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There are over 

2.8 million
Ambulance members 

covered by 1.4 million 
membership policies, and our 
membership call centre speaks 

directly to almost 400,000 
people per year. 



Jane Miller
Chief Executive

I am delighted to introduce 
our Community and Consumer 
Engagement Plan (CCEP) 2023-2028.

The CCEP is an important companion plan for 



Who we are

Ambulance Victoria is a unique and trusted organisation in Victoria’s 
healthcare system. We provide out-of-hospital medical treatment 
and ambulance transport for people in emergencies and draw on 
our clinical expertise and experience to provide advice for less-urgent 
medical issues for all members of the community by connecting them 
to the appropriate care they need. We collaborate with our community 
to deliver the best care possible to our patients.

In 2022, we provided over one million emergency 
responses state-wide and supported a workforce 
of over 7,900 staff , made up of operational, 
corporate and volunteers. Patients and their lived 
experiences inform our service design pathways. 
We pride ourselves on providing patients the 
right care, at the right place, at the right time – 
our Best Care.

We are also a key connector within the health 
and emergency service systems including with 
community, primary health and social services, 
hospitals and health and aged care providers, 
and emergency services.

First Responders are an integral component 
of >7W ResDdce Victoria’sabilnit-9.9 ye to deliver Beste



Our communities  
and consumers
Better health outcomes are achieved when we work together. This is 
why we will continue to build our capability to design, implement and 
measure the outcomes of community and consumer engagement across 
Ambulance Victoria. 

The voice of our communities and consumers 
(and the people who support them) informs 
everything from service design to delivery of 
service and governance. 

Ambulance Victoria’s Community Advisory 
Committee (CAC) was established to provide 
advice and direction to the Board of Directors. 
CAC members are our communities’ advocates, 



7   Community and Consumer Engagement Plan 2023-2028 

62% 7%

31% 75+ year old  
(



This Plan supports delivery of the Ambulance Victoria’s Strategic Plan 2023-2028 by contributing to the 
Strategy’s four strategic pillars of People, Patients, Impact and Connection and associated outcomes. 

Our connection to our 
community and patients 

Will enable us to better meet their needs 
through deeper and ongoing engagement 
and participation.

Delivering the Plan
This Plan supports a strategic shift from an activity-focused 
plan to an outcomes-focused one, which is essential for 
measuring the impact of our work.
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Our Values

Embedded within everything we do are 
Ambulance Victoria’s values, which create a 
shared purpose and understanding of who 
we are, what we stand for, and how we act. 
Our purpose, values and belief guide us every 
day to be successful in achieving our strategic 
objectives and meet community needs and 
expectations.

The Community and Consumer 
Engagement Plan is a living expression 
of the values that Ambulance Victoria 
enshrines. Our purpose 

To provide fair and easy access to 
ambulance and healthcare services, to 
build healthy and resilient communities, 
and to continuously improve our service 
in partnership with Victorians.

We believe

•	 �People deserve health care that 
is responsive, easy to access and 
meets their needs.

•	� Communities thrive when people 
know when and how to seek help.

•	� Services work best when they are 
shaped by the people who use them 
and the partners who deliver them.

Care
We care in ways that 

nurture trust and 
collaboration.





Consumer and community 
engagement is an intentional 
process with the specific 
purpose of working across 
organisations, stakeholders 
and communities to shape 
the decisions or actions of the 
members of the community, 
stakeholders or organisation 
in relation to a problem, 
opportunity or outcome.

International Association for Public  
Participation (IAP2)

Put simply, engagement 
is about involving 
community and 
consumers in key 
decision-making across 
Ambulance Victoria’s 
services, systems, 
processes, governance 
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The Spectrum outlines five levels of participation that can 
be used when engaging with community and consumers. 
Each level has a different impact on the decision-making 
and each comes with a promise about what Ambulance 
Victoria will do. 

Clarifying and communicating with community and 
consumers the degree of participation and influence they 
will have are vital to building and maintaining trusting 
and effective relationships.

Increasing impact on the decision

Levels of 
participation
Ambulance Victoria’s approach to community 
and consumer engagement is guided by the 
International Association of Public Participation 
(IAP2) Spectrum of Engagement, which is 
recognised world-wide as the best practice tool 
for engagement. 

Inform Consult Involve Collaborate Empower

       Public Participation Goal

To provide the public  
with balanced and 





 

Measuring 
success

We will focus our effort  
and investment to achieve  
our outcomes. 

Focus 1
Health  

education

Focus 2
Service  

co-design

Focus 3
Organisational  

capability

Focus 4
Collaborative
partnerships
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We will:

	� develop our employees’ skills and 
knowledge to engage effectively 
with our communities.

	� measure the outcomes of our 
engagement activities.

	� use what we learn to improve  
our services.

	� continuously improve the way  
we engage.

Outcome statements and indicators

3.1 	� Ambulance Victoria staff are capable,  
ȷǯǛǳǳƲƫ٪ƇǾƫ٪ƤȉǾ˚ƫƲǾɅ٪ǛǾ٪ƤȉǼǼɍǾǛɅɬ٪ƇǾƫ٪
consumer engagement

	� A specific skill-set is needed to design, implement 
and measure community and consumer engagement 
effectively. By providing tools, processes and training we 
seek to upskill our community and consumer engagement 
teams across Victoria to create safe and meaningful 
outcomes. 
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