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First Impressions Project
Finding our way
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What is environmental health 
literacy?

• How easy health systems are for people to 
use. Includes:

Buildings, signs, websites, policies, 
processes, materials, people and 
relationships 
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First Impressions Project?

• How easy is it to get to and around 
health services

• Based on the work of Rima E Rudd
• 4-6 services a year, 2 consumers, 
• Phone call, internet search, walking 

tour with audit, report
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What has changed?

• Refined our tools
• Strengthened the partnership 
• Embedded processes for change

Health Care Consumers' Association 4



30/4/19

3

Refined the tools
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Refined 
the tools
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Strengthened partnerships
• No more secret shopper 
• Identify and gain buy in from site manager
• Acknowledge who is responsible and 

what’s possible
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Embed processes for change

• Regular discussion: 
– Managers for Parking, Health Infrastructure, 

Website 
• Standard 2: Partnering with Consumers

– Process and follow up
• Criteria for locations:
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• New builds
• Services due for 

change

• Consumer feedback
• Health service request
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Wayfinding changes

• Small changes 
can make a 
difference
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Giving Good Directions 
Fact Sheet
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Meeting our aims

• Given feedback to help the system 
improve

• Embedded governance and 
oversight

• Strengthened partnerships 
• Increased the consumer voice
• Continued flexible approach 
• Monitored health literacy as an 

accreditation standard 
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• Longest continuing health consumer org
• 40 years - 2018
• Official voice for health consumers in ACT
• Consumer led and independent 
• Work in partnership – providers & peaks
• Make health services healthier
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Contact Me
Email: claudiacresswell@hcca.org.au
Phone: 02 6230 7800
Twitter: @healthcanberra
Blog: hcca-act.blogspot.com
Website: www.hcca.org.au
Facebook:
http://www.facebook.com/HCCA.ACT
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http://www.hcca-act.blogspot.com/
http://www.hcca.org.au/
http://www.facebook.com/HCCA.ACT

