
Relevant key 
strategic 

objectives

‘Health to Aboriginal peoples 
is a matter of determining all 
aspects of their life, including 
control over their physical 
environment, of dignity, of 
community self-esteem, and 
of justice. It is not merely a 
matter of the provision of 
doctors, hospital, medicines 
or the absence of disease 
and incapacity’

National Health Strategy 
Working Party (1989)

Building Aboriginal and Torres 
Strait Islander cultural competence 
and engagement plan 2019–23
Facilitate the effective and efficient management and resolution of health 
service complaints by: 
• providing an accessible, sustainable and effective process for receiving, assessing, resolving, conciliating and/or 

referring complaints about health practitioners and health services 

• assisting people to navigate through the complaints and regulatory system 

• empowering consumers and supporting providers to resolve appropriate complaints themselves 

• partnering with our co-regulators and other stakeholders to ensure the consistent, efficient and appropriate response 
to complaints and concerns.  

Operate an accountable and performance driven organisation by: 
• recruiting, training and supporting a skilled, capable and engaged workforce 

• fostering a culture of collaboration based on shared values 

• developing capable leaders 

• ensuring systems, policies, procedures and work practices support and enhance the work of the office 

• achieving transparent and measurable outcomes.

Strategies

 

Identify and remove potential barriers to accessing OHO services
• Develop and maintain stakeholder/community relationships to identify actual and potential barriers.

• Develop and implement strategies to remove barriers and create pathways to access and engage with OHO services 
and staff.   

• Utilising learnings developed from state-wide consultation with Aboriginal and Torres Strait Islander communities 
undertaken in 2018–191, review organisational processes and practices to identify potential barriers to accessing and 
engaging with the OHO services and staff. 

• Raise awareness amongst OHO staff of actual and potential barriers and their impacts on Aboriginal and Torres Strait 
Islander people. 

Improve awareness of and accessibility to OHO services by Aboriginal and Torres Strait 
Islander people 
• Develop and disseminate tailored resources to improve awareness of OHO services.

• Partner with external stakeholders to provide information and support for Aboriginal and Torres Strait Islander people 
to access and engage with OHO services and staff.

• Ensure engagement strategies undertaken by the OHO are culturally appropriate and consider the unique 
requirements of Aboriginal and Torres Strait Islander people.

• Review outward facing OHO correspondence to Aboriginal and Torres Strait Islander people who engage with the 
OHO to ensure it is culturally appropriate and accessible.  

Improve organisational cultural competence to enable staff to respond to Aboriginal and 
Torres Strait Islander complainants in an effective and culturally appropriate way
• Develop OHO staff knowledge and confidence in communicating appropriately and effectively with Aboriginal and 

Torres Strait Islander people by providing cultural competence training, coaching and support.

• Develop OHO staff knowledge about issues affecting and impacting on the health of Aboriginal and Torres Strait 
Islander people, and their ability to access culturally appropriate and safe health services.

• Consider issues unique to Aboriginal and Torres Strait Islander people when determining appropriate actions to take 
on matters received by the OHO.  

• Consider cultural competence and appreciation during staff recruitment processes.
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