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West Gippsland Healthcare Group

ABOUT

our health service

Welcome
On behalf of everyone at West Gippsland
Healthcare Group (WGHG), I am delighted to
present our Quality Account for 2018-19.
Each year, public health services report their
performance and improvement work in quality and
safety to their community. This is to help you better
understand the care we provide, how our health
system works and how we respond to quality and
safety challenges.
This report provides a snapshot of the extensive
programs undertaken to deliver the best healthcare
possible, whether you are receiving care in our
hospital, aged care residences, from our allied and
community health teams, outpatient services, or in
your home or community.
Some highlights and achievements
include:
• Introducing a sepsis clinical pathway that is
saving lives
• J oining the Safer Baby Collaborative to improve
care for mothers and babies
• T rialling a nurse patient coordinator to support
cancer patients
•A
 ttaining Childwise accreditation – we are the
first health service in Australia to do so.
Managing growth and delivering quality
care
Our hospital continues to treat more and more
patients. During 2018-19, the number of hospital
inpatients increased by 7% to over 13,000 and the
number of Emergency Department attendances also
set a new record with just under 24,000 people
treated, 1,000 more than the previous year.
New Short Stay Unit and Third Operating
Theatre
It has been a challenging year with three major
construction projects undertaken at our hospital
funded by the Victorian State Government. The
new Short Stay Unit, Third Operating Theatre,
new roadway and car parking will provide a
much needed increase in capacity. However, we
acknowledge the disruption caused and thank
staff, patients, visitors and the community for their
tolerance and support during construction. Read
more about these new facilities over the page.
West Gippsland Healthcare Group

Listening to our community
A strong focus this year has been on partnering
with consumers to gain feedback on all aspects of
our services and develop a more inclusive health
service. Collecting and documenting consumer
stories is helping us to understand and improve the
care we provide.
Thank you
None of what we have achieved throughout
the year would have been possible without the
outstanding contribution of our Board, executive,
staff, contractors, consumers, volunteers, auxiliaries
and donors.
I also thank our wonderful community for their
incredible support and generosity. This year’s major
fundraising efforts all exceeded expectations and
enabled us to purchase equipment not covered
by government funding. Some of our donors are
featured on page 12 and 13.

Dan Weeks
Chief Executive Officer

FEEDBACK
We welcome your input into this
publication and invite you to complete the
feedback form available at the back page
of this report.
This Quality Account and our Annual Report
can be viewed by visiting our website
at: www.wghg.com.au Publications
Quality
Account 2019
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IMPROVING

Access and Infrastructure

FAST FACTS
Our Emergency Department is
getting busier as our population
grows above the state average. ED
presentations are growing around
1,000 or more each year:
2014-15

20,000

2015-16

21,400

2016-17

22,000

2017-18

23,000

2018-19

24,000

New SSU and Third
Operating Theatre
West Gippsland Hospital has undergone major
physical change over the past year with the
construction of a new Short Stay Unit to support
our Emergency Department and a new roadway
and car parking to improve access.
A Third Operating Theatre has been constructed
alongside our existing theatres to improve elective
surgery flow. The projects have been funded
by the Victorian Government Regional Health
Infrastructure Fund (RHIF).
During the year we also updated our theatre
sterilisers and are installing a new cordless
communication and nurse call system across our
hospital.
Baw Baw Shire is located in one of the fastest
growth corridors in Victoria. These projects will
provide much needed improvement to access and
infrastructure capacity in response to the rapid
and continuing demand for our health services.
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Access and Infrastructure

What is a Short Stay Unit?
The Short Stay Unit (SSU) is a specialist unit
attached to our Emergency Department.
The Unit supports patients who need a longer stay
in ED (less than 24 hours) for assessment, therapy
or observation that might avoid an admission into
our Hospital’s Medical Unit. The SSU is a welcome
addition as it will help to reduce pressure on ED bed
availability and improve patient flow.
Modern bed cubicles in the SSU each have access
to a shared ensuite.

Photo above: Inside the Short Stay Unit - Tegan
Proctor, Clinical Educator.
Photo below: The changing face of West
Gippsland Hospital. Staff, members of the
Executive team, WGHG Board and Member for
Eastern Victoria Harriet Shing, in front of the
new driveway and Short Stay Unit.

Quality
Account 2019
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ACTIONING

State-wide plans

Child safety is everyone’s
business
We are proud to be the first healthcare service in
Australia to receive Childwise accreditation. This is a
result of work to embed a child safety culture across
our healthcare service.
We have introduced new policies and processes,
increased security and provided staff training in child
protection. All our staff, volunteers and contractors are
required to have a Working With Children Check
(WWCC) and a Police Check.
We are also increasing our engagement with
children and young people to hear their experiences
of health care.

Working to reduce family
violence

Hospitals are often the first point of contact for people
experiencing family violence so it is crucial that staff
know how to respectfully identify and respond to
anyone experiencing family violence

Over the past 18 months we have been implementing
the Victorian Government’s Strengthening Hospital
Responses to Family Violence (SHRFV) project across
our health service.
So far we have:
• Actioned policies and procedures to guide our
response to family violence
• Rolled out organisational-wide training to help
staff identify people affected by family violence
and help them access specialist support
Ongoing education:
• The training was completed by 40% of staff
(clinical and non-clinical) by June 30, 2019 and is
continuing
• Surveys taken before and after training indicate
staff knowledge and culture has improved
You can also help
Family violence often stems from gender inequality so
language and sexist jokes that demean women are
not okay. The message is even if you can’t speak up,
just walk away and don’t be part of it.

WGHG attains Childwise accreditation. From
left: Child Safety Manager Leanne Coupland,
CEO Dan Weeks and Allied and Community
Health Director Audra Fenton.
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CONSUMER

Carer and Community Participation

Volunteering is giving and receiving!

85 year old Jim Willsher’s daily routine is to walk three kilometres to West Gippsland
Hospital to chat and engage with residents in Cooinda Lodge aged care.
“Some people may not have regular visitors so I provide a bit of companionship and it keeps
me active and happy too.” Pictured from left: Cooinda Lodge resident Kris Penco, Manager
Tammi Thomas and Jim Willsher.

Quality
Account 2019
West Gippsland Healthcare Group
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CONSUMER

Carer and Community
Participation

Helping you to get
involved in your
healthcare

• Launching our ‘Consumer Stories’ program to
help improve our services

People who use our services are often the best
people to inform us of how well we do in delivering
quality person-centred care.

• Developing Disability Action and Diversity Action
plans

Over the past 12 months, we have had a strong
focus on partnering with patients and consumers to
give us feedback on all aspects of our services. This
helps us to understand what they need to ensure
a more inclusive health service. It is important that
everyone feels safe and welcome.
This year, we developed our first Community
Participation Plan to drive consumer engagement
initiatives across our organisation. Some new
developments include:
• Launching our new Community Voices committee
• Including consumer representatives on
committees and projects
• Delivering training for all consumer representatives
• R olling out ‘Partnering with Consumers’ training
for staff

8
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• Creating a more welcoming space for LGBTI people
(lesbian, gay, bisexual, transgender, and intersex)

Introducing our new
Consumer Voices
Our new Community Voices committee includes
volunteers from diverse backgrounds who help us by
providing a community perspective in the planning,
delivery and evaluation of our programs and
services. They are a sub-committee of our Quality
and Safety Committee and provide feedback into
the development of reports and plans including the
Community Participation Plan and Disability and
Diversity Action plans.
From left to right: Joanne Watt, WGHG
Board Chair Christine Holland, Board
Director Beryl Raufer, Maree Wallace, Janice
Bennett, Craig Debnam, CEO Dan Weeks,
Claire Martel, Rachel Walters, Sally Conning,
Elvira Honey and Board Director Leanne
Williams.

West Gippsland Healthcare Group
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Carer and Community Participation

Patients share their
stories
One way we hear the experiences of our
patients is through the Consumer Stories
program.
Patients, carers, or family members, agree
to share their experiences of our services
via a video story. These stories help to
improve our understanding of patient care
and are used for staff development and
continuous improvement.

Alex’s story leads to
Rainbow Welcome*

Alex visited our Emergency Department
in 2018 and perceived areas of concern
around inclusion of LGBTI people (lesbian,
gay, bi-sexual, transgenderl, intersex).
Alex agreed to document the experience
on video which has been used as part
of training and awareness to guide staff
across WGHG. Over the past 12 months
we have been working to ensure our
services are welcoming to all people.
This year we:
•D
 eveloped partnerships with the LGBTI
community to include their input into
our services
•B
 ecame involved in the Gippsland
Pride Initiative 2019 to increase
support and understanding of LGBTI
people
• I ntroduced Rainbow badges and
posters to display at our health service
to engender a welcoming environment
for LGBTI people
• I ncluded LGBTI consumer input into our
Draft Diversity Action Plan
What’s next:
•D
 eveloping a staff training package on
LGBTI Awareness and Inclusive Practice
•C
 ontinue to collect patient stories from
LGBTI people to improve their care
*Alex - name changed for privacy

West Gippsland Healthcare Group

Photo: Volunteer
Peggy Morris

Finding time to talk –
Peggy volunteers on the medical
ward supporting patients if they need
someone to talk to.
“Some patients may not receive any
visitors so it’s nice to be able to offer a
friendly ear.”
Are you interested in becoming a
consumer representative or a volunteer
at WGHG? Ph: 03 56230611 or email:
info@wghg.com.au
Quality
Account 2019
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Carer and Community
Participation

Our wonderful volunteers
Each year we say thank you to the wonderful
volunteers who play a vital role in improving the lives
of others across our health service.
Volunteers work in a variety of roles on hospital
wards, providing activities for older residents at
Cooinda Lodge and Andrews House, delivering
reading materials to patients and residents, and
staffing community opp shops at Drouin and
Trafalgar to raise money for medical equipment.
They assist palliative care services, community
rehabilitation programs, or make trauma teddies and
crafts for young patients and babies.

Volunteer
Concierge
team at your
service

Making health
information easier
to understand
Research tells us that consumers forget between 40%
and 80% of the medical information they are told
so it’s vital for safety that the written information we
provide is easy to read and understand.
This year we developed a WGHG Health Literacy
Guide to help staff in the development of new
consumer resources. New documents produced
for consumers at WGHG must meet a list of health
literacy criteria and be endorsed with the WGHG
Health Literacy logo.

During major building works
at the hospital, a volunteer
concierge team was recruited
to help visitors and patients
find their way through the
hospital. The team has been
a wonderful resource and
will continue to run from the
hospital’s main foyer from
Monday to Friday.

10
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A carers information day was held
at our Community Health Building

Need an interpreter?
WGHG uses an interpreter service to help people and their carers
make informed choices and understand information about treatment,
medication, the admission process, discharge, or rights and
responsibilities.
The service covers many languages including Auslan Sign Language for
people who are hearing impaired.

Improving Care and
Access for Everyone
Entering the healthcare system can be daunting for
anyone, but for those with a disability it can be more
challenging.
To ensure people of all abilities have equal access
to our services, we have been partnering with
consumers, carers, disability advocacy groups,
staff, volunteers and community members in the
development of a Disability Action Plan.

Disability Action Plan
The Plan aims to remove barriers and improve both
access and appropriateness of care for people with
a disability.
West Gippsland Healthcare Group

Diversity Action Plan
A Draft Diversity Action Plan has also been
developed with wide consumer involvement
to ensure safety and inclusion for people from
culturally diverse backgrounds, refugees, lesbian,
gay, bisexual transgender and intersex people, and
Aboriginal and Torres Strait Islander people.

Have your say
We are inviting feedback to both plans via our
website: www.wghg.com.au About us /Engaging
With Our Community.
Feedback will guide the development and
implementation of actions to improve our services.
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Our Generous Community
We received extraordinary support from our
community throughout the year, for which we
are extremely grateful. We also thank the many
service clubs across our region including Lions,
Lionesses, Rotary, and Bowling clubs, and
support from the Warragul & Drouin Gazette
newspaper.
Special thanks to the Drouin Auxilliary
Opportunity Shop and Trafalgar Opportunity
Shop. We also thank the Blyth Bros Farm which
has donated daffodil bulbs for fundraising for
the past 25 years, HIT Gippsland ‘Give Me 5 for
Kids’, Bendigo Bank/Warragul Country Club
Charity Golf committee, Girls Day Out group,
Vin Rowe Farm Machinery, Smith McCarthy
Wilson, Gippsland Sporting and Classic Car
Register, Creative Collective Makers Market,
Town and Country Gallery, Pharaoh’s Secret
Angels, Club 88, Hallora Hall Committee,
Lardner Ladies Social Club, Australian Stock
Horse Society West Gippsland and many more
people who donated to us privately.
We also acknowledge the support received
through Trusts and Bequests, in particular The
Andrews Foundation, Pethard Tarax Charitable
Trust, William Joseph Payne Trust, and the estates
of the late Charles Haworth, Charles Wallace
Hyndman, Geoffrey Bruce Russell and Daphne
Aileen Gosch.
Donations can be made:
• on line at www.wghg.com.au, securely using
a credit card or PayPal
• by cheque to: West Gippsland Healthcare
Group and mailed to: 41 Landsborough
Street, Warragul
• in person to the Public Relations Manager at
the main hospital campus
• Phone: 03 5623 0600
Follow our Facebook page
@ westgippslandhospitalsupporters
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Our Generous
Communit y
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Carer and Community
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What our Patients say
about our hospital Victorian Healthcare Experience
Survey (VHES)
One of the ways our organisation learns about
consumer experience is through the Victorian
Healthcare Experience Survey (VHES).
This state-wide survey of people’s experiences of the
care they receive in an emergency department or as
an inpatient in hospital is conducted on behalf of the
Department of Health and Human Services (DHHS).
The results provide valuable patient experience
information to identify areas that require improvement
and enable us to compare our performance to other
health services.

The patient experience score is a key indicator of
how a health service is performing overall with a
number of important questions asked such as ‘do you
have confidence and trust in the nurses and doctors
caring for you?’ and ‘did health care professionals
explain information in a way you could understand?’

Victorian Healthcare Experience Survey (VHES)
Results 2018 – 2019
Patient Experience

Q1 2018-19
(Jul-Sept)

Q2 2018-19
(Oct-Dec)

Q3 2018-19
(Jan-Mar)

Q4 2018-19
(Apr-Jun)

Overall positive patient
experience (Target 95%)

97%

96%

90%

88%

Transition of care patient discharge (Target 75%)

83%

80%

71%

80%

Perception of cleanliness
(Target 70%)

74%

83%

73%

79%

Overall patient experience:
The table above shows our overall adult in-patient
experience score was above average (97% and
96%) in the first two quarters of the year. However
our score dropped to 90% and 88% in Quarter 3
and 4 from January to June. The impact of major
construction projects at the hospital during this
six month period may have influenced patient
experience due to the disruption to services
including the closure of the main hospital entry and
the operating theatres.

14
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Leaving Hospital:
Our transition of care (patient discharge) scores
were above state target for three of the four
quarters. It is important that patients feel supported
to return home and have further care, if needed, in
the community. We continue to monitor performance
to improve continuity of care and ensure patient
needs are supported.
Cleanliness:
We achieved above state targets in all four quarters
during 2018-19 in perception of cleanliness.

West Gippsland Healthcare Group

CONSUMER

Carer and Community Participation

ED Nurse Navigator
provides extra support

You said: Patient feedback told us we needed
to improve communication and support
for people presenting to our Emergency
Department (ED).
We did: In response, an ED Nurse navigator
role was created to work in collaboration with
the ED team to provide frequent communication
with patients to check on their wellbeing, and to
identify any additional support needs a patient
may require following discharge.
Outcome: The ED Nurse navigator role has
provided a valuable conduit between the ED
Department to identify people with additional
community service needs and to develop
a care plan for that person to support their
discharge. This is also assisting to reduce return
presentations.

Case Study
Mr W presented to the Emergency Department
with chest pain that was likely to require
admission for up to three days. He had no family
living close by and was the sole carer of his 88
year old wife who had complex health issues.
He was flagged to the ED Nurse Navigator
who identified that Mr W was likely to
discharge himself if he could not find suitable
arrangements for his wife’s care. Mr W said he
was struggling to care for his wife alone and
felt the progression of her health issues was
contributing to his current illness. They had no
services or Aged Care Assessment in place.
Through the assistance of the ED Nurse
Navigator, arrangements were made for Mrs W
to have an emergency Aged Care Assessment
and she was able to get an emergency respite
bed at a local residential care service.
A follow up phone call to Mr W six weeks
after the event found that Mrs W spent two
days in respite and Mr W was discharged from
the Emergency Department after receiving
treatment. They now have a full package of
home care that includes personal care and inhome physiotherapy for Mrs W.
Mr W is extremely grateful for the care he
received and said that it had changed his ability
to cope...“I am no longer just a carer but have
time to take care of myself as well.”
West Gippsland Healthcare Group

Photo: Lisa Bethune - one of
our ED Nurse Navigators

Quality
Account 2019
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What clients say about
our Community Health
Services
Community Health Services provide allied health,
nursing and counselling services that aim to maximise
health and wellbeing and slow the progression of
disease for people living at home. Our Community
Health Services are located at Gladstone Street
Warragul, Trafalgar House in Trafalgar and the
Rawson Community Health Centre.
Caring for our community
From the annual Victorian Healthcare Experience
Survey (VHES) clients overall gave us a 97%
satisfaction rate for our community services, with
100% of clients reporting they were treated with
respect and dignity. Other comments were:
• Did the service assist you to be better able to do
things that are important to you? - 85% said yes.
• Do you think using this service has been beneficial
to your health and well-being? - 100% said yes.
• How likely are you to recommend us to family or
friends? - 91% said very likely.
Listening to staff
We listen to what our staff say and use this to
further improve our programs. The Allied and
Community Health Team recognised that their waitlist

16
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management could be improved and have taken
steps to improve intake forms and prioritising. Our
next project will be to design a whole new waitlist
management system.
We have a fortnightly communication ‘huddle’
where staff gather to look at quality and safety
issues, program and resource needs, consumer
feedback and staff acknowledgements.
Accessing our services
Due to our central locations and proximity to public
transport, most people report that it is easy to access
our services and to make an appointment. If people
cannot come to us, our staff will see them in their own
homes where appropriate. Due to some waiting lists,
some people felt that their condition got worse while
they were waiting for an appointment (13%). We have
reviewed our risk-screening and priorities for access so
those most in need receive services in a timely manner.
We are also proud that all
those who completed the
VHES survey were 100%
satisfied with the cleanliness
of our community services
buildings and they felt
welcome and safe.

West Gippsland Healthcare Group
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Improving Care for
Aboriginal Patients (ICAP)
We welcome Aboriginal and Torres Strait Islander
(ATSI) patients, families and visitors to our health
services. Delivering healthcare that takes into
account a person’s culture and beliefs can greatly
improve their health outcomes.
New national standards for Aboriginal health
place a greater focus on cultural awareness and
competency and we are committed to meeting
these standards to help more people access the
health care they need and reduce the gap in
health outcomes between Aboriginal and Torres
Strait Islander people and other Australians.

Caring for our Indigenous
Community
During 2018-19 our Emergency Department
attended to 504 people who identified as
Aboriginal and/or Torres Strait Islander - a 10%
increase on the previous year. There were also 63
admissions to our hospital, 25 transfers made to
other services, and 21 babies born. Many other
Aboriginal community members receive care from
our district nurses and allied and community health
services.
The WGHG Aboriginal Hospital Liaison Officer
(AHLO) is available to provide support to anyone
who needs it. This role also provides advocacy and
education for patients, staff and the community.

Improving Care
Each year we review and update the Continuous
Quality Improvement tool: Aboriginal Health.
Key areas of focus involved finding new ways
to consult more widely with the Aboriginal
community, creating more welcoming
environments at all sites and having a truly
culturally appropriate workforce.
Our NAIDOC Week celebration was well
attended this year at our Community Health
Centre in Gladstone Street where the Aboriginal
flag was raised at the site for the first time.
We have also refined our cultural policies and
procedures, and all WGHG e-mail signatures
now include an acknowledgement of the
traditional owners.

Workforce Development
This year, with input from local Elders, we
developed a new Aboriginal Cultural Awareness
training package for staff. More than 400 staff
members have attended the training.

Photo: Our NAIDOC Week celebration was held
at our Community Health Centre in Gladstone
Street

Quality
Account 2019
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Photo: Haemodialysis Nurse Specialist Danielle
Gorman and Alan Woollard
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Listening to our dialysis
patients
The work of our life saving Haemodialysis Unit in
partnering with consumers was presented recently
to colleagues at the Renal Society of Australasia
Conference in New Zealand.
The Unit provides dialysis to people whose kidneys
do not function correctly. Patients attend the clinic
three times a week for the five hour treatment so they
spend a lot of time in the Unit.
Patient surveys were introduced this year to gain
feedback on quality of care. While patients told
us they value the care, empathy and compassion
showed to them by staff, they wanted to know more
about what was happening within the Unit. They
also suggested lockers be introduced to store their
belongings and chairs with arm rests in the patient
waiting room for people with mobility issues.

You said. We Did!
In response, we introduced a newsletter for patients.
Daily ‘patient rounding’ has been introduced where
staff discuss how the client feels their treatment is
going and any questions they may have. Family
members are encouraged to be involved in discussion
to reduce anxiety and stress. Lockers have also been
introduced and we are pleased to have received a
donation from Club 88 to fund the purchase of two
new patient chairs and a commode chair.
The unit also purchased equipment through
donations from Gippsland Sporting and Classic
Car Register (GSCCR), Warragul Bowling Club,
Warragul Dine Out Group and Drouin and District
Community Bank branch of Bendigo Bank.

Tell us what you think

We are committed to actively working with
people in our community who use our services
to ensure their needs are met and provide
opportunities for people to give us feedback.
There are several ways people can send us their
feedback:
• In writing, using a ‘Feedback Form’ available
at WGHG
• Online, using the ‘Contact Us’ page on our
website at: www.wghg.com.au
• By emailing feedback@wghg.com.au
• By calling 03 5623 0615 during business
hours, Monday to Friday.
Part of being a safe and responsive health
service means managing this feedback well so
we can:
• improve quality and safety across the health
service
• prevent minor issues from escalating into
major problems
• acknowledge and celebrate good work
• maintain the community’s confidence in our
services.
There is a dedicated team at WGHG who action
all feedback by responding within five business
days and investigating and resolving complaints
within 35 business days.
People may also wish to pursue a complaint
through the Office of the Health Complaints
Commissioner in Victoria, which is an
independent and impartial agency who work to
resolve any complaints. They can be contacted
via their website at: www.hcc.vic.gov.au or by
calling (free call) 1300 582 113 between 9am
and 5pm, Monday to Friday.
Photo: From left: Patient Leslie Harris,
Clinical Nurse Specialist Melissa Burton,
GSCCR’s Phil Barnard presenting cheque to
Nurse Unit Manager Suzanne Griffiths

Quality
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QUALITY
Listening to our staff
Each year we participate in the Victorian Public Sector
People Matter Survey (PMS) to get further insight into
how our staff view our organisation, our strengths,
weaknesses, challenges and opportunities to improve.
An important focus of the survey is the organisation’s
patient safety culture where eight specific questions
relating to this area are asked.
Overall, WGHG scored 90%, exceeding the
Department of Health and Human Services (DHHS)
target of 80%. The survey also measures other aspects
such as employee engagement and wellbeing,
education and training, how well change is managed
and overall staff satisfaction. In 2018, a total of 362
staff or 46% of our workforce participated - above the
state response target of 40%.

What did the survey tell us about
our culture?*
•9
 1% agreed that WGHG leadership is driving us
to be a safety-centred organisation
•8
 1% agreed WGHG does a good job of
training new and existing staff
•9
 1% agreed they would recommend a friend or
relative to be treated at WGHG
•9
 8% agreed they enjoyed their work in their
current job
•8
 8% agreed our culture makes it easy to learn
from the errors of others
• 98% agreed they are encouraged by colleagues to
report any patient safety concerns they may have

and Safety

We turned what we heard into
action and have:
• Continued the LEAD Leadership training program
providing workshops, coaching and mentoring to
support managers
• Continued the roll-out of Occupational Violence
and Aggression (OVA) training throughout the
organisation
• Improved processes and systems to report
incidents of OVA
• Developed an organisation-wide Cultural
Diversity education package
• Commenced a Diversity Action Plan

Bullying and Harassment
- Setting the Standard
A specific focus area is to set the culture and
standard regarding our zero tolerance for bullying
and harassment in the workplace. In the previous
year’s People Matters Survey responses told us:

* Values have been adjusted to exclude “neither
agree nor disagree” and “don’t know” responses
when calculating the response percentages

What actions did we take?
While our staff rated us highly for patient safety,
they told us we can do better to improve staff
communication and improve engagement in the
areas of Diversity, Inclusion and Occupational
Violence & Aggression (OVA).

Stepping it up
Staff put on their walking shoes for the ‘Steptember’ state-wide challenge to walk 10,000 or more steps
each day. A total of 128 staff (32 teams of four) participated in the challenge while also fundraising for the
Cerebral Palsy Alliance. As an organisation, we raised $4,214 and collectively achieved 32,717,957 steps.
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•1
 8% of staff felt they had experienced bullying in
the last 12 months
•8
 % of staff felt they had experienced harassment
in the last 12 months
Our response to this has been:
• Completion of mandatory Bullying and
Harassment Training for staff with refresher
training each three years
• T o offer ‘Above and Below the Line Behaviour’
development sessions for teams to set
expectations of behaviour for their group and link
to organisation-wide values
• T o involve Human Resources staff and the
Workplace Health and Wellbeing team
in bullying complaints, provide coaching
for managers in dealing with conflict, and
counselling support for staff and their families via
our Employee Assistance Program (EAP)

Employee Wellbeing
This year, the People Matters Survey included an
organisational Psychological Safety Climate (PSC)
score. This has helped us understand how staff
perceive our policies, practices and procedures in
relation to protecting their mental health and safety.

and Safety
Pleasingly, our score indicates a low risk of outcomes
such as poor work quality, acts such as bullying
and harassment, mental health problems such as
depression, distress and emotional exhaustion,
sickness absenteeism and reduced engagement.
Our commitment to employee wellbeing is reflected
in the following results:
• 66% of our employees agreed they were satisfied
with their work life balance
• 83% of our employees agreed that WGHG
provides a safe work environment
• 71% of our employees agreed the organisation
provides appropriate measures to deal with stress
While serving our community’s healthcare needs is
rewarding work, it is not without its stresses. This year
38% of staff surveyed reported that work-related
stress had affected their personal life during the
year. To address this, we have:
• Introduced ‘Resilience Training’ and Staff
‘Connectedness’ programs
• Continued Health and Wellbeing initiatives
including yoga sessions on site, mental health
training, Employee Assistance Program (EAP)
and promoted healthy eating and exercise.

Quality
Account 2019
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Accreditation status

Patient safety comes first

West Gippsland Healthcare Group is required
to meet a number of healthcare standards
measured and recognised by independent
external accreditation agencies.

All staff in Victorian health services have an important
role in identifying risk and responding when an
incident occurs to maintain a safe care environment.
WGHG has a Clinical Risk Management program
that identifies situations that may put patients at risk of
harm or poor clinical outcomes.
Once a risk has been identified we work towards
reducing the likelihood of any harm occurring.
Incidents are reported electronically by all staff using
the Victorian Health Incident Management System
(VHIMS). An in-depth Clinical Case Review will
occur when there has been an unexpected outcome
for a patient. We also review clinical performance
data and listen to patient and staff feedback.
If an adverse patient event does occur, such as an
inpatient fall or medication error, a clinical incident
review will follow involving the multidisciplinary
team. Following this review, recommendations for
change are put forward and actioned.

From July 2018 - June 2019, WGHG was
accredited for the following standards:
National Safety and Quality Health Service
Standards, National EQuIP Program.
Full accreditation
Aged Care Accreditation Standards
Full accreditation at both aged care facilities
Andrews House and Cooinda Lodge
Human Service Standards
Full accreditation
Commonwealth Home Support Program
Full accreditation
World Health Organisation (WHO) Baby
Friendly Hospital Accreditation
Full accreditation
Childwise accredited
Warragul Linen Service
Quality Certification ISO 9001-2015
standard
Food Safety Certification
Full accreditation

Responding when things go
wrong
In the past year, there were 23 incidents involving
patients that led to a clinical review.
An example of change as a result of clinical review
is the trial of a Vascular Access Device Assessment
Form to improve our approaches regarding
intravenous (IV) cannula care and management.
This is when a patient needs an intravenous (IV) line
inserted.

What happened?
A patient developed a blood infection from an
intravenous cannula and required intravenous
antibiotics and admission to Hospital in the Home.
The cannula had been inserted by Ambulance
Victoria officers but after admission to our hospital
had not been re-sited within 24 hours in line with our
policy.
The incident was investigated and outcomes
have included education of nursing staff at daily
huddle meetings to raise awareness. A review has
led to the trialling of a Vascular Access Device
Assessment Form to ensure care and management is
documented and tracked.
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How do we reduce
infection?
While you’re in our care, it’s important that the
hospital is a safe environment, free from infection.
Regular audits are carried out against national and
state-wide benchmarks.

Clean hands prevent infection
The best way to prevent infection in hospital is to clean
your hands often and well. This applies to everyone
including visitors, patients, staff and volunteers.
You will see alcohol-based hand rubs at each
entrance to our facilities, wards, in rooms and
communal areas. Please use these when you enter
and leave. Hand hygiene is promoted throughout
the year and staff encourage patients, carers and
visitors to ask them if they have washed their hands.

Staff hand hygiene excellence
Our Health Service has consistently achieved above
national and state benchmarks in staff hand hygiene
audits. This year we scored 85% well above the
target of 80%. These audits are conducted three times
a year and reported to Hand Hygiene Australia.

Protecting you from the flu
The 2019 year was a particularly bad year for the
flu (influenza) in vulnerable people in our community

and Safety
so it is pleasing to report that we had an excellent
influenza vaccination uptake by staff.
90% of staff received their annual flu vaccination,
well above the state average of 84% set by
the Department of Health and Human Services
(DHHS). Last year, our staff vaccination rate was
88% so we are pleased to be continually excelling.

Influenza is highly contagious and one of the
illnesses that we work hard to prevent. Healthcare
workers and staff across our health services may
be exposed to, and transmit, vaccine-preventable
diseases such as influenza.
From April to June each year, our Infection Control
team roll out their mobile vaccination unit to all
staff. Free vaccination is also offered to volunteers,
contractors, and students on placement.
This initiative is promoted via staff intranet, poster
campaign and daily visits to departments and
mobile clinics. Phone calls and emails to department
managers and staff members are also made to
ensure a strong uptake.
Photo: Contractors working on construction
projects at the hospital were also included
in our annual flu vaccination program.
From left: Intrec Site Supervisor Phil Cross is
immunised by WGHG Clinical Nurse Jenny
Storti.
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Protecting you from
Golden Staph

Staphylococcus Aureus Bacteraemia (SAB), also
known as ‘Golden Staph’ is a common bug
(bacterium) that lives on the skin and in the nose. In
most situations Golden Staph is harmless. However if
it enters the body through a cut in the skin it can cause
mild to severe blood stream infection and in some
cases may cause death.
In hospital, good safe methods of inserting an intravenous line (IV) or catheter and taking care of it with
clean hands are crucial to preventing a Staph infection.
During 2018-19, WGHG identified one hospitalacquired Staph infection for the year. This is a rate of
0.4% per occupied bed day and well below the state
aggregate of 0.7%. However our target is zero.
At WGHG, any episode of Golden Staph is reviewed
and investigated to identify any contributing factors.

Strategies to minimise Staph
infection include:
• C
 omprehensive hospital-wide hand hygiene
program
• Strict requirements for room and equipment
cleaning and disinfection
• Transmission-based precautions for staff, including
wearing gowns, gloves and masks to prevent the
spread of known infections to other patients
• Updated policy on management of intravenous
lines and invasive devices and improved practices
for intravenous catheter insertion and care
Over the past five years WGHG has reported three
hospital-acquired Staph infections, well below statewide benchmarks.
Year
2018-19
2017-18
2016-17
2015-16
2014-15

No of SAB
(Staph)
infections
1
1
Nil
Nil
1

Rate per 10,000
Occupied Bed
Days
0.4
0.3
0
0
0.4

*Hospital-acquired staph infections are monitored
monthly and reported to VICNISS Healthcare
Associated Infection Surveillance and the Department
of Health and Human Services (DHHS).
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Sepsis Pilot is saving lives
A sepsis awareness trial at West Gippsland
Hospital is already reducing deaths from this
common but often misunderstood disease. The trial
helps staff to recognise and treat patients quickly.
Sepsis, often referred to as blood poisoning, is
a serious condition that is caused by an immune
response to an infection becoming out of control.
Sepsis is one of the leading causes of death in
hospitals although many people are not aware of
what sepsis is. Sepsis is treatable if caught early.

Think Sepsis. Act Fast
WGHG is one of 11 health services to take part in the
Better Care Victoria Sepsis Collaboration Project.
A four month trial was conducted in our Emergency
Department and High Dependency beds with a
comprehensive staff education program. ‘Sepsis Boxes’
were created for all clinical areas that contained the
basic equipment and instruction to support the Clinical
Pathway to ‘Think Sepsis. Act Fast.’

Significant improvements
The trial resulted in significant improvements with
patients receiving their first antibiotic treatment
almost twice as fast and there was 70% fewer
Intensive Care admissions requiring transfer to
another hospital.
Length of stay for patients with sepsis at WGHG
reduced from 11 days to five days as a result of
early identification.
Following the success of the trial, the Sepsis Clinical
Pathway has been rolled out to all clinical areas
across our health service with ongoing audits and
feedback on compliance and outcomes.

Do you know the Sepsis
warning signs?

Shortness of breath
Extreme shivering or pain
Passing no urine (in a day)
Slurred speech or confusion
Increased heart rate
Skin is very hot or very cool
West Gippsland Healthcare Group
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New Cancer Patient
Coordinator welcomed
A diagnosis of cancer can be a worrying time for
patients, their family and friends. It can be a time that
may be filled with uncertainty around diagnosis and
treatment and trying to navigate the healthcare system
to find what services best suit them.
That’s where the role of a Cancer Patient
Coordinator (CPC) steps in acting as a point of
contact to a patient to check on their wellbeing, help
coordinate appointments, explain information and
help people link with services they may need.
Through a grant from Gippsland Regional Integrated
Cancer Services (GRICS) we have been trialling the
first Cancer Patient Coordinator position at Warragul
one day a week for a 12 month period. The CPC
provides support, continuity and coordination of care
to people with all types of cancer.
The service has provided a lifeline for patient Rod
Hodge since he started treatment.

Nurse Unit Manager Anny Byrne, Cancer Patient
Coordinator Kiona Smith, Registered Nurse Sinead
Hickmott, Clinical Nurse Specialists Carolyn Jarred
and Shelley O’Dwyer and patient Rod Hodge.

West Gippsland Healthcare Group

and Safety
Our Chemotherapy Day Unit (CDU)
operates each Wednesday at West
Gippsland Hospital. The eleven chair unit
is staffed by a specialised nursing team,
oncologist and pharmacist and provides
chemotherapy and supportive care to
cancer and haematology patients.
“Early in the piece when you first get a diagnosis
you don’t know whether you are coming or going.
To have a dedicated person as a ‘go to’ has
given myself and my family enormous support and
reduced anxiety throughout my treatment.”
The Cancer Patient Coordinator contacts each
patient by phone the day before their treatment to
check if they are well enough to proceed and then
again two days after their treatment. This enables
early detection of any issues and opportunity for
referral if needed. The CPC role has also improved
patient flow through the Unit, working with regional
and tertiary hospitals to get patients closer to home
for treatment where possible.Photo from left:

Quality
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Reducing the heart break
of stillbirth
Six Australian babies are stillborn each day. This
equates to more than 2,000 babies each year.
While we may never know why some babies
are stillborn, research shows that some can be
prevented. While WGHG has not had a stillbirth in
the last 12 months, we continue to work to reduce
the risks of still birth.

What are we doing?
WGHG is participating in the Safer Care Victoria
‘Safer Baby Collaborative’. This is a ground
breaking care bundle that aims to reduce the
number of avoidable stillbirths in pregnancies over
28 weeks by 30% statewide by July 2020.
To achieve this, we are helping women understand and
manage risk factors. The project is supporting doctors
and midwives to better detect and manage babies that
are not growing well.
There are five key actions to the care bundle:
1. Seek help if fetal movements decrease
Education is an important part of our antenatal visits
where we screen for Decreased Fetal Movement
(DFM) which is strongly associated with stillbirth. We
promote the Movement Matters campaign which
encourages women to take notice of a change in
movement and report it. Our clinicians will escalate
abnormal findings.
2: Attend check-ups to monitor baby’s
growth
Fetal Growth Restriction (FGR) – when the baby
isn’t growing well is associated with stillbirth.
Good antenatal detection, combined with careful
management, improves a baby’s chances of being
born healthy. We undertake FGR risk screening on all
pregnant women at booking and each antenatal visit.
3. Get help to stop smoking
Smoking during pregnancy is strongly associated
with stillbirth and other serious problems such as
Fetal Growth Restriction, premature birth, and
Sudden Infant Death Syndrome (SIDS). To help
women QUIT, we discuss resources at clinic
sessions. This year, we offered new carbon
monoxide (CO2) monitoring in the antenatal clinic.
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This quick breath test helps expectant mothers to
test their carbon monoxide levels to help them
understand impacts on health.
4. Sleep on your side in the last trimester
It is recommended women sleep on their side after
28 weeks of pregnancy. We provide information
about sleeping position at antenatal visits and adopt
a ‘teach back’ method to ensure information given is
understood by women.
5. Optimise birth timing, if possible
We work with each woman and involve them in
decision making around timing of birth when risks
are identified.
Photo: Baby Olivia, mother Jane Mryzgloski
and WGHG Lactation Consultant Leanne
Pollard at the West Gippsland Breast Feeding
Service.

West Gippsland Healthcare Group
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Looking after mothers
and babies
During the year, 906 babies were born at West
Gippsland Hospital. Our Maternity Unit has four
birthing suites and a special care nursery that
provides care for babies from 34 weeks old.

Measuring our
performance
The Department of Health and Human Services
(DHHS) requires all hospitals that offer maternity
services to monitor their performance against
other hospitals. Performance is measured by a
range of indicators. This helps us identify areas for
improvement so we can take steps to do better.
Overall, we performed well in all areas and results
are published in the Victorian Perinatal Services
Performance Indicators.

and Safety
Monitoring babies for Fetal Growth
Restriction (FGR)
One of the important measures is the percentage of
babies (single birth) who are significantly undersized
(severe Fetal Growth Restriction - FGR) born at 40
or more weeks. These babies are at much higher
risk if they are born after 40 weeks. The state-wide
average in hospitals across Victoria for these babies
is 28%.
WGHG is pleased to have made significant
improvement in monitoring and recognising these
babies. In the last 12 months, 8% of babies were
delivered at WGHG with FGR. This has placed
WGHG among the best performing group of
hospitals.
Delivering healthy babies
Our rates of term babies with APGAR scores less
than seven at five minutes after birth also improved.
An APGAR score below 7 at five minutes indicates
a baby who requires ongoing resuscitation
measures. The APGAR assesses a newborn’s colour
(circulation), breathing, heart rate, muscle tone and
reflexes.
WGHG achieved the target of 1.4% or less of
babies with a score less than seven. This is an
improvement on our previous year’s results of 2.1%.

Celebrating 20 years of
breastfeeding support
It doesn’t matter if you’re a first time mum or having
a subsequent baby, the West Gippsland Breast
Feeding Support service is open to all. The service
celebrated a 20 year anniversary this year having
supported thousands of mothers and their babies
across West Gippsland.
The Clinic is located next to West Gippsland
Hospital at 21 Landsborough Street Warragul.
Phone 03 5623 0672 for an appointment at the
clinic or advice over the phone.

Quality
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Improving care for aged
care residents
We operate two public residential aged care
facilities - Andrews House in Trafalgar and Cooinda
Lodge which is located on our hospital campus at
Warragul. As an approved provider of residential
aged care services, we report on five important
aspects of care that may have serious impacts on
the health and wellbeing of residents. These are
pressure injuries, falls and fall-related fractures,
physical restraint, use of nine or more medications
and unplanned weight loss.
By looking at how often these events occur and
comparing results to other similar aged care
facilities, we can see where we do well and where
we may need to improve. This helps us to continually
deliver quality, safe care to our residents.

Wild West comes to
Cooinda
Cowboy hats, line dancing
and cacti were the order of
the day for Cooinda Lodge
residents at a ‘Wild West’
day hosted by staff and
volunteers. Themed days are
held regularly for residents
and families to bring people
together and encourage
creative expression.

and Safety

How did we perform?
Compared to other public sector residential aged
care facilities across Victoria and the relevant
targets, WGHG continues to rate well. We have
consistent improvements in our use of restraint at both
facilities. There is zero use of restraint at Cooinda
Lodge and one resident requiring intermittent use at
Andrews House. This restraint type is a table over a
wheel chair and is regularly removed and closely
monitored while in place.
One occasion of a pre-existing deep tissue injury
resulted in a comparative increase in the number of
pressure injuries. Overall, pressure injuries remain
below the figures for other Victorian public sector
residential aged care facilities.

What are we doing to
improve?
Over the past year, we have been working towards
achieving the eight ‘new’ standards by 1 July 2019.
We have:
• Updated and standardised aged care policies
and procedures across both aged facilities to
provide more comprehensive, evidence-based
guidance for quality and safe care
• Educated staff on the new quality standards and
what needs to be done to meet these
• Purchased more air mattresses for residents who
are not able to independently move around in
bed. These greatly assist in the prevention of
pressure injuries
• Promoted the new Charter of Aged Care Rights
to residents and families

Photo from left: Carol Stapenell,
Pat Boyes, Sharon Canobie,
Tammi Thomas, Keith Eddington,
Sue Deakin, Denise Moore, Frank
Bennett, Chris Bennie, Carmel
McLeod, Jack Elliot, Bev Forster,
Rosalie Brock.
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WGHG Quality Indicator Results
2017-2018

and Safety

2018-2019

No. per 1000 bed days
P1-Stage 1
P1-Stage 2

The graph shows both of our residential care
facilities continue to achieve improvements in
most of the quality indicator categories. We are
working to do even better, particularly in the
area of ‘overall numbers of medications residents
are prescribed’.

P1-Stage 3
P1-Stage 4
Unstageable
Pressure Injuries*
Presumed Deep
Tissue Injury*
Falls
FR - Fractures
Restraint A Intent to Restrain
Restraint B Presence of
restraint devices
9+Medications
Antipsychotic
medicines*
Proton pump
inhibitor
medicines*
5 or more
administration
times*

*Data is based on the Agency Summary provided
by the Department of Health and Human
Services (DHHS) for both Cooinda Lodge and
Andrews House.

Legend:
PI = Pressure Injuries FR = Fall-related Fractures
PR = Physical Restraint WL = Weight Loss
9+ medications = use of nine or more medicines
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REACH – when you know
something isn’t right

If you’re in hospital and you believe your condition
is worsening or you notice a worrying change in a
loved one’s condition the message is to REACH and
call for help.
REACH is a patient escalation of care response
program that empowers patients, families, friends
and carers to call out for help if they are concerned
about themselves or a loved one’s health condition
while in hospital.

REACH encourages people with

concerns to:
Recognise deterioration
Engage with staff
Ask for a Clinical Review and make
a phone
Call for
Help to activate a rapid response
led by the Operations Manager/
Hospital Coordinator

What happens when you make
a REACH call?
When a call for help is made, a senior clinician
will activate a rapid response resulting in a clinical
review of the patient. There have been two phone
calls to the REACH phone in the last twelve months,
both resulting in a comprehensive review of the
patient. Neither of those required the patient to
be transferred to a higher level of care and both
families were satisfied with the outcome.

What are we doing?
WGHG introduced the REACH initiative during
2018 initially to the Paediatrics Unit and then to
Surgical, Medical and Maternity Units.
Posters are displayed in wards outlining the steps to
make a REACH call and patients are given information
on REACH on admission or where appropriate.
To assess awareness of the program, we conducted
a snap survey of staff and patients in 2019 to
identify their awareness of REACH. Of the 31
people surveyed, some 60% (of patients) were
aware of the REACH program and 81% said they
would be comfortable to request a clinical review or
REACH call if they needed to.
While the majority of staff surveyed were aware of
the REACH process, there was a gap in the number
of staff who had received REACH education.
Now that REACH has been embedded into the
current wards, it will be rolled out to all remaining
clinical areas including Sub Acute, Hospital in the
Home, District Nursing, Oncology, Haemodialysis,
Emergency Department, Andrews House and
Cooinda Lodge aged care facilities. Staff will
receive face-to-face education about REACH.
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Meet Bill. He has been living with
Parkinson’s Disease (PD) since
2012 and he’s determined it won’t
stop him from staying active and
enjoying life. Read how our PD
Program Group is helping people
manage their PD, on page 32.
West Gippsland Healthcare Group
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Helping you get back on
your feet
Our Community Rehabilitation Service helps
hundreds of people each year who may be
recovering from an operation, illness, condition
or injury. The team of allied health professionals
provide goal-oriented programs to suit the needs of
each individual.
You can attend at our Community Rehabilitation
Centre (CRC) based at West Gippsland Hospital
or receive support in your home depending on your
needs.
We offer general rehabilitation programs as well
as specific groups such as cardiac rehabilitation,
cardiac conditioning, hip group, knee group,
strength and balance group and stroke group.

Our Parkinson’s warriors
People living with Parkinson’s Disease (PD) have
help to manage the effects of the disorder through
a weekly program run from our Community
Rehabilitation Centre. The aim is to help people with
PD to stay active, reduce their risk of falls and to
manage the effects of their Parkinson’s Disease.
Parkinson’s Disease is a progressive nervous system
disorder that affects movement. Symptoms can
include tremors, rigid or slowed movement, loss of
balance, changes in speech and writing.
After an initial assessment, participants attend
a weekly group session for 8 weeks run by a

physiotherapist, occupational therapist and allied
health assistants. A program is tailored to suit each
person’s needs. People can also access a speech
pathologist or dietitian.
Bill Cruickshank, who is an active gardener, started
the program because he noticed that his balance was
getting worse and he wanted to improve his speech.
“I achieved notable improvement in balance and
have returned to do a second program to build on
those improvements. The one-on-one sessions with
a speech pathologist have also been beneficial.”
This year the Allied Health team has incorporated a
new physiotherapy component into classes based
on the PD Warrior program which is best evidencebased practice that uses exercise to improve
function and slow Parkinson’s down.
Feedback from clients includes:
“I am moving better.”
“My speech is improving.”
“I understand more about the symptoms and how to
manage them.”
“I enjoyed meeting others experiencing similar
challenges.”
For more information on programs at our
Community Rehabilitation Service phone
5623 0611.

From left: WGHG
Physiotherapist
Brenton
Pictured
is Keith Perceval
with his archery
Clements, PD Program
participants
John
Eden,attending a
medals and Margaret
Johnson
Brian O’Connell,
Bill
Cruickshank,
Neil
Vaughan,
Puffing Billies group at WGHG’s Community
Faye Parke, Allied
Health Assistant
Rehabilitation
CentreStephanie
(CRC).
Scalzo.
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Mobilising patients to end
PJ Paralysis
If you need to stay in our hospital for a few days,
remember to pack your everyday clothes as well as
your pyjamas.
Our Allied Health team has collaborated with clinical
staff on our Medical Ward to ‘End PJ Paralysis.’ This is
a state-wide project by Safer Care Victoria that aims
to prevent functional decline in hospital patients by
encouraging them to ‘Get Up. Get Dressed and Get
Moving’.
Depending on a person’s age, more than ten days
of bed rest could cause significant muscle loss.
For older patients that could mean the difference
between going home and going to a residential
aged care facility.
What actions did we take?
• We spoke to patients on the Medical Ward to
raise awareness of the importance of getting
dressed in everyday clothes and walking for
faster recovery
• Provided posters to remind patients to ‘Get Up.
Get Dressed and Get Moving’
• Provided a check list to encourage patients to
get dressed in everyday clothes, sit out of bed or
move before 2pm each day
West Gippsland Healthcare Group

Photo: WGHG Occupational Therapist Kerrie
Armstrong assists patient Beverley Miller
as part of the End PJ Paralysis project with
Physiotherapist Nuwan Wellalage and
Community Health student Hannah Vondrasek.

What were the outcomes?
• The number of patients who dressed in everyday
clothes before 2pm increased from 29% to 39%
over a nine month period
• Number of patients sitting out of bed rose from
29% to 71%
• The number of patients who mobilised rose from
35% to 90%
Drouin Opp Shop provides Clothes Bank
The Drouin Auxilliary Opportunity Shop kindly
donates clean clothes to our End PJ Paralysis Clothes
Bank. This means patients who don’t bring every
day clothes to hospital can wear these. This has
encouraged people to get up and get moving rather
than sitting in pajamas in bed all day.
What’s next?
We are looking to extend the End PJ Paralysis
project to other wards to aid faster recovery in more
patients.
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Ensuring Continuity of
Care
Our Community Health Services focus on personcentred and well co-ordinated care. The results of
the Victorian Health Experience Survey tells us that
people who use our services do feel listened to,
and have confidence and trust in our staff who are
compassionate and take their concerns seriously.
One of the survey questions asks if staff introduce
themselves and their role. In the previous year’s
survey, a number of people reported that this did not
always happen.
Since then, we have involved all staff in an activity
that helps staff introduce themselves and their role,
and what the client could expect from their time
together.
We are very pleased to see a much improved
response rate to this question in our VHES survey
results, with almost 94% saying it took place.
Community health ‘team work’ is key
We regularly refer people to other services they
need and try and help people to transition between
services. It can be challenging to make sure
services work together to better meet the needs of
our clients, and also to try and reduce the number
of times people have to repeat health information.
With client consent we share information with others
involved in your care, for example your doctor. All
people aged over 65 are required to access our
services via My Aged Care (MAC). We make sure
we collect all the information we can from MAC
documents so we do not have to ask you those
questions again.
Improving the experience for our clients
Each year, the Community Health Program provides
over one million hours of service across Victoria
including services to priority groups including
Aboriginal and Torres Strait Islanders, people with a
disability, refugee and asylum seekers, people at
risk of homelessness, and those with a mental illness.
We are continually seeking ways to improve service
delivery to our local priority populations.
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Case study
One example is a client with significant mental
health issues who is in and out of acute mental health
facilities. This client also has a serious foot wound
that cannot be successfully managed while an inpatient. His preference is to continue to be seen by
our Community Podiatry team. To make this possible
we work in partnership with the local Community
Mental Health Service, who are able to transport him
to our service and sit with him while he receives the
treatment he needs from a Podiatrist he trusts.

On the road with our
District Nurses
Our District Nursing team are on the road across
Baw Baw Shire to deliver thousands of home visits
each year to help people remain independent and
receive care in their homes.
The team of 40 nurses also provides care to patients
in clinic settings. Over the past 12 months, the team
cared for 1,638 people and provided 31,801
episodes of care.
We offer a wide range of services including hospital
in the home, wound specialist nurses, post-acute
care nursing, McGrath breast care nurse service,
infusion clinic nurse and palliative care and district
nursing services.
Our service operates 7 days a week, 365 days
a year from 7.30am to 10pm with on-call nursing
services for palliative care patients.
People can access West Gippsland Heathcare
Group’s District Nursing services via My Aged
Care, referral from a GP, or self-referral by phoning
5623 0627.
People over the age of 65 must register referred
request via My Aged Care. They can contact our
service directly but must do a self-referral to My
Aged Care.

West Gippsland Healthcare Group
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From left: District nursing staff Casey Cook,
Samantha Fitzgerald and Stephanie Keeble
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We value your feedback
Each year, public health services in Victoria are required by the Department of Health and
Human Services (DHHS) to report their performance and improvement work in quality and
safety to their community.
While most of the subject matter is prescribed, we’ve tried to write it in a way that is more
enjoyable to read.

Tell us what you think of our Quality Account report
Postcode you live in: . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .
Where did you get this report? j In the newspaper 		

j At the hospital

j Website

				j Other (please specify) . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .
Age: 		

j Under 18

j 18-26 j 26-35 j 35-46 j 46-56

Was the report easy to understand?

j Easy

j Difficult

Did you find the report informative?

j Yes 		

j No

j 56-65 j Over 65

j Very Difficult

Please tell us what you liked about the report and any other comments you may have:
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .
................................................................................................................................................................................................. .

Thank you for taking the time to provide us with your feedback.
Please send to:		
			

Reply Paid 121, West Gippsland Healthcare Group - Public Relations Office.
41 Landsborough Street, Warragul Vic 3820
www.wghg.com.au
			Email: info@wghg.com.au
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