in our final 
report. For a breakdown, see Appendix 2. 
 
What we learned from an operational perspective: 
Whilst a total of 16 people found the poll questions on the DEP and managed to register to 
respond to the first poll question, numbers significantly dropped off at the second question 
(n=11), with no responses at all to the 3rd and 4th questions. Respondents needed to click 
through to complete additional questions and do not appear to have been aware of this 
potentially due to layout or difficulty navigating the DEP. 
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Next steps: 
● We took these learnings to our February 2019 WG Meeting and used them to 

inform a subsequent overhaul of the DEP and the launch process prior to Digital 
Survey 1. 

● This included moving the original DEP template to one that was deemed a more fit 
for purpose, and optimising headers and font sizes to make the steps more obvious.   

 
 

 
Digital Survey One:  Understanding the needs of people with lived experience. 

 
Overview 
Content for this survey was co-developed by working group (WG) members at their 
February meeting, based on agreed themes identified as baseline questions. As our first 
digital engagement, we decided to perform a ‘soft launch’ of the NCCP baseline questions 
to trusted networks order to test the process and user experience of navigating the DEP 
and completing the engagement activity. Allowing us to mitigate risk, troubleshoot the 
process and user experience on the DEP prior to a broader community hard launch of 
Survey 2.  
 
What we asked: 

1. Are you comfortable sharing your mental health experiences online? 
2. Have you searched online to learn about mental health? 
3. Have you seen or spoken to anyone about your mental health? 
4. Has anything stopped you seeing or speaking to someone about your mental 

health? 
5. Who or where would you turn if you wanted to see or speak to someone about your 

mental health? 
6. When seeing or speaking to someone about your mental health, what is most 

important to you? 
7. When it comes to accessing mental health support services, what is most important 

to you? 
 
The survey consisted of seven questions and remained open for one month. 
 
What we heard 
Total number of respondents = 28 (For an overview, refer to Appendix 3). We also spoke to 
those who declined or were unable to participate due to barriers in order to better 
understand their experiences. 
 
What we learned from an operational perspective 
The soft launch of Digital Survey 1 was a very valuable learning experience for the LEAF. It 
enabled us to identify significant barriers and opportunities for improvement.  
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Key learnings included: 
● The process and user experience on the DEP was clunky, not clear or intuitive 
● The registration process was a significant barrier. People found it technically difficult, 

and they were wary of trusting the DEP with their personal information. 
● Identified glitches and inconsistencies in the auto-respond message for participants.  
● Participants found the DEP difficult to understand and navigate in general. 
● More than one participant told us that they found the process overwhelming. In at 

least one incidence this meant that they declined to continue. 
● That we needed to significantly improve useability and reduce known barriers (e.g. 

registration) for people to be prepared to use it.  
 

Outcomes 
● Once closed, a survey report was generated (refer to Appendix 4) and learnings 

added to those reviewed at the June meeting to inform Phase 2. Four Delivery 
Streams outcomes.  

● All survey responses will be included in the final NCCP report.  
● Identified and where possible, removed barriers to engagement. Such as elimination 

of lengthy registration process. 
● Refined DEP  - improved usability, consistency of language, fixed broken links and 

optimised content  
● Applied these learnings to Digital Survey 2 content and launch. 
● Utilise complementary methods of obtaining baseline question responses such as 

distribution of baseline question postcards at community engagement events. 
  

 

 
Digital Survey 2:  Who do you trust with your mental health information? 

 
Overview: 
At the April WG meeting members co-developed the questions for Digital Survey 2 and 
refined on communications strategy in line with learnings from the soft launch of Digital 
Survey 1. Once all technical changes recommended following Survey 1 had been 
implemented, the survey was publicly launched and remained open for the month of July. 
The survey was disseminated and promoted via LEAF networks and social media posts 
(Linkedin).  
 
What we asked: 

1. What is your age? 
2. How do you identify? (gender) 
3. Do you identify as: (carer / consumer) 
4. Is english your first language? 
5. Are you Aboriginal or Torres Strait Islander? 
6. Have you searched online to learn about mental health? 
7. Have  you seen or spoken to anyone about mental health? 
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8. Has anything stopped you seeing or speaking to someone about your mental 
health? 

9. Would you feel comfortable and confident in sharing your personal information with 
a mental health service using a website? 

10. Do you think it’s safe to communicate with a mental health service using online tools 
like portals or private chat rooms? 

11. Do you feel more comfortable sharing personal information online or face to face? 
12. What do you trust more? (online information, word of mouth, clinician prescribed, or 

none of  the above) 
 
What we heard: 
We heard from a total of 10 people, and these responses will be included in our final 
report.  
Refer: Appendix 4  
 
What we learned and next steps: 
That in regard to digital engagements, reach, uptake and methods of engagement  all need 
to be substantially increased over Phase 3.  Communications strategy and Phase 3 activities 
have been modified to address these learnings. 
Activities plan updated to discontinue polls and, rather than multiple surveys we have 
elected to co-develop one main survey (covering all guiding questions and key themes) and 
a complementary (language focused) sub-survey to be released mid-phase. Both surveys 
will be  translated into languages other than English.  
This approach aims to enable a concentrated LEAF effort on promotion and community 
awareness of the NCCP across Phase 3.  
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Appendix 1: NCCP Phase 3 Activities Timeline
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Appendix 2. Poll Questions (Total of 4 questions, 
listed below)  

 
Total response of 16 people 

 

Total response of 11 people 

 
Note: potential issue with user experience of platform. Respondents needed to 
click through to additional questions and do not appear to have been aware of 
this due to navigation of DEP site. 
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Appendix 3: Digital Survey 1: Understanding the 
Needs of People with Lived Experience 
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Appendix 4: Digital Survey 2: Who do you trust with 
your mental health information? 
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National Community Consultation Phase 2 Review 
4 Delivery Stream Recommendations:  September 2019 
 
The table below summarises the LEAF Working Group’s key recommendations from facilitated end of Phase 2 4 delivery stream sessions held at the 
June 24 Working Group (WG) Meeting utilising the National Community Consultation Program (NCCP) co-design framework.  
To date these learnings have been 

● submitted and utilised in both the internal re-engagement working group and language and tone working group bodies of work. 
● used to inform the Phase 3 engagement activity timeline 
● submitted to management for review and consideration.  

 

Platform: Digital product development (improvements, enhancements, new features) 

What we heard ● An online solution needs a simple, user-friendly onboarding process. (no longer than 15 minutes) 
● The user experience needs to guide people on a journey, a chat-bot feature to enable this would be desirable. 
● Improvements need to be made on the current platform onboarding experience, language, tone and general useability. 

Particularly the a person’s onboarding experience - health cards, dashboard, + questionnaires. 
● Must have a clear voice (tone and tenor) and consistency of language to reflect/reinforce that 
● People are more likely to trust an online solution that looks and feels familiar and can be personalised  
● Having to continually repeat their story is a barrier for people when it comes to reaching out as well as engaging with a service or 

a  health care provider. 
● Peer support is of significant benefit to people with lived experiences 

 

Key Recommendations 1. That the entire findings from all reports plus summary above be utilised immediately by product development to inform the work of 
the re-engagement working group body of work and the concurrent Language and Tone Style Guide and content audit activity.  
 

2. The concepts of a person needing to have a user experience that is familiar and able to be personalised in order to trust and 
engage, as well as pain point of having to continually repeat their personal story to multiple health professionals were common 
across all consultations.  
The working group recommends the exploration of the viability of co-designing a prototype of a simple  app that addresses this 

 

Recommendations 4 Delivery Streams_September 2019 

99 of 101

FOI 1387 99 of 101 DOCUMENT 42

THIS D
OCUMENT H

AS BEEN R
ELE

ASED 

UNDER THE FREEDOM O
F IN

FORMATIO
N ACT 19

82
 

BY THE D
EPARTMENT O

F H
EALT

H



 
 
 

pain point. The group recognises that a digital solution to this problem would likely be transferable across more than one health 
setting and as such feel that it would be more adaptable if it were to be a stand alone app that can plug into the platform. 
 

3. That InnoWell consider the future addition of a co-designed chatbot feature that could guide and enable the individual ideally with 
a non-judgmental peer worker type persona.  
 

4. The development of additional culturally safe and diversity specific features and resources. 
 

5. That the NCCP Phase 3 timeline is informed by the Phase 2 findings. Specifically that: we will make exploring the needs of 
Support Person as a priority, include greater Peer Worker representation in our community engagements and co-develop a 
specific engagement and sub-survey around mental health related language. There will be one main digital survey covering all 
NCCP themes to run across Phase 3 and a sub- survey exploring language further on a National scale. We will also investigate 
the potential of translating digital surveys into languages other than English.  

Implementation: Implementation related service level improvements 

What we heard ● Public visibility of trials within communities would build trust and potentially uptake. 
● Peer support workers are trusted and valued by people with lived experience 
● People trust products and services when they can see real people are involved, and when they can see themselves reflected and 

considered in the promotional material. 
● People trust products when their trusted networks and peers endorse/recommend them. 
● People need to see the value in a product for them to want to be part of it 
● Products and services should always be culturally safe and appropriate/accessible. 

Key recommendations 1. That the role of peer workers and other lived experience advocates/champions with trial sites be identified and included. 
 

2. That promotional material is developed using local sourced images, culturally and community appropriate. 
 

3. The LEAF continue to explore opportunities to increase understanding and visibility of trial status and uptake  in order to optimise 
their ability to support, guide and advise Project Synergy from a lived experience perspective.  
 

4. As it is crucial to have scale-able consistent education and training that includes all stakeholders, identify ways that the LEAF can 
work with both the Education and Training Manager and Marketing team more closely to co-develop resources that speak to the 
value of individual as well as other key stakeholders.  
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5. Identify proven Platform/Project champions within trial sites to better support implementation and individual engagement. 

 
6. That peer workers be formally trained as subject matter experts within trial sites and optimally equipped to champion the project 

and platform.  
 

7. Consider forming community advisory groups within trial sites that can continue on post project.  
 

8. WG identified and included additional groups and priorities to engage with /focus on learning from or prioritize such as cultural 
safety for Aboriginal and Torres Strait Islander, multi-cultural and other diversity cohorts, support person, peer workers and 
language across Phase 3 in accordance with these learnings. 

InnoWell: Governance, process and procedures improvements 

What we heard People trust what they see being used and promoted in their community (online or in real life) and also when organisations partner with 
brands and organisations that they or someone else they know  trust and respect.  

Key recommendations  1. InnoWell work with WG to explore LEAF networks and expertise of the community and sector to identify and leverage potential 
lived experience /health sector partners and commercial opportunities.  
 

2. Support working group  to collaborate  on creating content articles that would raise awareness of the LEAF related work of 
InnoWell and potentially support brand recognition and credibility within the community and sector.  

Broad Policy: Presentations reports or publications that contribute to the broader mental health policy reform agenda. 

What we heard  There were no key findings in this stream for Phase 2.  

Key recommendations LEAF to contribute to more organisational visibility at key conferences and by collaborating on articles.  
Action plan will be developed at  October WG meeting. 
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